UNITY CONTACT CENTER HELP GUIDE - SUPERVISOR
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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.
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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.

2.1 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.

r Bl
(1) Services & Settings ﬂ
Services| Settings |

[=- Appearance » || Spedfy how to be notified of incoming contact center conversations. When browsing to a

L Skin URL, use the [Mumber], [Email], and [LoginID] placeholders which Unity will then replace with
Contact Search || the conversation details.

- 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
i Qutlook Integration [Tl pop Unity

£)- Brawser Integration auto-hide Unity when conversation alert ends
i -CRM
- Click To Dial pop summary notification

~ Desktop Integration display notification for conversation alert duration
- Call Motification
M 2 for |10 = seconds
§ Conversations F

- Quick Keys ‘When conversation notification clicked
i Key Combinations pap 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:

Activity: WebChat
To: Bolts Sales (Sales Chat)

From: Chris
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2.2  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.

2.2.1 When 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.

2.2.2 Transferring & 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.

=Wa

Steve Wardle

Jenson Franklin
Amanda Dawson
B Aliza Hassan
|E} Benedict Huttan
) Dale Cassidy

V'

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

3.1 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.

O Conversation: Kakapo Systems > Website Chat (Sales) - 00:10 - O X
Reject | Reserve
Natalie
aines@kakaposystems.com Natalie
0120233366 Hey
Sales

Google Chrome on Windows Website Chat

We're locking for an agent now, we won't be long

IP- 91151 11 98 -

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
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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
I WebChat Natalie Kakapo Systems > Website Chat (Sales) 10:47 (00:36) Reserved (1 new message)

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.

) Conversation: Kakapo Systems > Website Chat (Sales) - 00:10 - O X
Rezjeot Resarve
Natalie
aines@kakaposystems.com Natalie
0120233366 Hey

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

Google Chrome on Windows
IP: 91.151.11.98

https /iwww kakaposystems.com/

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.

8|Page



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

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 | Canned Replies | Resources

Search |
For data protection purposes, could you please confirm your name, date of birt... Data Protection ~
Ifthere's anything else | can help you with, just et me know. Have a good day! Goodbye
Hi there, thanks for getting in touch. How can | help you? Greeting
Hi how can | help? Hello
Hithere! How can we help today? Hithere! 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. thanks f... b

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 helpgouaitbs
Add attachment

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 RESO'-IF'ZESI

Search

i)

Y

ihttp:/www.kakaposystems.comires... Kakapo resources

hitp:/iwww.kakaposystems.comiwp-... Contact center datasheet
Unity-Browse-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)

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

00

Transfer Clase

Unity Connect AP| Overview.pdf
TLS Compatibility Overview pdf
Extracting Logs in Unity Dashboard.pdf

attach

BroadWorks Protocol 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

L

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

3.3.1 History

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 _ O »

X-X:!

Transfer  Chsz dd
attachment
Natalie
aines@kakaposystems.com Natalie
0120233366 Hi

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

Google Chrome on Windows
IP:91.151.11.98

hitps:fwww kakaposystems com/events/

- Hi and thanks for contacting us
History <

B WebChat (Closed) How can | help you?
Kakapo Systems > Website Chat

19 March 2019 12:48

Natalie

 WebChat (Closed) I need to add web chat to my

Kakapo Systems = Website Chat company's website, can you help o
me with this?

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 Lo EgSrnaeRemwe @

3.3.2 CRM 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.

11| Page



() 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
-| WebChat Natalie (Salesforce Lead) Kakann Quetame > Waheita Chat (Sales)
W Tweet Natalie . Close conversation account

Show CRM contact

E. Add CRM chat log entry

4.1  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 To Duration Status
K.l Callback Natalie (Salesforce Lead) Kakapo Live Streams —
Call number
‘ Copy number |

Close callback

Show CRM contact

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.
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(D Callback: Kakapo Live Streams » CallBack - 00:05

O

Rejsct Resenve View in
CRM
Natalie (Salesforce Lead) Callback requested by Natalie
079764938

| havent received my refund yet

4.1.1 Reason 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.

@ Callback requested by Natalie 13 August 2020 16:16

| haven't received my refund yet

4.1.2 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.

Add Note ®|®

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

4.1.3 Schedule Callback

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

0060

Schedule Closs View in Add CRM
callback CRM log entry

[ Fri 14 Aug @] 1130 v

> Cancel v OK

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.

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

4.1.4 Close 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.

Activity From To Duration Status

W | Callback [Natahe ______________________|Kakapo Systems > Websile Callback

Call number

% Close callback

5.1  Managing Email

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

Activity From To Duration Status
|'!' Email Jenna (Salesforce Contact) Kakapo Live Streams 00:04 Unreserved |

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
by [ Email | Jenna alesforce Co a0o Live Strea 00:55
Reserve conversation

Reject conversation

Show CRM contact
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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. You can also block email

addresses if the option is activated at the queue level

Car Shop Sales Media > Car Shop Sales Email - 00:07

OOOG@ @06

Transfer Close Aad Send email Block emal  Conversation Reples  Resources
suachment

B /UF XODOBE=Z=AQPEE=EHOOCAA

Subject New Car

From: Peter Donnely [peter.donnely673@gmail.com]
Sent: 28 March 2023 16:28

To: Car Shop Sales Email [kakaposystems@gmail.com]
Subject: New Car

Hi, can | have a new car brochure please?

