RESTRICTED

[ hbe¢! / ¢ 1/59abLeOw ¢ w! ¢ L hb

CONTENTS
Contact Center AAMINISIITALION..........uiiiiiiiiiiiii e 1
ADMIN e e et et e e e e e e et e e e e e e n e e e ern s 4
Blocked Email Addresses and Phone NUMDBEIS...........ccoiiiiiiiiiiieniiee e 6
QUEBUES ... ittt et et e et e et e e e tme et e e et e e et e e et e e et e e tme et et et e et et aa e rr e raneeranas 7
MEIA STIBAMIS ... e ittt ea et e e e e sttt e e e et e e e e s e e e e e e e e 11
When a Twitte Handle iS SPeCified............uuiiiiiiiiieecc e 22
When a Twitter Handle is not Specified..........cccciiiiiiiieiieiiee e, 22
Twitter OAUth AUtNOFIZALION ..ot 24
EM@IL e e e e e e 245
(02211 o= o} PSP PP P PPPPPPPPP 26
CAIIDACK ...ttt e e e e e e r e e e e e 268
A G EN T S e et e 30
Y =11 €1 (01U o PP P PP 31
YU 01T Y/ <o £ P 33
CONVEISALION LIST.....eeiiiiiiie ettt e e e e s ebee e e e anreeeen 33
=T o YA R =T 00T 1 (o] oY 2P 35
RESOUICE REPOSITONY. .. .ciiiiiiiiii it e e e et mr e e et e e e e e e e e eesea b amrastaan e eeeaeas 38
IN=OFfICE PrOfIES. ...ttt e e e e e e e e e e e 39
[ (0] 0 F= V£ PP PTRPOTRRSSRON 42
Availability & ACD State ManagemMENL. ... ...ccoiiiieiiiie e e e s e e e e e e aaraaasd 43
ACD State ChANGE......ccoiiiiiiiiiiiee et e e ssnnnneeeee e e A3
SIMUItANEOUS CONVEISALIONS.........uiiiiiieeiiiiiiiie e et e e et e e e e e e e e e e e anneeeeeas 45
Agent Availability RESIICHOMNS..........eiiiiiiiiiiiiiee e 46
ROUTING PRASES ...ttt ettt e ettt e e e e e e e amssssb b bebbbanbnnnnnnnees 48
Routing by Department (Web Chat & Callback Qnly).........c.c.cccvvveeeieeeieiiiiiiiiiiieeieeeeeen. 52
PresenceBased SCrPLING.........oooiiiiiiiiie et 53

TheUnity ContactCenterenvironment is managed ithe Kakapo partneportal, through the Contact
Center tab which appears at the System Provider, Reseller and Group levels once a contact center

license has been assigned to a user.
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Any portal admin can manage the contaenter environment from the level in the hierarchy that

they loggedin and below. If the portal user should be able to manage the contact center environment
but not have access to any other details (such as licensing, branding etc) then the Contact Center
Viewerpermissiorwill ensure that when they login they will only have access to contact center related

pages.

If the user is permitted to create contact center Media Streams thendban Assign & Unassign
License$permission must be assignekinot then the user will be able to manage the contact center
environment (according to their permissions) but not create new Media Streams as thdlehke

action

It is also strongly advised that the correct tiraene is specified for the portal useas this is used

when displaying statistics in the contact center dashboards, as outlined below

Portal User Accounts

New Portal User Account @ A

Email Address Adminuser@admin.com

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

Password

Confirm Password

Is Call Center Event Viewer

A Dashboard igresentedwhen configuring the overall Group or Reseller contact center, an individual
Queue or Media Stream. The dashboard will contaithdms to perform all necessary actions, as well

as overall statistics regarding the level in the hierarchy where the dashboard is being shown. For
example when showing the dashboard at the Group or Reseller level it will show all conversations for
all Queues within the contact center environment, whereas if viewing the dashboard Gueae it

will include only those conversations for Media Streams within the Queue.



Details  Automatic Assignment  Branding  Portal User Accounts

r ?j:

License Details

Users

P

To
Admin Queues Agents Staff Groups ACD State
Management
kakaposystems Contact Center Today Week Month
Media Streams Average Answer Routing Answered Unanswered
'Web Chat 00:00;30 1 4 8
Email 00:04:23 0 2 ]
Callback 00:00:26 0 1 ]
Twitter 00:02:54 0 1 ]
SMS 00:05:30 0 1 (4]

Top Performing Media Streams  Top Performing Agents

Media Streams Answered
B3 Webchat Test 3
4 Kakapo Gmail Test Account 2
t_ Callback Test 1
(3= Kakapo SMS Sales Stream 1
B3 Kakapo Systems Web Chat 1
W Twitter Support 1
53 AASAD 0
4 Bike Sales 0
¥ Bike Sales 0
3 Bolts Sales 0
+, Call Back 0
1, Call Back Testing 0
L Callback 0

2

© o o o o o oo o o o o

Unanswered Agents Joined

2i2
38
2i4
208
ane
2/8
00
1
hG}
13
hG}
23
1/26

History Log ~ User Templates | Contact Center | CPaaS Numbers

= - - ™
Reply Resource In-Office Holidays
Repository Repository Profiles
Total Conversations c®
N SMS N Twitter [ Email Callback M Web Chat
8
[}
Z 4
I
o ll.ll ] EREEN
0930 1030 130 1230 1330 1430 1830 1830 1730
0300 1900 90 1200 1300 1400 1500 1600 1708
Live Now Conversation Outcome

BN Unanswered N Routing
W Answered

N Webchats Callbacks
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There are various toggles that can be used to change the statistics being shown. For example the

charts can be changed to show total conversations for today onlyhé&week the past seven days

or for the month so far.

Details  Automatic Assignment  Branding  Portal User Accounts
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Admin Queues Agents
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kakaposystems Contact Center

License Details

Staff Groups

Users  History Log

ACD State
Management

Today Week Mo

Media Streams Average Answer Routing Answered Unanswered
Web Chat 00:00:30 1 4 8
Email 00:04:23 [} 2 o
Callback 00:00:26 ] 1 ]
Twitter 00:02:54 ] 1 o
SMS 00:05:30 ] 1 o
Top Performing Media Streams ~ Top Performing Agents
Media Streams Answered Unanswered Agents Joined
153 Webchat Test 3 2 22
™ Kakapo Gmail Test Account 2 0 38
1 Callback Test 1 0 2/4
= Kakapo SMS Sales Stream 1 0 216
ﬂ Kakapo Systems Web Chat 1 o 3ne
¥ Twitter Support 1 0 216
a AASAD [1] [} 0i0
7 Bike Sales [1] [ 1
W Bike Sales 0 Q mn
I3 Bolts Sales ] 0 13
1, Call Back [} 0 m
t_ Call Back Testing 0 0 23
L Callback ] 0 1/26

ser Templates | Contact Center  CPaasS Numbers

Reply Resource In-Office Holidays
Repository Repository Profiles
Total Conversations [eRc
N SMS I Twitter NN Email Callback [N Web Chat
8
6
Z
2
2 I I
o Illll nm L] ] |
0830 1030 1130 1230 1330 1430 1530 1630 TR
0300 1000 1100 1200 4300 DO 1500 1800 1700
Live Now Conversation Qutcome

N Unanswered B Routing
I Answered

N Webchats Callbacks
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When showing the statisticeff today only, further filtering is available to specify the start and end
time (using the timezone of the loggedh portal user) and the intervals to use in the bar chart. These

additional filters are available when showing statistics for today only.

Total Conversatiens Tetal Conversations Total Canversations

S it S Eral o Callack W e Crat WS Twtier W Emsl O Calback W Web Crat S Twiter 8 Emal O Callack W Web Chat
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2 | |
. 2000 — 2m m
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om0 0
w
B s — s
[ [
 mAn-m — ——
w0 | wa | wa | wm | wam | veas s wa v o —_— I m— — o
s e me e s e T Fn o 8= Sm Mom Tu Tody -

kakaposystems Contact Center Today ~Week Month
Media Streams Average Answer Routing Answered Unanswered
Web Chat 00:00:00 0 0 0
Callback 00:00:00 0 0 0
Email 00:00:00 0 0 0
Twitter 00:00:00 0 0 0
SMS 00:00:00 0 0 0
Media Stream Average Answer Routing Answered Unanswered
Web Chat * Total wait time of all answered Conversations that are in « Conversations that have | Conversations that have
conversations divided by the initial Routing Phase(s) been Answered abandoned
Answered conversations and therefore In Queue e Transferred
Call-back s Excludes secondary wait time Will always be zero as there conversations count at s Conversations that have
when conversations are are no Routing Phases for the Queue level once breached the initial Routing
transferred Call—back but both or all Agents Phase(s) and dropped into
Email e Excludes conversations closed Conversations that are in that receive a the Always On Queue.
from the queue by the Supervisor | the initial Routing Phase(s) transferred * Will decrease as
Twitter and therefore In Queue conversation will also conversations are reserved
increment their and the Answered count will
SMS Answered count increment accordingly
* Excludes conversations
that were closed by the
Supervisor

I5aLlb
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Contact Center

Reply Repository

Call Center Activity ~ CPaas Numbers

In-Office Profiles

Holidays
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The Admin section allows general administrative settings to be configured. Currently this is limited to
specifying the notification email addresses for authorization requests, for example when the contact
center platform is unable to connect to a mail wer or if a Media Stream was created without

authentication detailgas outlinedin section 3.

The contact center platform will notify all email addresses in this list, please ensure each email address

is enteredon a separate row.

Contact Center

kakaposystems Contact Center Administration

Perform general administrative actions for the contact center environment

Send Authentication Requests ® Adminuser@adminuser.com
To (One Email Address Per

Line)

BelowisanSEI YL S 2F GKS a! dziK2NATFGA2Yy FlLFAtSRéE SYI
ONI YRAY 3 aSGdAy3aa Fa GKS LI NIYSNI LI2NII fledter ¢ KS N

authentication details for the Media Stream.

