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Overview: 8x8 Contact Center for agents

The 8x8 Contact Center 8x8 Agent Console enables agents to use a graphical user interface (GUI) to manage customer
interactions across all channels. 8x8 Agent Console is easy to use and requires no special software or hardware to run.
It is 100% cloud-based and accessible from anywhere and anytime as long as you have a computer and internet access.
With 8x8 Agent Console, agents can have quick access to FAQs, use the Local CRM or their familiar External CRM,
and see and chat with other agents for coaching and help. 8x8 Contact Center administrators can take advantage of the
permission-based application by allowing agents to access certain functions until they are up-to-speed and ready to take
advantage of the full capabilities.

If you are an agent, your contact center supervisor provides you with the information you need to access your 8x8 Agent
Console account, your contact center policies, and guidelines to use that account. For details about our latest 8x8
Contact Center features, see What's New for Agents.

For details on how to start using this guide, see our content on Get Started and Tour Your Interface.

Audience

This guide is intended for:
m The 8x8 Contact Center general users.
m The 8x8 Contact Center users with Unified Login.

= The 8x8 Contact Center users with Unified Login and 8x8 Work.

System requirements

Each agent workstation requires a phone and a computer with Internet address:
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m A dedicated physical phone or a softphone, such as Bria, that is available exclusively for handling 8x8 Contact
Center phone interactions during working hours. See Change Your Workplace Number for details.

= A computer equipped with one of the following fully supported browsers for 8x8 Contact Center:
o Google Chrome (latest version)
o Mozilla Firefox (latest version)
o Microsoft Edge (Chromium)
We do our best to support the following browsers for 8x8 Contact Center:
o Microsoft Internet Explorer 11 (latest version)
o Apple Safari (latest version)

You can test your current browser's security standard compatibility. For information about agent workstation technical
requirements, see your contact center supervisor, or refer to the Technical Requirements document for Agents.

¥ Known Issue: If you use Internet Explorer to run 8x8 Contact Center applications, you may encounter
:f high memory usage. To resolve this issue, clear your browser cookies and cache, activate the setting to§
' clear history, clear history on exit, and reboot. ;
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£, Note: To maintain uninterrupted access, update your web browsers or SSL libraries to the latest
E:ﬁ available versions. Attempts to access 8x8 web portals on a computer without a TLS 1.2+ compliant
: browser or SSL library prevents you from configuring your services.

. Note: For APIs customization in the 8x8 Contact Center, check with your system administrators or

E developers to ensure that the system (SSL) libraries are updated to support TLS 1.2 or better. Affected
L X f products may include (but are not limited to) older distributions of Linux-based operating systems (using
old versions of OpenSSL) or Java Runtime Environments (JRE) older than 1.8. '

Localization support

m 8x8 Agent Console is supported in English, European French, and German.

m Customer Experience is supported in English and Canadian French.
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What's new in the 8x8 Contact Center 9.13 release for
agents?

We have introduced the following new enhancements to improve the productivity of agents in this new release of 8x8
Contact Center. For details on the entire list of features, see our 8x8 Contact Center Release Notes.

Enhancing outgoing email settings for channels and agents via SMTP

As an 8x8 Contact Center agent, when you email customers via email channel, you want to ensure that customers
receive the emails without being blocked by your outbound email servers, or the spam filters of the customer's email
servers.

To ensure the delivery of emails sent by agents, 8x8 Contact Center now supports an enhanced configuration for
outbound mailing systems, only available for custom SMTP servers. This enhancement allows specific configuration for
each and every channel or agent, so that emails actually get signed and sent using the individual accounts. When
sending out emails, the “From” section in the email header must match the actual address used for sending out that
email, which implies using correct accounts and credentials, and the actual sender. When an agent sends an email via a
channel, it uses the channel address. When an agent sends an email via their own address, it uses the agent's
individual email address.

Prior to this release, emails were sent from a unique address and user account configured on the SMTP server. The
email address on the email header did not match the email address used to send the email, causing emails to be
blocked by spam filters.

For details, see our content for agents on how to configure workplace email.
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8x8

Release 9.12

We have introduced the following new enhancements to improve the productivity of agents in this new release of 8x8
Contact Center.

About 8x8 Auto Dialer

8x8 Contact Center now introduces 8x8 Auto Dialer in progressive and predictive dialing modes to better manage
outbound telephone-based campaigns to meet your business needs. Connect with prospects and customers more
effectively, and boost conversion rates as well as customer satisfaction. The progressive and predictive dialing modes
call numbers automatically from campaign calling lists, screen for busy signals, voicemail, no-answers, and
disconnected numbers, connecting agents to only live-answered calls.