Kind regards,
Peter

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.

COC0OOG @006

Transfer Close Add Send email Block email Conversation Replies Resources
attachment
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https://www.kakaposystems.com/files/Email-Blacklisted-Attachments.pdf

6.1 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

,I Natalie Kakapo Systems > Twitter Demo Account

AN sz.an

e foe sl LS (2 nEW)
Reserve conversation

To reserve a Twitter conversation right click it and select Reserve.

@ Conversation: Kakapeo Systems > Twitter Demo Account - 02:33 - [m] X

00O

Transfar Close Direct Add
Message sttachment

g Natalie [ ;
@Main
@ContactUnity Hello!

11:40 - 19 March 2019

g Natalie [ ;
@Main
@ContactUnity | need help please!

11:49 - 19 March 2019

Conversation Resources

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

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: Kakapo Live 5t

=0

CRM k

. Steve Wardle

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

© Q0

Transfer Close Add
sttach

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.

/.1 Managing SMS

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

and Callbacks are.
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Activity: SMS5
To: Ross and Zara Fashion

From: Matalie (Salesforce Lead)

11:14
2020-08-05 EE

A dia Ym gz ) ENG

Activity 1 From To Duration Status
SMS Natalie (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.

Activity From To
SMS Natalie (Salesforce Lead) ‘ = — = ;hion

Reserve conversation

Reject conversation

Show CRM contact

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.

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

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:

() Conversation: Ross and Zara Fashion - 35:06 - m] X

©CC600

Transfer View n Add CRM
CRM log entry a-xmen

Natalie (Salesforce Lead) Hi R and Z Fashion, | need to return an item but | haven't got the invoice slip. Can you send me one please?
079764938 g

Thanks for texting Ross Zara Fashion Online Sales, we will get back to you shortly

History

D SMS (Closed)
Ross and Zara Fashion > Online Sales SMS

05August 2020 11:13

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.

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.

'III' Conversation: Ross and Zara Fashion - 35:06

CCeoo

Transfar Close View in Add CRM
CRM log entry u11.={|'rnar1
Matalie (Salesforce Lead)
079764938
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7.1.1 Delivered/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®

1:16

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

within your text-only bundle.
()

To attach a document or image just click the attach icon 7 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 API 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
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7.1.3 Ending 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

7.1.4 Blocking an SMS Phone Number
Supervisors and Agents are able to block the SMS phone number if the option to block is

allowed by the portal Admin user when creating the queue.

This option will only show once the setting is activated at the queue level.

006000

Transfer Close View in Add CRM Block
CRM log entry anacrmert number

8.1 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.

22| 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)

9.1 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

10 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.

10.1 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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10.2 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.

11 AGENT FUNCTIONALITY

11.1 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

Leave all my contact centers:

.- Abandoned Calls
=l Comm Pilot Express when Unity is closing
-~ Avaible: Tn Office when the computer is locked
Available: Out Of Office
i Busy

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

11.2 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

12 SUPERVISOR FUNCTIONALITY

12.1 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.
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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}

12.2 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

12.3 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

12.4 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

13.1 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

Name

L] | 2mand: Pouu—

Athul PS
li‘ Leave Queue

~ (® Queues

Status

Chris T
& Jenson Sign In
€& LucyDi Available
. Steve WIST™ |jnavailable v |[~] comfortBreak
Wrap-Up In a Meeting
Sign-Out Lunch
{_  Call 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  Voicemail

MName

Name

O T ——
N queue
Chris Tutt

. Jenna Wimsh .

Kakapo Live Streams

Agent Activity

Status

Leave queue

Jenson Frankli 1 Call extension
Steve Tutt

Steve Wardle

13.1

1

[ Instant message

Agent 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 | Settings

1y

= Incoming Calls

- Anonymous Call Rejection
- Call Forward Always

- Call Forward Busy

- Call Forward Mo Answer

Contact Center
- Agent

- ACD State
- Supervisor
=1 Statist
reshold Alerts
- Reporting

-~ Comm Pilot Express

- Available: In Office
- Available: Out Of Office

- Flexible Seating Guest
- Hoteling Guest

~ || Specify which columns should be displayed in the personal walboard. Threshold values can

also be set for many columns

Agent Type

ACD 5tate

ACD Duration
Total Calls

Missed Calls

Total Talk Time
Total Staffed Time

Agent Columns Contact Center Columns IAgent Activity |

iWeb Chats Answered

U

» 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
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