Contact Center Authorization Failed

You have been sent this email because a Unity contact center channel has failed to authenticate, please click

to update the authorization details

Media Stream Details

Type Twitter

Name GK Test

Please contact your contact center provider if any further information is required.
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Blocked Email Addressand Phone Numbers

The Contact Center Admin can view, amend or delete single email addresses or ddmairsvide
Supervisors and Agents with the ability to block email addresses and phone numbers, the switches

below must be toggled on in the Queueofife tab.

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 more contact center agents exist in the group.

Is BroadWorks ACD Queue @ _m

Identifier KakapoLiveStreams@KakapoSystems.com

Name Car Shop Sales Media

Language English (United Kingdom) &

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 m]
Transfer  Close ad Block
attachment| number
07542901160 Hi
10:03
x Car Shop Sales Media
History 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

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

09 March 2023 11:42

The Admin user can then view, amend or delete email addresses and phone numbers with a date/time

stamp.
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kakaposystems Contact Center Administration

he contact center environment

Send Aulhentication Requests To (One Email
Address Per Line)

[Eiocked Enat scrosses ]

Creation Level Address

Group

Group
Group
Group
Group
Group test@unityclient com
@ Number Blocked Through

Blocked Address

only be biocked through contact centar chants, becausa the

Blocked Date/Time (UTC)

20221214 1515.36

202212 14151536

02212 14 15 1536
2023.03 10144901
20221214 151536

20221214 151536

Blocked Date/Time (UTC)

uired will vary based on the CPaaS gateway being U
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Add or delete a blocked emall address or domain. Any emails from this emall address or domain will be marked as read in the reciplent inbox, but an initial reply will not be sent and the conversation will not be recorded or processed.

Block Entire Domaln

Email Address

youareblocked@kakaposystems.com

[3]

Contact Center

A Contact CenteQueue can be thought of as similar to a VoIP call center, in that it allo¥xgemtto

receive and reply to conversations through different chaniieddled Media Streams)

Creating a Queue

The list of active queues will include the number of agents joined, which is comprised of the total

individual agents joined to the underlying Media Streams that make up that queue, each agent will

only be counted once even if theye associatetb multiple Media Streams.



Details  Automatic Assignment  Branding  Portal User Accounts

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

kakaposystems Contact Center Queues

Multi-media queues currently used by this group.

n ‘Wildcards are automatically added when searching.

Name Timezone Agents joined
Android Support India Standard Time 313
Charter Test Eastern Standard Time 2/2
Chris Lab GMT Standard Time: 16/26
Cloud Voice Romance Standard Time n
Dashboard Support India Standard Time 915
Development Queue GMT Standard Time: 5/20
Dynamic Sales GMT Standard Time 1
Holidays GMT Standard Time: 1mn
Identifier Test Gne GMT Standard Time 0/0
Identifier Test Two GMT Standard Time 00
Kakapo IndiaContact India Standard Time 9/19
Kakapo Live Streams GMT Standard Time 7/20
Kakapo Sales GMT Standard Time 3/10
Kakapo Support Channels GMT Standard Time 2/19
KS Sales Greenwich Standard Time 213
Ross and Zara Fashion GMT Standard Time 3/5
WebClient Support GMT Standard Time 4/4
Yes please no thanks Chatham Islands Standard Time /0
< , A ~ A,
[ £t A01 a! ted&dd andzd@aSue.

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 Broad\Works ACD Queue ®

Name

Language Default v

Restrictions

Agents Can Leave Queue

Conversation Can Be Transfered

Conversation Can Be Escalated

Supervisor Can Block Remote Party

Agent Can Block Remote Party

Availability

Timezone (UTC+00:00) Dublin, Edinburgh, Lisbon, L¢ Daylight savings from Sunday 28/03/2021 at 01:00 until Sunday 31/10/2021 at 02:00

In Office Profile Always online v

Supervisor Can Take Queue Offline

Add Queue

RESTRICTED
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If you want the Contact Center Queue to match a BroadWorks Call Center Queue and be a combined
j dz§dzS Ay GKS !yiaide OftASydGzZ GKSy (233tS (GKS 64LZ
BroadWorks ACD Queue identifier. The identifier cannot be modified so please make sure the correct

identifier is used.

New Contact Center Queue
Add or update a contact center queue to the group. gqueues can only be created if one more more contact center agents exist in the group

Is BroadWorks ACD Queue [©)

|ACD Queue Service ID |

If you do not enteran ACD Queue ServicetlH2 admin portal will automatically generate a random

identifier which will not match a BroadWorks Call Center Queue.
Please NoteThe queue identifiezannot bechangedonce a queue has been created.

Ly GKS SEIFYLXS 06St263 &Vl { [thigchfod Bréa8Woiks Call Gegtar I O/
ID therefore you can only Web Chat and Email sta¢svisible The identifier ford . 2 f (i doed t Sa ¢
match a BroadWorks Call Center ID, therefore you can see all BroadWorks Call Center and Web

Chat/Email stats in a sirggfow, as shown below.

My Statistics Overall Queue Statisti
Web Chats  Answered Total Talk Average Talk  Emails Calls Total Missed Callsin  LongestWait Average’
Name Total Calls  Answered Calls Time Missed Calls Time Answered  Total Calls  Answered Calls Queue Time Time
@ Kakapo Systems = 0 = = 0
@ Bolts Sales 0 0 [] 00:00
MNuts Sales 0 = o 00:00
1] 0 1] 00:00:00 1] 00:00 1] 13 3 10 0 00:00 00:07

When an agent joins or leavésKk S & . 2 quéudin Ynityclidrii they will be joined to or removed

from both the contact center queue and the BroadWorks ACD gseunsltaneously

Select from the list ofestrictions and set the time zone for that Queue. Select thefiite profile
from the dropdown menu Many of these settings are used as default values when creating Media

Streams under the Queue aagle further discussed in secti@below.

You can also allow the supervisor to take the Queue offloreexamplefithere is a fire alarm and the

building has been evacuated.
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Once theQueuehas been created, simply click thame in theQueuelist to dropinto that level

kakaposystems Contact Center Queues

Multi-media queues currently used by this group.

n wildcards are automatically added when searching

Name Timezone Agents joined
Kakapo Live Streams. GMT Standard Time 36
Kakapo Sales GMT Standard Time 6/8
Kakapo Support Channels GMT Standard Time 1116
KS Sales Greenwich Standard Time 173

| Production Streams GMT Standard Time 10721
Ross and Zara Fashion GMT Standard Time 114

Add Queue

The Queuddashboard will then be displayedTo change the configuration for the Contact Center
vdzSdzS Of A01 Gt NPFAESET 20KSNI | OGA2ykodzidizya | NB

s History Log  User Templates = Contact Center CPaaS Numbers

\O 2I TO ==.=_.

Details  Automatic Assignment  Branding  Portal User Acc License Details  Use

Profile Media Streams Supervisors ACD State Reply Resource Holidays History Log
Management Repository Repository
kakaposystems Contact Center Today Week Month Total Conversations c®
Media Streams Average Answer Routing Answered Unanswered BN SMS W Twitter NN Email Callback [ Web Chat
Web Chat 00:00:38 0 5 7 8
Email 00:04:11 0 3 0
Callback 00:00:26 0 1 0 6
Twitter 00:02:54 0 1 0 _
5

SMS 00:05:30 0 1 [} z 4

2

Top Perfoming Media Streams  Top Performing Agents I I

o] L] |

Media Streams Answered Unanswered 0830 10:30 1130 12:30 13:30 14:30 1530 16:30 1730
0800 1000 no0 1200 13.00 14:00 15:00 w00 1700

™ Kakape Gmail Test Account gl (1]
3 Kakapo Systems Web Chat 2 0
(3= Kakapo SMS Sales Stream 1 0 Live Now Conversation Outcome
W Twitter Support 1 a
W Bike Sales 0 Q
¥ Bike Sales 0 0
w Bolts Sales o a
1, Call Back Testing Q a \
1, CallBack 0 0
1, Callback Test 0 [
| @itz o Y N Unanswered M Routing
63 Ice Cream Sales Testing 0 1) I Answered
B9 Kakana Chat | Ininined n n
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A Media Stream is the channel to the public, similar to a phone number for a call centenritaet
center environment it represents &/eb Chaior Caltbackwidgeton a web pageanemail address
SMS numbepr Twitter handle. Multiple Media Streams can belong to the same Queue, but each

Media Stream follows a different routing profley R Kl & AGQa 2¢6y aSi 2F | aaz

Add Media Stream

I tA01 GKS a+xASg¢e odzid2y ySEG (2 trdaf® anddanodk G K

Media Streams.

Contact Center

B2
|
I
£l
111
-

kakaposystems Contact Center Week Month Total Conversations

Media Streams Average Answer Routing Answered Unanswered . SuS Twitter ) Email Callback W Web Chat
‘Web Chat 00:00:38 [} 5 T

Email 00:04:11
Callback 00:00:26

Twitter 00:02:54

o © © o

3
1
1
1

o o o o

Total
IS

SMs 00:05:30

6
Top Performing Agents I I
. IIII [ 1 1 1] O

Media Streams Answered Unanswered 0%:30 ‘3 " 35 ‘3 30 20 18:30 10:30 i
03:00 10 11:00 14:00 18:00 18:00 1
™ Kakapo Gmail Test Account 3
B3 Kakapo Systems Web Chat
= Kakapo SMS Sales Stream Live Now Conversation Qutcome
W Twitter Support
W Bike Sales
™ Bike Sales
B3 Bolts Sales
«_ Call Back Testing 0 100%
f_ CallBack
f_ Callback Test
P Classification test BN Unanswered I Routing

B3 Ice Cream Sales Testing Answered

5 0o o o © © © ©B © =4 =N
2 0 © 0o 0 0o 0 00 © o o ©

B8 Kakann Chat | Inininac

This will present a list of all active Media Streams for that Quéie. list will include the visibility,4n
Office Profile and status of each Media Stream. These properties work together wheRresagce
Based Scripting, which is outlined belowhe Visibility setting can quickly be changed without having
to modify the Media Stream profile.
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Kakapo Live Streams Media Streams

Type Name Visibility In-Office Profile Live Now

Click Add Media Stream to see the Media Stream profile page. There are several common properties

for al Media Streams, but many of the settings change dependintp@mediatype.