Learn more about how to process campaign calls.

Enhanced performance of broadcasting

In 8x8 Contact Center, we have enhanced the performance of broadcasting messages. Supervisors who broadcast
messages to agents periodically, specifically the ones supervising many agent groups, can now benefit from the
improved performance when logging into the Agent Console or sending broadcast messages. Besides the
performance, broadcast notices older than seven days are discarded and not shown to agents or supervisors. The
system only broadcasts newer and relevant notifications. For details about notification messages, see how to view
notification messages.

Use Cases

Let’s say supervisors create and assign various queues to each of their campaigns. Each queue receives a few
messages a day. High number of messages can result in slower performance of the system. The system removes the
old messages automatically and that helps improve the performance.

Or, let’s say the agent comes back from vacation and has received many broadcast messages that are from a couple of
weeks ago. The agent does not need to go through the old messages one by one. By automatically removing the
outdated messages from the system, the need for any manual effort by agents or supervisors is eliminated and the
performance improves significantly.

To view a broadcasted message, in the 8x8 Agent Console, select the Notices tab, then click to view notices. You can
view the unread notices on this page. The Old Notices section retains your previously-viewed notices until you log out of
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8x8 Agent Console.

What's new in the 8x8 Contact Center 9.13 release for agents?
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Improved status update of queues and agents

In 8x8 Contact Center, we have improved the status update of queues and agents to support the heavy workloads of

8x8 Contact Center dialer. With frequent handling of outbound calls, the status of queues and presence of agents

change frequently. The changes to the agents’ presence are aggregated and consistently updated to 8x8 Agent

Console.

With improved performance, the list of agents and queues are reliably refreshed every five seconds. The agents’

presence status is updated even during a system interruption. For example, when there is a power outage, the backup

mechanism keeps the agents’ status updated and therefore, the list of agents and their statuses can still be retrieved.

This improvement maintains a reliable status update at all times helping agents make an educated decision as to

whether to transfer the interaction to an agent or not. To view the status of queues and agents, log in to 8x8 Agent

Console and click to see All in the Queue Directory and Agent Directory in the Status tab. For details, see how to check

queue and agent status.
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Better customer-agent chat management during service disruptions

In 8x8 Contact Center8x8 Agent Console, customer-to-agent chat interactions are now better handled during service

disruptions.

In case a customer abandons their chat with the agent, the interaction remains in the customer list waiting for the
agent's review. When the agent is reconnected to 8x8 Contact Center, both the active interactions and the ones which
were abandoned by the customer are updated with the correct status. The interactions remain in the customer list until

the agent acknowledges them and is ready to move on.

In the previous behavior the abandoned interactions ended before the agent had a chance to review. The new
improvement keeps the agent in sync with 8x8 Contact Center and prevents ghost interactions that remain with the
agent. When the agent clicks on the interaction in the list, a message notifies them that the session has ended. The
message is also saved in the transcript for the supervisor's review later. For details, see our content on how to manage
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customer-agent chats during service disruptions.
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In the following use cases, the agent has multiple concurrent chat interactions. Whether there has been a connection
issue or the customer has simply abandoned the chat interaction, the agent can see the last few customer interactions
in the list. To avoid ghost interactions, click on each customer to see the status of their interaction. A message shows
the chat session has ended. Safely end the chat and go through the post-processing.

Supported Expert Connect for multiple regions

8x8 Contact Center now supports Expert Connect for multiple regions. It allows agents to use the Directory tab to reach
their colleagues and other 8x8 Work users within their entire multi-region organization. Prior to this release, Expert
Connect was bound to a single customer’s region such as US or Canada. Cross-regional chat between agents and other
8x8 Work users or Expert Connect was not available. To connect to other agents or 8x8 Work users across multiple
regions, click the chat or phone button on the Directory tab. For details, see our document regarding Expert Connect
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and how you can send and receive messages with 8x8 Expert Connect.

What's new in the 8x8 Contact Center 9.13 release for agents?

B @ & ooy

Directory

Limitation

= The new improvement only applies to X Series customers who have access to both 8x8 Contact Center and 8x8

Work. Agents must have access to the Directory tab or Expert Connect in 8x8 Agent Console in order to connect

with other regions.

= Multi-region chat with Expert Connect requires a one-time migration effort for bringing all the users under the same

organization. Contact your 8x8 Account Manager or Professional Services to learn more.

m The customer-to-agent and agent-to-agent chat from the Agent Status list only applies to a single tenant or region.

B B & ooy

Directory

See our content on all Previous releases.