Begin byenteringa namei KA & y I YS GAfTRE F EIRISE RI A GKS BOGADAC

conversation is presented to a usarUnity client

Selecthe type of Media Stream from the dregiown menu.

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 Kakapo Web Chat
Language English (United Kingdom) A4
Media Type ' Email ~
Callback
Conversation Can Be Transferred Email
SMS
Twitter

When the Media Type is selectdtie page will change to showonfigurationand brandingsettings
for that conversation type, for example if the type is SMS then the CPaaS number will need to be

provided.

Next £t the time zoneand InOffice Profile by default these are inherited from the Queue profile.

Conversation Can Be Transferred

Conversations can be transferred to other Agents using the Unity interface.
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Use Last Agent If Availaliédvailable on Web Chat, Twitter, SMS & Email.

If this setting is active then the Contact Center platform will first alert the last Agent to reserve a
conversation from that customer [if that agent is online and joined to tie@] before starting the

FANBO w2dziAy3a tKIFIaSed® ¢KAa aSadiAy3a AayQd FOFAfl o

below.

Reopen Conversation On Replgvailable on Email, SMS & Twitter.

If this setting is active then a previously closeearsation can be automatically -spened [and
assigned to the last agent] if a new message is received from the remote party within a predefined
duration from when the conversation was closed. This will not be considered a new conversation so

contact cener statistics will not be incremented.

Contact Center

New Media Stream

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

Name

Language English (United Kingdom) v
Media Type Web Chat >,
Conversation Can Be Transferred
Timezone (UTC+00:00) Dublin, Edinburgh, Lisbon, London ~  Dayiight savings from Sunday 26/03/2023 at 01:00 until Sunday 29/10/2023 at 02:00
In Office Profile Always online v.
Use Last Agent If Available ® m

Web Chat

To set up &eb Chaenter the relevaniWWeb Chatonfiguration and any automatic responses.
The Web Chat widget will pop up on the right hand side of your screen and will change appearance as

you complete your design.
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Use the [EstimatedWaitTime] defimiter in the weloome meassage to insert text describing the avarage response tima for this media stream, based on the ast 10 web chats. Fossible descriptions are:
« inless than a minuta

« in a few minstes.

» within 10 minutes

= within 20 minutes

« within 30 minutes

« within an hour

= within a few hours

Iderilifier If left blank this will be automatically generated
Remate Party Mame Show - Mandatory hal
—_— e
Remate Party Phone Shaow - Mandatory ¥ —— Show - Optienal
Remate Party Email Shaow - Mandatory = /
Email Transcript Available o]

Attachments Allowed

Corversation Can Be Rated

Record Visitor Journey o]
Hide
External Retelence Hide S — Show - Mandaton,
Shaw - Oplignal
Welcome Message Welcome! We ane Wty Chats in Timeg|
“
Unatafied Message Sarry, we are not svallabie right now, We have your detalls and
will call you back. y
Missed Message Sarry we missad you! We have recorded your delails and will
call you back, y
When Unstalfed Or Missed Send A Motification To These i .com
(Cne Emai Address Per Line) P
Live chat - X

ﬁ' Car Shop Sales Web Chat
Mandatory

Optional

Phone number: *
Account number: *

Department: *

Select ~

() Email chat transcript

When theWeb Chatidgetis loading it will look to see BstimatedWait Time delimiters exist in the
messages, and if so it will dynamically calculate the estimated wait time based on the last ten

conversationdor that Media Stream

Live chat ol

ﬁ Sales Chat

Sales Chat

Please enter a message below to
start chat. We are currently replying
1o conversations in around 20

seconds
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ShowMandatory/Optional or Hidd his forces the customer to enter their naneeail and/or phone
number before they camstart the Web Chatconversation These options can also be configured as

optional or hide the field.

Attachments allowedThis allows the customer to send attachments through\teb Chatvidget

Conversation can be rate@he 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 thatitigerequest will

appear regardless of who ended the chat.

Record Visitor Journelf this setting is active then the Web Cheitdget will create a cookie on the
visitor web sitefor the current sessiorand for every page loaded that includes the widget the &fRL
that pagewill be added to tle cookie. If aconversation is subsequently started, sthred URLgrom
the cookiewill be recorded in thesontact center platform, thereby providinginformation aboutthe
visitor journey before the conversation was started. Please note thatveglypages that include the

Web Chat widget will be added to thésitor journey.

External reference labeAdd a custom required field e.g. Ticket NumbEnisoption can also be

configured as mandatory, optional or hide the field.

External Reference Show - Mandatory v

External Reference Label [©) Account number

ﬂ Car Shop Sales Web Chat

Your name: *

Email:
Optional

Phone number: *

Mandatory

Email chat transcript
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LT | @FtdzS AayQid SyGSNBR FT2NJ GKAA& LINRPLISNIE& Ay (K
Web Chat widget.

Welcome messagdhis is the message thatdsplayed 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.

tfSrasS y2G4SY 6S NBO2YYSYR KI@Ay3a az2ySa#ihg3d &AAYA
OKIF ¢ Ay GKS ¢ 3velOchs Sreonl§ starteddoSce thel visitor has sethie first
message

Unstaffed messageThis is the message that will display when thatact center is closed or when
there are noAgentsjoined to the Queue. AdunstaffecE email will be sent to theEmailaddresges)

entered with all the relevant information, as shown below.

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 11/12/2017 14:04:24 GMT
Contact Center Kakapo Systems (Kakapo Systems)
Remote Party Name Mary

Remote Party Phone tel://020822812

Remote Party Email mailto: //mary

Reason Queue was unstaffed

Please ensure emails fromoreply@unityclient.comare not treated as junk mail.

Missed messagd his is the message that will display onc&allting Phases have completed and the

02y BSNAEI A2y KI AA Q02 yo@BESNEsdet g/ GilNBeRsent to theemalil

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

Notification EmailsThis is a list of email addresses that should receive notifications of missed or

unstaffed conversations. Pleasssure a separate line is used for each email address.

At the bottom of the Media Stream profile page you can brandWeb Chatvidget using different
colours, avatars, text and locations, as shown below. The sample client will change depending on the

settings that you choose.


mailto:noreply@unityclient.com

Web Chat Client Branding

Visibility

Hide Web Chat When Conversation Is
Completed

Hide Web Chat When Close Button Clicked
Primary Colour

Web Chat Window Header

Use Agent Name & Avatar When Reserved

Web Chat Start Image

Web Chat Avatar

Invert Start Image

Web Chat Window Type
Start Text

Button Text

Web Chat Widget Location

Web Chat Widget Delay

¢2 I RR |

Always show
OFF
OFF
Custom

Use Media Stream Name

b B #2abeis

Box design with custom image and text v

©s40
$0C

OFF
Window

Would you like to chat?
Start chat

Bottom Right

3

OdzailizyY

enter the hex colour code:

Colour picker:

O2f 2 dzNE

ast

Light Blue
Light Blue

Hex colour code:

#a37272

S

o..

a

G/ dzat2vé
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To upload a custom image to use as the start image [wiilhappear on the web page to let the

visitor know that web chat or callack is available] simply click the Upload Image button and select a

file. You may need to crop the image when adding.

Web Chat Window HeadéeThis gives you the option faresent the Web Chat name or Queue name

in the chat window header.

o Web Chat Window Header

Your name: *

Emall:
Phone number: *

Ticket Number: *

@D Email chat transcript

Live chal - x|

Web Chat Start Imag&even different Web Chat designs to choose from.

Web Chat Start Image

Start TextYour initial start to the conversation.

=)

Chat design with custom image and text

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
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Q

Button TextMessage to the customer to start the ¢ha

=

Button Text

-

Web Chat Widget Locatiofwo locations to choose from.

Web Chat Widget Location | Bottom Right -

Bottom Left
Bottom Right

Web Chat Widget Delaiime delay when the customer browses to your web page before the chat

widget pops up.

Use Agent Name and Avatar When ReserWten the conversation is reserved by an Agent, the
name of the agent will be shown in the Web Chat widgéthe agent has an avatar uploadedthe

portal then this willalsobe shown

HideWeb Chatvhen conversation is completehis will hide th&Veb Chaicon for the user for the

rest of thatvisitor session after the conversation has been completed.

HideWeb Chatvhen close button clickedhis will hide th&Veb Chatcon for the user for the rest of

that visitor session regardless of whetheWeb Chatonversation was initiated.
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Visibility:Change the visibility of the Media Stream by selecting the options from the dropdown.menu
Forexample the Web Chat widgetshould be shown during business hours when one or rAgents
are joined to theQueue, but theCallback client should be shown outside of business holitss is

further discussed in the PresenBased Scription section.

Web Chawindow type:Choose tashow theWeb Chats a small window attached to the bottom of
the page, or docked to the side of the page. Both will remain open as the customer navigates

throughout the website assuming each page includes the HTML script required to display the web
chatwidget

Once the Media Stream has been added, you can test the Media Streasaiduayingit from the list,
then clicling the Profile from the Dashboard page for that Media Stream, then clickihS & G { G NB I Y«

at the bottom ofthe Media Stream profile pagas shown below.

Kakapo Live Streams Media Streams

Contact Center

Web Chat Location Bottom Right

DS -

A newbrowsertab will show you how theNeb Chat widgewill behave and provide you with the

HTML code that you need to copy and paste into any webpage where you wsimiighe widget
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o Baolts Sales

Your name: *
Email: *

Phone number.

Department: *

Start Chatting!

Please noteTheHTMLcodewill not change if the Media Stream is updatetsteadthe new settings
will be applied when the page is next loaded/refreshddwever he HTMLcodewill be different for

each Media Streanunless PreseneBased Scripting is used. This is further outlined in setBon

Please ensure theITML code is copieaind pastedexactlyas provided in the test pages shown

above A test HTML page can also be created and saved locally to further test the widget.

Twitter

To create a Twitter Media Stream simplget the Media Type and common properties. Titter
KFyRfS OFly 0SS LINPOGARSR o0dzi GKAA AayQd YIFyRIG2NE

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 Twitter Marketing
Language English (United Kingdom) ~
Media Type Twitter =2

Conversation Can Be Transferred

Timezone (UTC+00:00) Dublin, Edinburgh, Lisben, 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 ®

Reply

Twitter Handle | Without the @ Please
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LT 2yS Aad LINPOARSR (GKSyYy GKS LERNIFtf gAiafft OKSO1

Twitter media stream.

New Media Stream

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

|THE Twitter handle is already being used, please use another I

Twitter Support Profile

Add or update a media stream to the queue, each media stream represents an entry point into the queue through a media type
The Twitter media stream has been successfully created, please complete Twitter authorization using the button below

Name Twitter Support
Language English (United Kingdom) hd
Media Type Twitter >

Conversation Can Be Transferred

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 ¥

Use Last Agent If Available ©) ﬁ

Reopen Conversation On ® W

Reply

Twitter Configuration

Twitter Handle ContactUnity

Twitter Access Token 1082224392061546501-PGIR87 1RpeLecN|
Twitter Verification Code iJeDf5r14IMMosKruMPCVb5WRsCvthSUM9
Twitter Account ID 1082224392061546501

Current State

State Connected
Last Successful Connection 15/09/2022 03:37
Last Unsuccessful Connection 24/08/2022 14:55

Delete Stream

When a Twitter Handle is Specified

If the Twitter handle is provided when creating the Media Stream then the portal will save the details

YR LINRYLI GKS dzaSNJ 2 SAGKSNI LISNF2NY ¢gAdGdiSNI h
wSljdzZA NSRé SYIF At G2 GKS SYI Af. Ifthed N®roadikessdsIBndA RS R

the only option will be to perform Twitter authorization.

When a Twitter Handle is not Specified
LT GKS ¢oAGGSNI KFYRES AdyQd LINEHS M&R Btregnkvilype ONB I
ONEB I G4§SR I yR (0AK2S/ ow SlideA2NWRe SYIF At gAt € Fdzi2YFGAOK



RESTRICTED

the Admin page. If no email addresses have been provided then the portal will prompt that a Twitter

handle must be specified

nment  Branding

New Media Stream

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

The Twitter handle must be specified
Name

Language

Media Type

Conversation Can Be Transferred
Conversation Can Be Escalated

Availability

Timezone
In Office Profile
Use Last Agent If Available

Reopen Conversation On Reply

Twitter Configuration

Twitter Handle

Unity Sales

English (United Kingdom)

Twitter

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

Always online
=
o

v

Daylight savings from Sunday 26/03/2021 at 01:00 until Sunday 31/10/2021 at 02:00

When the Twitter handle is specified then thedia Stream will be added and the user prompted to

complete Twitter Authorization

Unity 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

The Twitter media stream has been successfully created, please complete Twitter authorization using the button below

Name

Language

Media Type

Conversation Can Be Transferred

Conversation Can Be Escalated

ilability

Timezone
In Office Profile
Use Last Agent If Available

Reopen Conversation On Reply

Twitter Configuration

Twitter Handle

Unity Sales
English (United Kingdom) ~
Twitter v

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

Always online

UnitySales

Daylight savings from Sunday 28/03/2021 at 01:00 until Sunday 31/10/2021 at 02:00
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Twitter OAuth Authorization

2 KSYy LISNF2NXYAY3I ¢oAGGESNI ! dziK2NRT FGA2Yy OSAGKSNI
w S |j dzA NJB]Ehén T\gitketwall bpen in a nevbrowsertab asking thathea ! yA & /2y 4l OG [/

Twitter appis authorized, as shown belovienter yourTwitter login details and click Authorise app.

Authorise Unity Contact Center to
use your account?

Unity Contact Center
KakapoSysiems

Forgotten your password?

Cancel

« 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 page will then redirect to the partneportal which will show the below message Tiwitter

authorization wasuccessful

Authentication Succeeded

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

If the Twitter login details were incorrect then Twitter will prompt for them to be entered again.

If the Twitter logindetails change then click into the Profile page for the Media Stream and either
NEASG GKS ¢gAGGSNI ONBRSYGAlFt A 2NJ NBaSyR GKS a! dz

have been provided].



Twitter Support 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
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 Access Token
Twitter Verification Code

Twitter Account 1D

Current State

State
Last Successful Connection

Last Unsuccessful Connection

Twitter Support
English (United Kingdom)

Twitter

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

Always online

B3
B3

ContactUnity

1082224392061546501-PGIR87 1RpeLeoN|
iJeDf5rH4IMMosKruMPCVBEWRsCuth5UM9

1082224392061546501

Connected
156/09/2022 03:37

24/08/2022 14:55

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

Delete Stream ‘

Emaill
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To add aremail Media Stream,selectEmail from the Media Type dropdown lisget the common

propertiesfor the Media Stream andonfigure the mail server details as shown below.

Email Platform

Email Address

Office 365 / Outlook Live / Hotmail

If the authentication details are not known then the Media Stream can still be created by setting the

Media Ty and common properties. The email address, mail server type and password do not need

G2 0SS asSids

0dzi 6KSY

iKS

aSRALI

{GNBIY Aa

ONBI U SR

email addreseg specified in the Admin pageas outlined in seatn 2 If noAdminemail addresses

were specified then the portal will prompt to enter authentication deteiisfore the Media Stream

can be created.
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At the bottom of the pagsimplycopy pasteor create a new mail 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 selelcted

Email Signature L5 B I U akex, x| P

I
1]
il
It
B

¥
®

NI
) Source Normal - Font ~  Size ~

Support Specialist
www kakaposystems com

000

KAKAPO £ contact Centre [.. cRM Connector A Mobile

SYSTEMS .= Reception 1| Dashboard o Call Centre

"

wi
Initial reply within business hours s B I U acx, x| %

Ssource Normal  ~  Font v Sze -

Thanks for your email. This is currently queued and an agent will reply shortly.

KAKAPO £ contact Centre .. crm connector A Mobile

SYSTEMS .= Reception J4il| Dashboard o Call Centre

v

NEW: SMS INTEGRATION WITH TELESTAX

B g

Callback

Caltback Media Streams are very similar to W&t Media Streams, but rather than a conversation

being started, the Caback widget will send the entered details to thentact center platform for

processing.

To add aCaltback Media Stream enter theCaltback configuration and select from th€altback
widgetbranding options, including colour, avataromptsand locationThe name and phone number
are mandatory for Caback Media Stream$ut you can also choose to require amail address
before theCaltbackrequestis accepted.
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Identifier If left blank this will be automatically generated
Remote Party Name Show - Mandatory v
Remote Party Phone Show - Mandatory &
Remote Party Email Show - Mandatory T
Record Visitor Journey ® OFF
External Reference Show - Optional v ‘Show - Mandatory
‘Show - Optional

External Reference Label [©) Account Number
Callback Start Text Please provide your name and number for a

callback. P
Callback End Text Thank you, we will call you back.

The branding settings are very similar to the Web Chat Media Stream and, when updated, will apply

to the Callback widget when next loaded

Callback Client Branding

Visibility Always show i

Hide Callback When Close Button Clicked m

Primary Colour Light Blue Y .

Callback Window Header Use Media Stream Name v

Callback Start Image Box design with custom image and text v

Callback Avatar G E E @
® O O O

Upload
Image
O (0]
Invert Start Image
Callback Window Type Window S
Start Text Need a callback?
Button Text Call mel
Callback Widget Location Bottom Right RV

Callback Widget Delay 0



e Callback Test

Please enter your contact details and the
nature of the call, and we'll call you back as
so0n as possible
Your name: *
Simon Smith
Phone number: *
0123456789
Customer ID: *
ABC123
Reason for callback

Need to renew my support agreement

W

Thank you Simon Smith.

Thanks! An agent will contact you shortly

RESTRICTED

Hide Callbackwhen close button clickedFhis will hide theCaltbackicon for the user for the rest of

that session oce the close button has been clickesb as not to continue disturbing the web site

visitor.

Delay:Delay theCaltbackicon appearing on the webpage. E.g. if you only want to offesleback

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

Please note: The cdiackwidgetwill automaticallyhide after 5 seconds once the visitor has requested

the caltback

SMS

Please note that SMS Media Streams are only available if the Systaider has integrated with one

of the supported CPaaS providers.

integration for further information.

Please refer to the online documentation regarding SMS

To configure an SMS Media Stream the common properties must be specified, as well as the phone

number and CPaas platform if the System Provider has integrated with more than one CPaaS platform,

otherwise the Platform property will not be shown.

The number must be in E.184 format, atherwise CPaa$ integration will fail. E.164 is the international telephane numbering plan that ensures each device on the PSTN has a globally unique number.This is what allows calls

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

Platform

Remate Numbers Can Be Blocked

Initial reply within business hours

Nexma

and messages to be correctly
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Depending on the CPaas platform being used, the number may need to be in E.164 compliant format.