Version 9.13



Previous releases for agents

8x8

Previous releases for agents

You can find 8x8 Contact Center previous releases here:

= Controlling call recording on third-party transfers: 8x8 Contact Center administrators can choose to stop call
recording on the third-party transfers when the last contact center agent leaves the call. Let's say the contact center
agent transfers the call to a customer or a third-party caller who is outside the contact center, via a warm or cold
transfer. Or, the agent decides to drop out of a conference call as the last contact center agent. Using this feature,
stops the call recording to avoid sensitive information to be recorded. Calls to 8x8 Work extensions are also
considered third-party calls and therefore affected by this rule. For details about call recording, see our content in
record phone interactions.

m Introducing Contact Center SMS: In this release, 8x8 8x8 Contact Center introduces communication via SMS
inbound channels. SMS has become a popular channel of communication in customer service. Let’s say customers
of a car insurance company want to check their claim status or send related inquiries, they can simply send SMS
messages to an SMS number published by the insurance company. These messages are routed via SMS channels
and chat queues to agents, and offered to them as chat interactions for responses. As 8x8 Contact Center agents,
you can look up customer records if the message is from an existing customer. Look up outstanding cases and
history of interactions to handle the conversation effectively. Learn more about SMS interactions and how to
process SMS interactions via chat queues.

= Introducing Agent whisper for phone queues: In this release, 8x8 Contact Center agents can now hear an
audio message (whisper) about the context of the call they have dialed or received via a queue. Agent whisper is an
audio file that can be uploaded and assigned by the tenant administrator to an inbound or outbound queue. Agent
whisper informs the agent, upon connection, about the connected call. Let’s say John serves support calls as well
as sales calls. Upon receiving calls, the system plays a brief message stating if it is a sales or a support call. Agent
whisper plays an uninterrupted prompt for the agents. The whisper can be talked over by both parties. It can be
implemented for both inbound and outbound calls such as campaign calls. For details, see our content about Agent
whisper for phone queues.

= Transfer chat interactions with contextual information: As an 8x8 Contact Center agent interacting with
customers via chat, when you know who your customers are, what they’re looking for, and what they’ve already
shared with another agent, you can serve them better and faster. Contextual information informs agents facilitating
more productive conversations while handling customer issues. 8x8 Contact Center introduces the ability to hand
off the conversation with interaction details when transferring a live chat.
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Let’s say a contact center agent interacting with a customer via chat, has to transfer the customer to another
department. Transfer the live chat interaction to another queue. Upon transfer, the agent receiving the transferred
chat interaction can view the customer details gathered via the pre-chat form, name of the agent transferring the
interaction, and the chat transcript from the conversation. With all this information, the second agent quickly
reviews the customer information as well the context of the conversation, processes the chat interaction more
effectively. At the termination of the chat, the chat log includes the original transaction ID along with the chat
transcript. The chat log created with the first agent indicates the chat was transferred.

The transfer of information is supported throughout the customer journey, in a chain interaction where a chat
interaction is transferred to and processed by multiple agents. Every agent receives the information until that point.

Learn more about receiving contextual information with transferred chats along with a use case and the benefits.

Announcing end of life for Support Center functionality: In this release, 8x8 Contact Center is retiring the
Support Center functionality. Support Center previously offered communication channels and information services
for your customers to reach your contact center agents and get help. We offered direct URLSs to the default or
custom Support Center which could be embedded in your company website.

In this release, access to Support Center functionality is not provided through Support Center, but through new
tools and interfaces as seen below:

Feature Description Access
FAQ FAQ was a repository of frequently- | Administrators must use the CRM API to add, modify, get,
asked questions and answers for delete, and list FAQs. For details, see our CRM API

customers which was accessed via a | documentation.
user interface.

Collaborate | Collaborate was a mechanism for The control functionality is no longer available, however,
agents to remotely access and the remote access and user guidance functionality is
control a customer's computer. replaced by the improved Co-browsing feature to offer

remote customer access.

Chat In the Support Center, chat provided a | We now offer chat, SMS, and social media channels with
user interface for customers to better chat workflow and design. For details about chat,
initiate a chat with live contact center | see our documents for the Embedded Chat Channels. To
agents. take advantage of social media to service customers, such

as Facebook and Twitter, see our guide about Social
Media Integration.

Email The Email functionality in the Support | Customers can now publish the email addresses for
Center offered a user interface for support, as configured in the email channels on


https://support.8x8.com/@api/deki/files/2718/Virtual_Contact_Center_CRM_API_User_Guide.pdf?revision=3
https://support.8x8.com/@api/deki/files/2718/Virtual_Contact_Center_CRM_API_User_Guide.pdf?revision=3

Previous releases for agents

8x8

Feature Description Access

customers to send emails to agents. | Configuration Manager. Or, implement their own email
submission forms on their websites and forward them to
the inbound email server as configured for 8x8 Contact
Center. For details, see how to set up email channels.