Remote Numbers Can Be Block#dactivated then theAgent or Qupervisor can block the number
which will automatically close the conversation and ensure that any future messages from the remote

party number are ignoredlhe setting can be activated at theeue level under the profile tab.

:’ 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 more contact center agents exist in the group.

Is BroadWorks ACD Queue ® m

Identifier KakapoLiveStreams@KakapoSystems.com
Name Car Shop Sales Media

Language English (United Kingdom) »

Agents Can Leave Queue

Conversation Can Be Transferred

Supervisor Can Block Remote Party

Agent Can Block Remote Party

Agents and Supervisors can then block remote party numbers using the block tab in Unity once the

conversation is reserved.

(@ Conversation: Car Shop Sales Media > Car Shop Sales SMS - UK - 01:34

©0 0Ol

Transfer Close fiew in Block
CRM number

Michael Smith (Salesforce Contact) Testing
07542901160 2

History

£ WebChat (Missed)
Car Shop Sales Media = Car Shop Sales

15 March 2023 16:19

Blocked numbers will be displayed in the Contact Centre Admin tab for Portal Admin users.
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@ Creation Level

Group
Group
Group
Group
Group

Group

Address
christuttchristutt@gmial.com
kakapo.systems
me@kakaposystems.com

steve tutt@kakaposystems.com
test.com

test@unityclient.com

Number Blocked Through

Blocked Date/Time (UTC)
2022.12.14 15:15:36
2022.12.14 15:15:36
2022.12.14 15:15:36
2023.03.10 14:49:01
2022.12.14 15:15:36

2022.12.14 15:15:36

Blocked Date/Time (UTC)
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A full list of all Agents is available at the Group or Reseller ladés accessed through the Dashboard

page.

=
5 M

The Agent list will include the aent online state for that agent, meaning their Unity client is running

and connected to the Contact Center platfogthis does not indicate the joined state for any Queues

that the agent belongs to.

kakaposystems Contact Center Agents

User ID
B_Hutton@kakaposystems.com
C_Bery@kakaposystems.com
christutt@kakaposystems.com

Jenna wimshurst@kakaposystems.com
jenson frankiin@kakaposystems.com
sraven jose@kakaposystems.com

stevetuti@kakaposystems.com

User Name
Benedict Hutton
Charles Berry
Chris Tutt

Jenna Wimshurst
Jenson Franklin
Sraven Jose

Steve Tutt

Wildeards are automatically added when searching

Online State

Offline

Offiine

offiine

Offline

Offline
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Clicking on an Agent in the list will shdve profile page, which allows the user to change the time
zone, language and Staff Group assignment [outlined below] for that Agent. The profile picture can

be set by clicking on the photo.

Details

Steve Tutt Details

-
User Profile Image ‘%

Staff Group Membership

Name Included

Al Agents E
ent Team

{ ¢! CC Dwh!t{

A Saff Group is a logicajroup of users tht allows an administrator to manage a single entity in a

routing phase ofupervisor list, rather than having to assign multiple users one by one.

Staff Groups are managed at the Group or Reseller level and are accessed through the Dashboard page

Contact Center

SelectSaff Groups from the Contact Center menu to see all exisiaff Groups and to create a new

group.
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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
Supervisors Group Supervisor

Enter a name for th&aff Group and specify if thgroup is for Agents o8upervisors, &&aff Group
cannot comprise both Agents and Superigd (23SGKSNJ ' yR GKS aL& ! 3Sy.

changed once th&aff Group has been created.

Contact Center Staff Group

Add or update a staff group, which will apply to any media streams where this staff group is assigned. Please note agents and supervisors cannat belong to the same staff group. The order of included users will be
used when this staff group is assigned to a routing phase with circular routing

Name | sales Agents
Is Agent List
Automatically Add New Staff m

Automatically Add New StafStaff Groups can be configured to automatically add any new users,
0§KSNB o6& LINE G AgRdpyhich may beBéd asate finalfrouting phase for a Media Stream.
Whenever aontactcenter Agent or Supervisor is assigned to a user they will be automatically added
to all Agent orSupervisor lists that have this setting enabjeohd will be automatically removed fro

these lists when the license is unassigned.

To search for a user simply type the name or login ID in the search box or scroll through the list. To
addusersimplyd St SO0 G KSY | yR Of A Ohandbbxhaveé alreatlytbéen atde8 NB A Y

to the Saff Group. To remove a user simply select them from the #Agind 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 thisSaff Group is added to Bouting Phasewith circular routing.
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{1t 9wz L{ hw{

Supervisorscan only be assigned at tli@gueuelevel,in which case theywill automaticallysupervise

all Media Streams within the Queue

Contact Center

) |
I
(L]

B

Displayed are all the users in ti@&roupor Reselleti K I i  KUnig Sontact Qentef dzLJS NIJA & 2 NE

license assigned to them including grenfiguredupervisorSaff Groups.

Production Streams Supervisors

Configure the supervisers for this contact center queue, which will automatically cascade down to all media streams. If a supervisor is assigned directly and through a staff group, then only the staff group
assignment will be saved

s

Steve Tutt (stevetutt@kakaposystems.com) Charles Berry (C_Bery@kakaposystems.com)
Steve Wardle (steve.wardle@kakaposystems.com) Chris Tutt (christutt@kakaposystems.com)

Supervisors (Staff Group)

To add users anfaff Groups to theSupervisor list simply select them from the left box and cAdi.
Allusersand Staff Groups in the right box have already been addetbu can also search for specific

users or Staff Groups, or quickly add/remove all items from the list.

Onceyouhave MRA FASR (GKS &adzLISNIA&A2NI f Aad Ot A0l aG{l @S¢ d

Conversation List

Because of data protection/GDPR regulations contact center conversations can only be viewed by
portal admin accounts created at the Group or Reseller (if the reseller is an enterprise in Briap\Wor

levels.
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z

2 KSYy ONBIFGAy3a GKS | RYAY |002dzyid YI1S adz2NB (KS &
will limit the user to only viewing the contact center environment; other information such as branding

settings and license consumption will na tisible.

Permissions can be set if the user is allowed to manage/configure the contact center environment, if

no permissions are given the admin account has +e@algt access.

Details ~ Automatic Assignment ~ Branding | Portal User Accounts | License Details Users History Log  UserTemplates  Contact Center CPaaS Numbers

New Portal User Account A
Email Address chris tuti@kakaposystems.com

Timezone (UTC+00:00) Dublin, Edinburgh, List v Daylight savings from Sunday 27/03/2022 at 01:00 until Sunday 30/10/2022 at 02:00

Password

Confirm Password

Is Contact Center Viewer |

(® General Permissions

Can Assign & Unassign Licenses Pz This permission is required when creating media streams and assigning CPaas numbers, as well as user licenses

Can View History Log OFF

(® Contact Center Permissions

Can Create Contact Center Objects.

Can Update Contact Center Objects

BEE

Can Delete Contact Center Objects

When the admin successfully logs into the portal they willpbesented with the contact center

Dashboard, which includes a button for Conversation Log as shown below

kakaposystems Contact Center o Week  Month Total Conversations
Media Streams Average Answer Routing Answered Unanswered N SMS BN Twitter S Email Callback N Web Chat
Web Chat 00:00:38 0 5 7
Email 00:04:11 0 3 0 k&
Callback 00:00:26 0 1 0 8
Twitter 00:02:54 0 1 0 Tl 6
SMs 00:05:30 0 1 0 kS i
Top Performing Med .ams  Top Performing Agents 2 I I I I I
o I [ [ T 0
Media Streams. Answered Unanswered Agents Joined a”n“”‘”a‘“““w” “’:m - 3“‘”3"““ W"“‘”D‘”“‘Ma o 5°‘>M"”
4 Kakapo Gmail Test Account 3 0 38
§3 Webchat Test 3 2 o2
3 Kakapo Systems Web Chat 2 0 319 Live Now Conversation Outcome
1, Callback Test 1 0 0/4
(= Kakapo SMS Sales Stream 1 0 26
W Twitter Support 1 0 26
B3 AASAD 0 0 0/0
4 Bike Sales 0 0 " 1
P Bike Sales 0 0 "
3 Bolts Sales 0 0 13
S GaBacK g g 2l S Unanswered I Routing
1, Call Back Testing 0 0 3 Callbacks B Assired
* Callback 0 0 126
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The user can view all conversations for all media streams in the Group or Reseller level, including

search functionality. The user can click oroaversation in the list to see the transcript in a new

browser tab

kakaposystems Conversation Log

Start Date

Media Stream Type

Show 20 %

Queue Name

Kakapo Live
Streams

Kakapo Live
Streams

Kakapo Live
Streams

Kakapo Live
Streams

Kakapo Live
Streams

2022-08-09 07:46

All Types

Media Stream Name

Kakapo Systems Web
Chat

Kakapo Systems Web
Chat

Kakapo Systems Web
Chat

Twitter Support

Kakapo Systems Web
Chat

wot [,

Media Stream Type

Web Chat

Web Chat

Web Chat

Twitter

Web Chat

w9t h{ LChw,

End Date

Search

Received Date/Time ~  Reserved Date/Time

2022-08-15 14:15:39

2022-08-15 14:15:11

2022-08-15 11:19:39

2022-08-12 15:11:16

2022-08-12 15:10:24

2022-08-15 14:15:45

2022-08-1508.44:23

2022-08-16 07:46

Closed Date/Time

2022-08-15 14:16:09

2022-08-15 14:15:11

2022-08-15 11:19:56

2022-08-15 08:44.40

2022-08-12 15:10:24

Remote Party Name

steve W TESTING
steve wardle@kakaposystems.com
010101

steve W TESTING
steve wardle@kakaposystems.com
010101

steve W

steve wardle@kakaposystems.com
01010101

SteveTweets SteveTweetss

Louise emmalouisehills@gmail com
07555231404

First Reply Duration

00:00

00:00

00:00

00:00

00:00

csv

Received To Closed Duration

00:00

00:00

00:00

00:00

Create canned replies for users to easily send common responses to customer queries. These are

available at theReselley Group Queue and Media Stream level. All replconfigured 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 alhpplicableMedia Streams of that Queue.

The reply repository can be found in tBashboard pagéor allrelevant levels, as shown below.

Ea

Contact Center

1 b

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

The below replies will be available to all agents through all media sireams

Wildcards are automatically added when searching

Creation Level Reply Text

Queue Account Number Can | please get your account number and secret word

Group Data Protection For data protection purposes, could you please confirm your name, date of birth and post code?
Group Welcome Hi there how can | help?

Group Greeting Hi there, thanks for getting in fouch. 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 thReselley Groupor Queue levels you must specify which types of media
OKIyySt Al FLIWXASa G2 {2YS OFyySR NBLX ASa adzOK
not be applicable to aemail conversation, while three paragraphs of text would not be relevaiat in

Twitter conversation.

Setting the channel types that the canned reply is available for will ensuragieaitsonly see those

canned replies when replying to those type of conversation. A canned reply can be available to

multiple channel types.

Contact Center Reply

Use preconfigured replies to easily send common responses o customer queries
Available for web chat

Available for email m

Available for Twitter m

Available for SMS

Name Account Number

Reply Can you please confirm your account number and full company name

Once you have selected the applicabteversation typesgive the reply a reference name and enter
the reply text. TheUnity client will search on both the name and reply text when fkgententers
search criteria, so rather than having to include regiyttthe AgentO | y & A Y byeée @28 LaSS Sa | f

available farewell replies.



Name

Reply

Bye

Thanks for your time, have a great day!
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When creating a canned reply for an email Media Stream the reply can be text or HTML based, because

the contact center platform sends all emails as HTML documents.

Contact Center Reply

Use preconfigured replies to easily send common responses to customer queries

Name

Reply

[ Recent announcements|

TEXT

) B I U akx, x* | A ==
Hsource  Normal - Font - sEze -

Canyou send me an invoice pls?

Absolutely. Here s your latest
irwoice dated Bth Aug 2010

& invoice.
& Involce 3256658 8620 paf

Thank you, that's great!

Kakapo Systems Launch SMS Queues for Unity Contact Center

On 28 Sep, 2020

Post by: Team Kakapo

LONDON, UNITED KINGDOM, September 28, 2020 /EINPresswire.com/ — Kakapo Systems,

NEW-: Portal D: for Contact Center

On 22 Jul, 2020

Post by: Team Kakapo

Configure, report and visualise everything that's happening in Unity Contact Center with the new Portal Dashboards

Read Mere

HTML repliesvill also be shown in the canned reply list

= |

=l
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Contact Center
Unity Connect Email Reply Respository
The below replies will be available to all agents through this media stream only
B Wildcards are automatically added when searching
Creation Level Reply Text
Post by: Team Kakapo
LONDON, UNITED KINGDOM. Septembx 2020 /EINPresswire com/ — Kakapo Systems,
ualise everything that's happening in Undy N h the
Media Stream Recent announcements -

w9{ h} w/ 9 w9t h{L¢hw,

The resource repository is similar to the reply repository outlined above, in that it ageststo
quickly access a range of resourffiles& URLswhen replying to a conversation, which can easily be
passed to the remote party either as a hyperl{iteb Chat, Twitter, SMSor Facebook) or aemail

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 tBeouplevel will be available for all Queuasd Media Streams

of that Group

The resource repository cdie found in the Dashboard page for all relevant levels, as shown below.

Branding onal Use counts License Defails  Users  History Log  User Templales | Contact Center | Call Center Aclivity

¢ —— | C =
O e o == | =L | am BB

05
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The list will show all existingsourcesincluding the level at which they were added.

Kakapo Live Streams Resource Repository

The below resources will be available to all agents through all media streams of this queue
Wildcards are automatically added when searching
Creation Level Type Location Description
Aueve URL https:/www kakaposystems com/files/Unity-Product- Product Comparison

Description-Comparison-Table_pdf

https:/www kakaposystems com/files/2018/07/Zendesk-

Q URL Zendesk Ini i
ueue Integration pdf endesk Integration
Queue File https:#juatt ch/repository/637 141669249921642 pdf Latest Release Notes

Group File https:#/uatt ch/repository/637371399774437138 pdf

You can add a resource as a URL or file upload. If uploading a file, the portatevitiesdile with a
randomly generated filename, but it will ensure the actual name of the file that was uploaded is used

in the hyperlink oemail attachment.

Contact Center Resource Contact Center Resource

Add a short description about the resource [which will be used when searching for resources within
theUnityOf ASy 8 FyR GKSy aStSOG a! RR wSaz2daNDOS¢ o

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

L#h CCL/ 9 {t whCL[ 9

Qeate and managerofiles for the times that various Media Streams and Queues will be online. In
COffice Profiles are configured at th8/stem providerReselleandGrouplevel and are available to set

at the Queue and Media Stream levels.
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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 Stréaral.

In-Office Profiles work with thetime-zone set for the Media Stream, which cascades down from higher
levels in theportal hierarchy. If arin-Office Profile is assigned to a Media Stream but no tiaune is

set, then Universal CoordinatedTime (UTE will be used as the timeone, which may lead to
unexpected results. Therefore, it is very important that the correct tznae be used foall Media

Streans, which may be differenfior other Media Streams even within the same Queue

When the timezone is selected the portal will automatically confirm dayhkgéwingsdates if that

location observes daylight savings.

Manage inoffice profiles by clicking on the link from tl®shboard

You can see which-office profiles already exist and atich 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 Tuesday Wednesday Thursday Friday Saturday Sunday
Extended Hours Group 09:00 - 20:00 09:00 - 20:00 09:00 - 20:00 09:00 - 20:00 09:00 - 22:00

Standard Hours Group 09:00 - 17:00 09:00 - 17:00 09:00 - 17:00 09:00 - 17:00 09:00 - 17:00 09:00 - 17:00 09:00 - 17:00
Test Hours Group 08:00 - 17:00 08:00 - 17:00 08:00 - 17:00 08:00 - 17:00 08:00 - 17:00 08:00 - 17:00 08:00 - 17:00

Toaddanewi2 TFAOS LINRETAES OfA01 a! RR tNRFAESeés (KSyY

relevant times using 2hour time famat, as shown below.



RESTRICTED

In Office Profile

In office profiles are used to stipulate when a media stream is online. If a start time is not present it means the media stream is not online that day. The time format must be HH:MM based on a 24-hour clock,
meaning 07:30 represents 7:30 AM and 19:00 represents 7:00 PM

Name Afternoon Only - Not Weekends
Day From To
Monday 13:00 17:30
Tuesday 13:00 17:30
Wednesday 13:00 17:30
Thursday 13:00 17:30
Friday 13:00 17:30
Saturday
Sunday

I TAO1 al LlJe G2 !1&fé F2N ib&lSays hedvs BanihelindeblBre 2 y a 2

days that the Media Stream is not available.

Please noteBoth the start and end times must be set for a day in ordéndiude it in the profile, if
only the start or end time is provided then it will be excluded for that day, meaning it will be treated

4 a2dzidaARS 2FFAOS K2dzZNARé o0& lyeé aSRAI {GNBIYa

You can create multiplen-Office Profiles which an then be assigned to a Queue or Media Stream,
but only oneln-Office Profile can be assigned at a tinj@s outlined in the Queue and Media Stream

sections] Any dates added in thentact center Holiday section will override the ioffice profile.

An InOffice Profile cannot be deleted if it is assigned to a Queue or Media Stream. In this case the

portal will list current assignments #ocan be unassigned before being deleted

In Office Profile

In office profiles are used to stipulate when a media stream is online. If a start time is not present it means the media stream is not online that ay. The time format must be HH:MM based on a 24-hour clock
meaning 07.30 represents 7:30 AM and 19.00 represents 7:00 PM

The in-office profile cannot be deleted as is it assigned fo the below queues and/or media streams
Kakapo IndiaContact
Kakapo IndiaContact > Kakapo India Tweet

Name Test Hours

Day From To

Monday 08:00 17:00
Tuesday 08:00 17:00
Wednesday 08:00 17.00
Thursday 08:00 17:00
Friday 08:00 17.00
Saturday 08:00 17:00
Sunday 08:00 17:00

Delete Profile
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| h[ L5! | {

CreateHolidays to stipulate when theontactcenteris closed or reduced hours are used. They can be
managed through th®ashboard pagat all levels of theJnity hierarchy, includingystemProvider,

Reselleand Group

Contact Center

Any holidays created will automatically apply to all child levels, Holiday created at theSystem
Provider level will apply to all Queues for all customedslike IrOffice Profiles, Holidays do not need
to be explicitly assigned; they will automatily be used by any Media Streams under the level that it

was created at.

When a conversation is started, or when a web page is loaded, all Holidays are considered before the
In-Office profile. If there is a Holiday for the given date then th®©tince Profile will not be

considered

The list will display alolidays created at this level and above, all of which will be uselldgjia

Streamsat this level and below.

kakaposystems Contact Center Holidays

Create days when the contact center will be closed, or when reduced hours will be used. Holidays created here will override any holidays created at parent levels for the same date
Name Creation Level Inclusive Date(s) In Office Hours Recurs Annually
New Year Group 1 January Closed all day True
May Day Group The first Monday in May 13:00:00 - 16:59:59 True
25 December - 25
Christmas Day Group i Closed all day True
December
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Toaddanew2 f ARF&8X SYyGSNI I yIFYS yR | &Holidsyisjultlfod S® ¢ A C
one day e.g. a public holiday. If thieliday is over multiple days theswitch the toggleand enter the

end date.