My My Account was a portal for We are no longer offering My Account, by default, for Local
Account customers to submit information CRM. However, for more advanced implementations we
requests or open cases and receive | offer the CRM API which can be used by Contact Centers
responses to requests. Customers to implement their own portal similar to My Account. For
could check the status of their cases, | details, see our CRM APl documentation.
or close their cases using this portal.

= Introducing 8x8 Secure Pay: 8x8 Contact Center now offers customers a secure integration to support the
processing of bank card information via our partner PCI Pal. 8x8 Secure Pay enables an agent and customer to
stay in contact on a call while masking the card input from the customer's handset so that the sensitive card data
stays secure and out of the scope of contact center. The service can be integrated with a CRM, Enterprise
Resource Planning (ERP), or a billing system and the corresponding payment gateway to process the payment.
The service can also feed information about the payment back to the originating system.

This new integration offers agents a secure payment page for processing customer transactions. The secure
payment page can be configured to include pre-populated data or data that the agent adds manually. When this
page is opened, the customer audio is rerouted via PCI Pal, which allows them to mask the keypad input both
visually and audibly.

The agent hears the conversation and controls the card input, but only hears a single-tone DTMF and sees starred
out digits for the card number, date, and Card Verification Value (CVV). In the event of erroneous data input by
customers, agents can reset the relevant data field in the payment page, allow customers to fix the input, and
facilitate a successful transaction. For details on when an agent can use this feature, see how to manage card
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payment via 8x8 SecurePay.
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= Introducing the Answer Machine Detection (AMD) Service: In 8x8 Contact Center when the dialer is used in
its aggressive mode, it can call more numbers than available agents, to maximize agent efficiency. We have now
introduced a service that detects calls answered by a machine, instead of people and filter them from being offered
to the available agents. This saves agents time and improves their efficiency while processing campaign calls. The
calls answered by machine are automatically resolved before being routed to available agents. For details, see our
content on how to improve campaign call handling via answer machine detection service.

? Note: The AMD service is not applicable to the outbound calls placed by an agent, but the calls
- routed via campaigns.
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Edit Task

Status  Due Date Last Modified Date  Transaction Code

Closed  25/07/201911:3.. 25/07/2019 11:36.... System Codes: Mobile number blocked

acion ) Closed  25/07/2019113.. 25/07/2019 11:36... System Codes: DNC blocked
e 24/07/201916:2..  24/07/2019 16:25... System Codes: C: e
Closed  24/07/2019 160 2019 16:08... Systs es: t

Closed  15/07/2019152.. 15/07/2019 15:21... | System Codes: Answer machine detected

m Ability to Detect TCPA-Listed Phone Numbers via Carrier Call Blocking (CCB): 8x8 Contact Center is
now able to detect TCPA-listed phone numbers via Carrier Call Blocking (CCB) service. This feature is available for
US customers only. The Telephone Consumer Protection Act (TCPA) designed to safeguard consumer privacy
restricts telemarketing communications via calls, SMS texts, and fax. To comply with TCPA, we have introduced
Carrier Call Blocking (CCB) service for campaign calls which will then checks whether or not the phone number is
listed on a Do Not Call (DNC) or mobile block list. If listed, the call is terminated by the carrier and an appropriate
Session Initiation Protocol (SIP) code response is sent back to the interaction router. The call is then handled by
Auto TCL and assigned an appropriate transaction code such as "Answer machine detected" for a prompt call wrap
up. For details, see our content on how your campaign call handling is improved by TCPA-list ed and CCB

service.

= Improved Call Handling via Phone Connection Mode and Auto Answer: 8x8 Contact Center has improved
the existing call handling capability via two features: Phone Connection Mode and Auto Answer:

o Phone Connection Mode: Agents set up their voice connection before they start working on calls and remain
connected throughout their working day. It allows them to respond to incoming and outbound phone calls with
a simple click on the user interface improving their call handling efficiency. If allowed by administrators, agents
can choose On Demand or Persistent Phone Connection Modes. There is no audio indication with the Phone
Connection Mode. For details, see our content on Phone Connection Mode.

=—_ Note: The Off-hook connection mode that was first introduced in 9.8 has been renamed to
;?ﬂ Persistent Connection Mode. There is no change to the functionality, but just the terminology.
: For details, see our content on how to enable Persistent Connection Mode.
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o Auto Answer: To further enhance the call handling efficiency of agents, we have now introduced Auto
Answer. With this new feature, every phone interaction that is offered to an agent is automatically connected
eliminating the need to accept it manually. This new configurable option enhances agents efficiency by quickly
connecting the calls and reducing the number of clicks an agent has to make. Auto Answer also helps prevent
agents from rejecting or missing calls on their workplace phone. When in Auto Answer mode, agents receive
an audio prompt to alert them of a call as it connects. Auto Answer is paired with Workplace Setting
Validation and is configurable at the tenant level. To enable Auto Answer, you must also enable workplace
setting validation. For details, see our content on how to connect calls to agents automatically.

Robin (Robin)

@ Customer Call Offered 0m:04s
[ Answer cﬁ_| [ Rejectcat |
™

“J | &‘

button is visible in
manual answer

A" indicates the
auto answer mode.
The Answer Call
buttan is not visible
in this mode.

Note: Auto Answer is currently on limited availability. Contact 8x8 Support for more help.

= Introduced Workplace Setting Validation: WWhen changing workplace setting (Workplace Phone and

Version 9.13

Workplace SIP URI), agents must validate their changes to be able to handle the calls. When they click to
validate the change, it triggers a phone call to the updated phone number. A PIN code is then communicated to
the agent. The agent must enter the PIN code to validate the changes and continue. If they are unable to confirm
the PIN, they must exit and revert to their last validated setting. The workplace setting validation is offered as a
mandatory security feature with Auto Answer, or it can be deployed as a stand-alone feature. For details, see our
content on Workplace setting validation.
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= Ability to Automatically Assign Transaction Code (Auto-TCL): 8x8 Contact Center automatically assigns

Version 9.13

transaction codes to the campaign calls when the destination party is not available to answer the call, or the call
cannot be completed, for reasons such as busy tone or dead line. Automatic transaction codes are also applied to
campaign calls answered by a machine. Auto-TCL works with Answering Machine Detection (AMD) service to
identify such calls and automatically disposition them. It then moves onto the next call with minimal agent
disruption. This feature allows agents to be more efficient with their time. Auto-TCL feature must be provisioned
for the tenant and enabled by the administrators. For details, see our content about automatic assignment of
transaction codes to campaigns.

Note: Auto-TCL supports campaign calls only.

Allow Agents to Skip Campaign Calls While on Auto Answer: 8x8 Contact Center is now offering agents
the option to skip the campaign calls. For details, see our content on how to skip a campaign call.

Relocated Interaction Transfer Button: Transfer interaction button is now available in the context menu when
selecting an element in the Agents or Queues lists. The option is available for blind call transfer to an agent or
queue, chat transfer to a queue, or email transfer to a queue. Prior to this release, the transfer button was located
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separately at the bottom of the Control Panel. For details, see our content on transferring phone interactions to
another agent, transferring chat interactions to different queues, and transferring email interactions to different
queues.

= Enhanced Chat Editor and FAQs: We have enhanced our Chat editor and FAQ functionalities in 8x8 Contact
Center chat channel. The chat editor in 8x8 Agent Console allows you to insert rich media FAQs directly into the
messages and share with customers during an interaction. Alternatively, you can insert them as a link to
HTML content. The chat editor supports regular text formatting, images, and links.

Toinsert an FAQ response during a live chat, go to Help > FAQ from the Control Panel menu, search for
relevant information, insert the rich media FAQ, and click Send in the live chat. For details, see our content on
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? Note: Tables and more complex HTML elements or contents are not supported by the editor and
| will always be inserted into the chat as a link to the HTML content.

= Enhanced Expert Connect: With 8x8 Expert Connect (for users of Unified Login and 8x8 Work), organizations
with both 8x8 8x8 Work and 8x8 Contact Center products can break down the barriers between agents and
experts to increase first contact resolution. In this release, we are introducing the ability for experts to initiate
chats with agents via the 8x8 Work messaging. Prior to this release, only agents could initiate chats with experts.

We have enhanced the capability of expert connect. Experts of the same organization as agents, can now initiate
chat conversations with agents, using 8x8 Work for Desktop or 8x8 Work for Mobile. Experts can check the
agent's presence (online or offline status) via the 8x8 Work app. For details, see our content on how to connect
agents to experts with 8x8 Expert Connect.

Release 9.8

= Enhanced Usability of Co-browsing: With Co-browsing, you offer live, hands-on assistance to customers, take
control of their cursor, and demonstrate how to perform the action while the customer observes. Via co-browsing,
you can securely connect to remote computers, access, and troubleshoot problems over the 8x8 Contact Center
platform. For details, see our content on how to offer remote customer assistance.