You can set if théloliday occurs on the same date everyyeaiNJ A ¥ A G Q& RSLISYRFYy(
TheHoliday can stipulate if the Media Stream is closed forghére day or if reduced hours will be

used.As previously mentionedhese hours are not related to an-COffice Profile, they will only be

applied on the day(s) of the holiday periadd override the IrOffice Profile. However these hours

will work with the timezone of the Media Stream to ensure local timeframes are used.

Contact Center Holiday

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

Name Thanksgiving

Fixed day O Floating day
The fourth v Thursday v In November v

Recurs Annually

In-Office Hours

Closed All Day m

Start Time 13:30

End Time 15:29

If using reduced hours, make sureethnd time is one minute before the actual end time. The portal
will then add 59 seconds, for example if the end time Bthen set the end time as 15:%8 24

hour time format is required]the endtime will then be set as 15:59:59.

Please note: As mentioned, Holidays will applgltdevelsbelow the level of creationf you do not
want certain holidays to apply to all Queues then you need to creatkldhgay at the Queue level

rather than a higher levelThis also applies to Miga Streams.

'+l L[!'.L[LC¢C, 3 !'/5 {¢!¢9 al!

ACD Stat€hange

If the contact center agent is also an agent in a BroadWorks ACD queue [meaning ACD states are

availablein Unity Clienf, then the contact center can be configured to automatically change the
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F3ASydQa !'/5 adalasS ¢gKSy GKS& NBEaSNBS thé follaneng @S N& |

Unavailable ACD states could be created in BroadWorks

Agent Unavailable Codes

‘Add, modify, or remove Agent Unavailable Codes for Call Centers and Route Points.
= 1= T

Enable Agent Unavailable Codes

Defauit code on Do Not Disturb activation:

Defautt code on personal calls:

Default code on conseculive bounces

Default code on not reachable:

(7] Force use of agent unavailable codes vith default code:
Active Code[&] Description Edit
0001 Lunch Edit
0002 Training Edit
0003 In a Meeting Edit
0004 Comfort Break Edit
7001 Replying to Web Chat Edit
7002 Replying to Call Back Edit
7003 Replying o Tweet Edit
7004 Replying to Email Edit
7005 Replying to SMS Edit
[Page 10f 1]
| ] E Eoin

1= 1= T

ACD State Management coulden be configured to match thosBroadWorks ACDnavailable reason

codes, thereby providing a way for oth&gents andlupervisors to know what that user is doing based

on their ACD state. It also means that thgentg 2 Yy Qi NBOSA @GS 1 /5 OFffa TNR
center while replying to a contact center conversation, because their ACD state will be Unavailable.
Lastly it means th&roadWorks Agent Activitseport can be used to provide a more mixed view of

overallagent activity.

ACD State Management can be set at the Reseller/Group, Queue and Media Stream levels, the

bottom-most setting will take precedencd his is done through the Dashbogrdgeat each level

Contact Center

Using the above example the ACD State Manageroktite contact center would be configured to

match the BroatlVorks ACD environment as shown below

Agent Unavallable Codes

kskaposystems Availability & ACD State Management

EEEERE

EER
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The Unavailable Reason Cdiddd needs toexactly matctithe unavailable reason code in BroadWorks
ifset F GKS O2RS BraeadMoksQhen il bedighorgd Yy the Unity cliemeaningthe
1/5 aidlidS 62yQiG 0SS OKIFy3dISR®

If the ACD stateisnatnad Af | 6f S GKSy GKS ! yI @At of SthewSI a2y
business wants aAgent to be able to process caligile replying to alconversations exceptveb

Chats andCall-backs then the ACD State Management may be set as below

ACD State Change
de can also be specified, if this code doesn't exist it will

atically change the ACD state of the agent whenever a conversation is active. If the ACD state is set to Unavailable an unavailable reason cof

Media Stream Type ACD state Unavailable Reason Code
Web Chat Unavailable v

Callback Unavailable v 7002

Email Available v

Twitter Available ~

SMS Available v

BecausaVebChatisareali A YS YSRA Il (@& LIS wYS lasgnfigandslayivkein 2 N R 2
conversing to an agent] it is commamactice not to havean agent process a call anvieb Chat
conversation concurrently &tting the ACD state to Unavailaliter Web Chatswill ensure this is the

case.

If viewing the ACD State Management for an individual Media Stream then only that conversation type

will be shown

Kakapo Systems Web Chat Availability & ACD State Management

AcD

Simultaneous Conversations

Configure how many conversatie a1 Agentcan process concurrently. Enter the maximum number

of conversations for eactonversatiortype, as shown below.
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Simultaneous Conversations

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

Media Stream Type Maximum

Web Chat 1 Default value: 1
Email 2 Default value: 4
Twitter 2 Default value: 3

SMS 2 Default value: 2

If viewing the ACD State Management page at the Queue or Media Stream level then then default

value (from the parentevel) will also be providedif a value is not set then the default value will be

applied.

Please note that theontact center platform will only consider the maximum number dserved
conversations for the same typ@/eb ChatEmailetc) as the convesation for which theAgentis being
alerted. Therefore, in thabovescreenshot theAgentcanconcurrentlymanageone Web Chat and

two emailsandtwo Tweetsandtwo SMSconversationsThere is no raximumconcurrent number of

Call-backs because thé\gentis free to initiate theCall-backin their own time.

AgentAvailability Restrictions

Unity also allows you to configure whem &gent can or must not be alerted ofrew conversation.

These estrictions can work with ACD state changes to buildgentavailability profile.

For exampleperhapsthe business policy states thah Agent should be able to take a call oi\&eb

Chat, but not bothconcurrently The above ACD Stafthangesettingswill ensure that when the

Agentis replyingto &VebCK I & (G KSy ! /5 Olffa ¢2yQi 6S LINBaSyas
is UnavailableThe maximum concurrent value ensures that if igeent is in aVeb Chat conversation

then they will be adrted of newWeb Chat conversationsHowever if theAgent is on a call then the

contact center needs to know not to alert the agent of any néleb Chat conversations, Agent

AvailabilityRestrictions provide this functionality.

Agent Availability Restriction

Similarly if theAgentisk @F Af 6t S (G2 GFr1S '/5 OFffa (GKSy LISNK

conversations, the belowestrictionwill achieve this
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Agent Availability Restriction

Agent Availability &strictions can be set at the Group/Reseller, Queue and Media Stream levels, so if
theAISy (i aK2dzZ Ry Qweb®@atstbat 1&dsHHRd f& atherycSngersation types, then
this restriction should be added only faleb Chat Media Streams.

When adling restrictions for Unavailable ACD state several permutations are possible:

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 m

ACD state Unavailable v 0001
The wildcard character * can be used to
represent all unavallable reason codes

The Agent's ACD Unavailable Reason Code must
be a specific value for the Restriction to be used,
in this case 0001 "Lunch"

Agent Is Available m

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 Jorr
The Agent must be in ACD State "Unavailable" with no Unavailable Reason
ACD State Unavailable v Code for the restriction to be used, if any Unavailable Reason Code is

The wildcard character * can be used to present then the restriction will be ignored
represent all unavailable reason codes

Agent Is Available

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 m

ACD State Unavailable . The Agent must be in ACD State "Unavailable" with any Unavailable Reason Code

for the restriction to be used, including if no Unavailable Reason Code is present
The wildcard character * can be used to

represent all unavailable reason codes

Agent Is Available

TheAgent Availability Restrictidist will show all restrictions for all parent levels as well as the current
level, all of which will be considered when deciding if #gent is available for new conversations. If

there is a duplicate restriction at a higher level 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 presented to an agent. If no restrictions are present then agents are assumed to always be available. Unity will consider
restrictions that allow the conversation to the presented to the agent before considering those that don't. If no restrictions meet the current agent state then the conversation will be presented to the agent, assuming
the concurrent conversations threshold isn't breached. Please note any restrictions added at this level will override those created at higher levels

Creation Level ACD State Is Available Fer Conversations
Media Stream Call True

Queue Ccall False
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A Routing Phase is a rule that instructs ttmntact center who to alert(and in which orderjvhen a
new conversatiotis receivedhrough 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.

Rather than overflowing to other Queues [as with Broadworks AORity allows multipleRouting
Phases to be configured for a single Media Stream. When a new conversation is receiamtdoe

center will process alRouting Phases in order before classing the conversatiomasedand acting

accordingly.

RoutingPhases are managed through Media StreBashboardas shown below.

Contact Center

4* ? - -y 2=

If no phases currently exist for the Media Stream but do for other Media Streams with{&rdweor

Reselley then Routing Phases can be copied to this Media Stream rather than having to be manually

recreated, as shown below.