Customers, who use 8x8 Co-browsing for remote assistance, can now enjoy better usability with the following
enhancements.
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o Better visibility to the status of co-browsing session on customer side.
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o The auto-minimized status window allows the customer to keep an eye on the status of the shared screen at all
times. The customer can move the status window to the desired location while in a live session.

Click Start to initialize the Co-browsing
session and provide the Session [D to your
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Start sharing Close
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o Agents receive feedback when the co-browsing session is interrupted, or takes time to load.
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m Ability to Reset the Agent's Idle Timer: In 8x8 Contact Center, idle time refers to the length of time agents
have been idle and is measured for each agent by the agent's idle timer. By default, an agent is considered idle
from the time he ends post processing of a system-delivered, queued interaction and becomes available. When
multiple agents with the same queue and skill level assignments are idle, the system routes the call to the agent
who has been idle the longest. The agent’s idle timer is reset every time they end post processing of a system-
delivered, queued interaction. This reset persists until the same scenario is repeated. Agent-initiated interactions
do not reset the idle timer.

To supplement the default behavior, we now allow 8x8 Contact Center administrators to reset the idle timer when
agents transition from one status to another. For example, The idle timer resets when agents change their status
from On Break to Available when they log in. For details, see our content on agent's idle timer.

= Ability to Autodial Campaign Calls after Preview: In this release, we have introduced the ability to autodial
campaign calls when an agent has spent all the preview time without taking an action. Autodialing campaign calls
after previewing a campaign record is controlled by a campaign setting by your contact center administrator.

! S Note: This feature enhancement is only applicable if your company uses 8x8 Contact Center
campaigns.

Prior to this release, agents handling a campaign could view the campaign record for the specified preview period
and manually start, reject, or skip the interaction. They were not forced to take the interaction in the time allowed.
Additionally, the need for a manual action to initiate a call was repetitive and inefficient. With the autodial feature,
however, at the end of the preview time if no action is taken, calls are initiated automatically eliminating the need
for manual action by the agent. The 8x8 Contact Center administrators can enable autodialing for each campaign
when an agent’s preview countdown ends. The minimum preview duration is 15 seconds. For details, see our
content on what happens if your tenant is set up for autodialing campaign calls.

= Improved Control of Conference Calls: We have now introduced the concept of a Host and added hierarchical
control to conference calls. In this new behavior, the host can remove participants without requesting them to take
any action. When a conference call is created, the longest connected agent becomes the host, unless there is a
supervisor present, in which case, the supervisor will be the host. The host is then dynamically transferred when
participants join and leave the call. For example, when a supervisor host leaves a call, the ownership passes to the
next longest present supervisor, or if none are on the call, to the longest present agent.

Prior to this release, when agents, supervisors, and other participants were on a conference call, agents and
supervisors relied upon the goodwill of participants to drop their connection and leave the call. To remove a

participant as a host, while in a conference call in 8x8 Agent Console, click - next to the participant's name and
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click Confirm. For details, see our content on how to remove an agent from a conference call.

8x8.1234 was successfully
removed from the call.

1 Options

1 Options @ confirmation
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Phone Transaction Agents Queues Confirm Cancel Phone Transaction Agents Queues

Participants Participants

B8x8.1234 Mary Smith

-
Q, Customer "i Y, Agent
Remove
Mary Smith +14087271885 e
Q Agent L %, Customer
+14087271885
R, Customer -

n Efficient Voice Channel Workflow via off-Hook Mode: With off-hook connection mode agents can instantly
and seamlessly connect to customers and improve their productivity. Off-hook is a Persistent Connection Mode
from the agent’s device to 8x8 Contact Center. It removes the need to connect the agent’s workplace phone for
every call handled. Agents set up their voice connection before they start working on calls and remain connected
throughout their working day. It allows them to respond to incoming and outbound phone calls with a simple click
on the user interface.

In the previous behavior, after agents log in to 8x8 Contact Center and make themselves available, they have to
accept the interaction for every call that comes through the queue. If they miss the ringing phone, they will no
longer be available to take the interaction.

If enabled by your contact center administrator, you can click Enable Off-hook Connection in 8x8 Agent
Console's user profile. For details, see our content on how to enable and work with off-hook connection mode.

Release 9.7.3

New features and enhancements to 8x8 Supervisor Console impact supervisors and agents. Some of these features
are available to agents and supervisors by default, while others need to be enabled by administrators to benefit from the
functionality.

The following are features and enhancements introduced in recent product releases:

m Access to Related Emails Improves Customer Experience: Agents can now access queued emails from the
same customer, review and respond to them at once. When a customer sends multiple emails within a short time
interval regarding a case, all emails get queued. When an agent opens the first email to respond, there is a link to
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view the queued emails from the same customer. The agent can now click this link to view all the queued emails,
and review and respond in a single email if they are related to the same case. This helps agents consolidate their
response in a single email and increase their efficiency while improving the customer experience. For details, see
our content on how to access customer's related emails.

m Improved Search Filter for Closed Cases in History Activity: We have introduced a new filter to search the
closed cases in History Activity. This feature helps supervisors investigate customer complaints regarding an
agent's lack of response. It particularly helps investigate a case that has been accidentally closed by the agent.

For example, when processing related emails from a customer, an agent may close a case assuming it is related to
the case he has reviewed. The unhappy customer may escalate the issue. With the improved search filter, the
customer's complaint is now easier to track. For details, see our content on searching closed cases in history
activity.

cases [ A Ferreira Rafael(#1032)X  Mahesh, Raha X

Cases B Report @ New Case

Advance Search

Action

o/

o7

o7

o7

= Enhanced Email Header in a Case Response: When you respond to a case or a follow-up, the response
automatically includes the email header. The header shows information about sender, recipient, subject, date and
time. This enhancement facilitates crafting a response quickly. To see the improved email header, click Reply to a
customer case or follow-up and check the email's description window. For details, see our content on how to
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respond to emails.

v Details

* Subject:

* Description:

Attachment:

Re: Subject A-Our problem at Acmelets ~1102

n Mormal | .. Font Size x, x

m
—
=
)=

i

1]

@

&

<

i

-—- Original message ————-——-

From: acmejetsine@gmail com

Date: Wednesday, December 5, 2018, 17:15
To: ¢Bmauricio@gmail com

Subject: Subject A-Our problem at AcmeJets

Hello Lisa,

We would like to inquire about our order status at AcmeJets. Is ther a way to expedite the
process please?

Regards,
Support at AcmeTets

body div d
g o= nsert Case Info
® Attach files or drop files here (® Select files from casesffollow-ups

{total maximum size is 20MB)

Release 9.7.1

Previous releases for agents

We have introduced the following enhancement to improve the productivity of agents and supervisors, some

performance improvements, and bug fixes in this release.:

Ability to Search All Columns in the Shared Directory

In 8x8 Agent Console, Unified Login with 8x8 Work users can now search the shared directory by all available columns,
such as Name, Email or PBX Service, Public number, Contact Type, Department, Location, Job Title, and Private
number. The Shared Directory is the company directory that lists all extension users, including 8x8 Contact Center

Version 9.13
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agents. You can quickly find extension users as you enter your search keywords in the Search field.

Directory
Al Recents CallPark Extensions
Q [sam = Options ~
- | Name Email or PBX Service Public # Contact Type Department  Location Job Title Private # VCC Group Action
& Development
®  Jones, Samantha  dkourosh@8x8.com corporate Development 6001 ungroup (=R <4

Release 9.6
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m Refreshed new look for 8x8 Contact Center: Whether you are an agent or a supervisor of 8x8 Contact Center,

you will certainly love the new refreshed user interface of all our applications. Look out for the notifications when

you launch your application. Please note that we have kept all our functionality workflows intact so there is no

learning curve for you.

= [ Retin Rt

® Customer Email Offered

L WA &S @

Al avor Recents
Q h4
Q &% O
CHAT
FBCha om:00:

Q ?
# Nam @

sates

® Robin Shasta Om:

Show Status in:| OneTab ¥

reeects §x8

B &3 (last name no.. (#31)%

v Case 31 (last name not available), Facebook [10000020] /£ Edit B Reply € New Follow-up
Created By: Customer ((last name not available), Facebook) Create Date: 06/20/2018 18:01:03

Assigned To: Assign Date:

Closed By: Close Date:

Last Activity:

Notified: Status: Unassigned

Priority: Medium Project: Default

Severity: Information Media Type: Emai

Category: Default Visibilty: Internal

To: techpubs2018@gmail.com,

Ce:

Bec: None

View source

Subject: Sumanth Vasistha, Liberti Kimball and 8 others are new friend suggestions for you

Description:

[ |

> Attachment
v Follow-up Follow-up 0 - 0 of 0

Delete Edit

m Ability to message customers via Facebook and Twitter: Take advantage of Facebook and Twitter to service

customers directly and increase customer satisfaction with 8x8 Contact Center Social Integration. By unifying the

agent experience, 8x8 Social allows users to channel their messages from social media into 8x8 Contact Center.