Bolts Sales Routing Phases

Routing phases dictate how new conversations are routed to available agents

Copy phases from Kakapo Live Streams > CallBack

To add aneviroutingPK I &S Of AO1 d&a! RR t Kl aSé¢ o
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New Phase

Phases are used to configure routing rules for a media stream when a new message is received

Name Tier 1 Agents
Entrance Message Please wail while we 00k for the best agent
.
Routing Circular v Agents will be alerted based on the order specified in the below list, use the up/down buttons to change
the order
Phase Duration (seconds) 60
Automatic Bounce Duration (seconds) 10
Include Agents From Previous Phases m
Queue Conversations For Entire Phase Duration j
Agents
Abin Joseph (extn8335@kakaposystems.com) — Charles Berry (C_Berry@kakaposystems.com)
Aliza Hassan (A_Hassan@kakaposystems com) ‘ ‘ Chris Tutt (christutt@kakaposystems.com)

All Agents (Staff Group) Jenna (jenna.wimshur systems.com)
Amanda Dawson (A_Dawson@kakaposystems.com)

Arjun Harikumar (extn8004@kakaposystems comy

Athul PS (extn8005@kakaposystems.com)

Benedict Hutton (B_Hutton@kakaposystems.com)

Bifin Jose (extn8006@kakaposysiems.com)

Dale Cassidy (D_Cassidy@kakaposystems.com)

dashboard support team (Staff Group)

Gidda (giddakid@kakaposystems.com)

Gopika G (extn8014@kakaposystems.com)

el i V (extn ystems.com)
Jenson Franklin (jenson.franklin@kakaposystems.com)
Kakapo Development Team (Staff Group)

Kakapo Support Team (Staff Group)

Enter a name and optional entrance message (web chat only) which will be displayedtivehen

conversatiorentersthat Routing PhaseThis can be used to provide feedback to the visitor.

r—
@ Production Streams

Production Streams
Please type your datails beiow to
start chatting

| nead help with an invoice
Name Tier 1 Agents

Production Streams
Please wait while we look for the
beat agent

Entrance Message Please wail whiile we look fof Ihe best agen

Arouting phase mushave arouting policy the following policies are supported:

CircularThe conversation alert will move from one user to the next, in the order specified gt
list for the Routing Phase. You can moviggentsup and down this listo change the orderlf the list

contains a Staff Group then the order specified in that Staff Group will be used.

Longest Idle afgent Unity will send the conversation request thgentsin order of who has been

idle for the longest, considering allddia Streams and Queu#sat the Agent belongs to
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Wnity will send the conversation request fagentsin order of who has

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

tInity will send the conversation request #dgentsin order of who has been

idle for the longestconsidering all Media Streams [of all types]tfaat Queue

Unitywill send the conversation request to all join@dentsat the same time, th&nity
client may then reje¢bouncethe conversation based on concurrent conversations and restrictions

etc, or the Agent may explicitly rejetite conversation alert.

Toggle this switclhf the conversatioralert should
loop back round to the firshgentafter it has finishealertingthe list ofAgentsand is still unanswered.
If thistoggleis switched offthen once it has bounced from the la&gentin the list then it willmove

to the next phase, or if this is the last phase then the conversatiomeaittated asd YA &8 8 SRé @

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

nextAgent

How longthe contact center will perform theroutingin this phase before moving on
to the next phaself this is the last phase thammce it has Epsedthe conversation will be treated as
GYAaaSReED

Maximum Routing PhasgWeb Chat: 1hr

Maximum Routing PhasgAll other Media Streams: 24hrs

Maximum Bounce Timer [all Media Stream&p Mins

Always On Queue Auto close after 30 days

All conversations that have been reserved over 30 days ago and are still open will also be automatically

closed.

How long the conversatiaalert stays unanswered with onggentbefore

it bounces to another. Thisisquired for all policies excegimultaneousouting.
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Agents
All Agents (Staff Group) Charles Berry (C_Bermy@kakaposysiems com)
Amanda Dawson (A Dawson@kakaposysiems.com) Chris Tutt (christuti@kakaposystems.com)
Dale Cassidy (D_Cassidy@kakaposystems.com) Jenna Wimshurst (jenna.wimshurst@kakaposystems.com)
dashboard support team (Staff Group)

stems.com) Rel

| (e |
kaposystems.com)

Add newAgentsto this Phase by selecting theminthe It Y R 062 E | YR Q@deatsh] Ay 3 & !
the righthand box have been added to th#ase. Pleasenote Supervisors and Supervisor Staff
Groups will also appear in th&gent list, because Supervisors can also act as an agent for a Media

Stream.

Once you have configured your desirBouting Phases they will be listed with their name, routing

type and lmunce duration. Eackhase will be given a number based on the order created, and phase

1 will always be the first phase to be processed. You can reorddted S& o6& dzaAy3a GKS
YR aa2@S 52¢yé¢ odzildz2ya Ay GKS fAa0GX & aK2gy oS

R & D Routing Phases

Routing phases dictate how new conversations are routed to available agents

B Use Departments to route conversations and callbacks
Phase Name Routing Duration
1 Tier 1 Agents Circular 01:00
2 All Agents Simultaneous 02:00
All Supervisors & Agents Simultaneous 02:00
LT | O2yJSNEFGA2Y & A Routing Pasas RiithisdvBdiayStrdan BadedeeB R | F (

O02YLX SGSR (KSy GKS Odzaiéi2YSN) gAtt NBOSAGS GKS R
aSaal3dS¢é o02E HKAOK Kl a 0SSy i®sgidhirBydenBl Rddresges i KS a
ALISOAFTASR (2 NBOSAOS aYraaSRé 2 NadammeditsecioBRé y 2

3] will also be alerted.
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Routing by Department\(eb Chat& CallbaclOnly)

Give customers the option to choose whichpartment they wish tochat(i2 o6& GAO1 Ay 3 GF
Departments to route conversations a@llbacks 62 E Ay GKS w2dziAy3 t Kl a8a

Kakapo Chat Routing Phases

Routing phases dictate how new conversations are routed to available agents

Use Departments to route conversations and callbacks |

In this caseKS abl YSé¢ FASER Ay GKS w2dziAy3a tKFaS 06S02

presented to thecustomers in the drofglown list.

R & D Routing Phases

Routing phases dictate how new conversations are routed 1o available agents

Use Departments to route conversations and callbacks

Department & Phase Routing Duration
‘ ‘ Engineering > 1 Circular 01:00
‘ ‘ Engineering > 2 Simultaneous 01:00
‘ ‘ Sales > 1 Simultaneous 02:00
‘ ‘ Sales >2 Simultaneous 02:00
‘ ‘ Sales >3 simultaneous 01:00

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

the order of those phases.

These departments are shown in thideb Chat or Call-back widget as shown below. [If departments

are specifiedthen this is a mandatory field when starting a conversation or requesting-bazil

ﬁ Production Streams

Your name: *
Email:
Phone number: *

Department: *

Select v

Select

Sales




RESTRICTED

In the Unity client the Agentwill be presented with theCallbackrequestMWeb Chatalong with the

department name in the Activity Window, as shown below.

Activity From To Duration Status
Callback Natalie Website (Kakapo Systems Callback) > Sales | 00:32 Unreserved

If you have configured departments in the Routing Phases but you no longer want to use Departments
G2 NRdziS O2y@SNREIF(GA2yar aAiAvYLX e dzydaiOjCaloakkk a! a$s

box.

You may get the below error message:
G¢CKSNBE IINB NRdAziAy3d LKIFIasSa GKIFIG O2yidlAy GKS al YS
aSRAlI {UNBIY Oly 06S O2yFAIdz2NBR y204 (G2 dzaS RSL

To correct this you will need to delete afouting Phases wita duplicated phase numbelf-or

SEFYLX S AGQ&a vy SalestIGmMiFgidedrdR] a$ thesKdredhSthet asphaseone.

Once these phases are deleted uncheck the toggle again.

t woO{ @Ib/{®5 {/wLt¢LbD

PresenceBased Scriptingses a combination of the timeone, IROffice Profile and Visibility settings
for different Media Streams talynamically change which Media Streahould beshown at any one

time, allowingyou to add multiple Media Streams to om&b page using just ondTMLscript block.

Here is an example:

1 ShowWeb ChatA within office hoursvhenone or moreAgent arejoined

1 ShowWeb ChaBwithin office hourswhenno Agensare joined

1 Show Caltbackoutside of office hours
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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 Centewill display the Media Streams according to theioffice profile and visibility.
Therefore,the visibility of all selected Media Strearmsthe presenceébased scripting listnust not

clash.

<

LT @&2dz aStS0O0G g2 as$ I {GNBlYay aSRAIF {GNBFY !
{ONBlIY . Aa aSi G2 daakgenih aR d2NPAYWS RET FIAKEES/ KiZKASNEL 2 aNK]

with an error, similar to the one below.

Pr ion Streams Pri Based Scripting

Web chat and callback media streams can be managed as a single entity in a webpage, so that the comect web chat or callback client is dynamically displayed based on in-office profile and/or agent availability

Media streams ‘Callback' and ‘Sales' cannot both be included as they share the same visibility setting and use in-office profiles with overlapping hours, meaning they could both be shown at the same time

Include Name Type In-Office Profile Visibility
Callback Callback Standard Hours Only show during office hours when an agent is not joined
Sales ‘Web Chat Standard Hours Only show during office hours

The portal will ensure that only one Media Stream can be shown at any one time, only Media Streams
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Pr ion Streams Pr Based Scripting

Web chat and callback media streams can be managed as a single entity in a webpage. so that the correct web chat or callback client is dynamically displayed based on in-office profile and/or agent availability

Media streams ‘Callback’ and ‘Sales' cannot both be included because one is set 1o always show

Include Name Type In-Office Profile Visibility
Callback Callback Standard Hours Only show during office hours when an agent is not joined
sales Web Chat Standard Hours Always show

To configure RrsenceBased Scripting go to the Media Stredistand click PreseneBased Scripting
You can also quickly change the Visibility setting for Media Streams using the list, rather than having

to click into the Media Stream profile.
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You will then be able to select the desired Media Streams that you wainictode As previously

mentioned aly Web Chat andCall-back Media Streamare availabldor PresenceBased<cripting.

Once the Media Streams have been selected you caniitd6tSY o0& Of AO1Ay3a a{l @S
a¢Said {GNBFY&asd

The portal will then show you how thveidgetwill behave and provide you with tHeTML script block

that you need to copy and paste into the webpage where you wanwidgefs] to be displayed

Please note that thiBITMLscript block will not change even if the Media Streamsracodlified, or if
Media Streams are added or removed frénesenceBased<ripting. Thereforeit is recommenakd
that PresenceBased<cripting is used even if there is ordysingleMedia Streamin order to make it

easier to add additional streamgthout having to changéhe HTML script block all web pages