Customers can contact the businesses and receive support from within their social platform. 8x8 Contact Center

Social supports messaging via Facebook and Twitter in this release. To receive chat interactions, agents must be

assigned to an enabled chat queue and be in Available state. See how to handle social interactions.

Version 9.13
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Enhanced usability of rich text editor: Agents using the Local CRM can now craft their cases and follow-ups

using the updated rich text editor. Drag and drop your images or paste them from your clipboard quickly improving

your productivity. See Insert Images in Case Description.

B e ] John Smith

® Working Offline 20ms35s

Notify

~ Details

Subject

Description:

INBOUND PHONE

"3

b dhgh=4

prone queve 0

OUTBOUND PHONE

Cases [ AR MyProfile x
aestan ot

® None

In response to your email, I am sharing the details of our wireless headset that offers a
seamless calling experience. Here is the photo

Save Save as Draft

k-QUG-SIP-CPBE0-pmS53:
k-QUG-SIP-T4EG-THIG-p
Theg-T42G-T410-C
= Vealink SP-Tdog T426-T41-C

Internet Explorer 11. You can drag and drop the images.

Known Limitation: Copying (Ctrl-C) and pasting (Ctrl-V) images is currently not supported on

» Enhanced FAQs for customers: Assist your callers with more elaborate FAQs not worrying about the limited

Version 9.13

word count. The character limit for your FAQ is now increased from 4k to 40k. Only supervisors can create or edit

FAQ categories and answers. See how to insert an FAQ from the Cases tab or Chat window.

Increased length of email addresses: You can now save email addresses exceeding 55 characters. The

maximum limit now stands at 254 characters. This change allows many areas such as saving longer email IDs of

agents, customers in Local CRM, setting up email notification for voicemails, and more.

For the complete list of areas benefited with this enhancement, see below. See how to configure your user profile
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and email address.

Increased Email Address Length from 55 to 254.

C

.oc..ccg

Home - Profile
Security - Edit Administrator
Security - SMTP Server
Agent -General
Queue - SLA
Woice Mail - Que Notification
Voice Mail IVR -Additional Email
address
Scripts Email scripts

= Check Recipient

= Check Sender

o Reply to: From, To, BCC
Scripts - Chat - Skip Queue
Scripts - Social - Skip Queue
Channels - Incoming Email
Wallboards - URL Share
Chat Design - Forms
etc

AGUI:

Agent Profile

CRM edit Customer
CRM edit Cases

CRM edit Follow-up
CRM edit Task

CRM Case report

CRM Customer report
Chat Pop-up

CRM Customer Search
Pending Emails list grid
Agent Online Control Panel
-Truncate long email with
elipsis

etc.

WAPI:

Web AP allows customers to
synch or integrate their
applications with 8x8 CRM data.

. Added - edit Customer
- Added - edit Task

Objects:
Customer

Case

Follow-up

FAQ Category
FAQ

Customer Fields

Actions:
Add
Modify

Get
Delete (FAQ Only)
List

Previous releases for agents

m Compressed embedded images: When you embed a high resolution image in your case, follow-up, or an FAQ,

they are compressed automatically for faster processing and for saving bandwidth. Simply drag and drop the

desired images into your content. See how to Insert Images in Case Description.

Note: The maximum size allowed forimage attachments is 20 MB. You can drag and drop images
up to a maximum size of 10 MB.

Release 9.5.2

The following list includes features and enhancements introduced in the recent product releases:

m Ability to sort pending emails by waiting time, case ID, and more: In 8x8 Agent Console, agents can now

sort the pending emails by longest waiting time, case ID, contact name, company, subject, and more. All the

column headers in the grid view of pending emails are now active for sorting

a}

Case ! Follow-up Channel

Contact

Company

Subject

N e @ oid = & 00

780602

EET——

150332 Exportradequ

161072 Exportradequ

212 Exportradequ

167622 Exportradequ

174022 Exportradequ

*

tahabanr

Koetz Per

MALIN, Tom

9, medbooks

)

RE: Backorder PO MPC-CCLC 2017:2018 ~17402

Version 9.13

. See how to pull emails from a queue.
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» Enhanced voicemail email notification: If enabled by the administrator in Configuration Manager, agents can
receive voicemail email notification. The voicemail email notification provides more data allowing you to track the
queued voicemails better. The following information is captured in the voicemail email notification:

Transaction ID, tenant name, cluster ID, phone queue 1D, voicemail queue ID, calling name, interaction GUID of
the inbound phone queue, transaction ID of the inbound phone interaction, voicemail begin offset, filename, agent

name, and voicemail retrieval delay.

<my tenant label> / <channel name=> message <interaction guid> from <CNAM> /<CLID E.164> for <xxx> seconds at <agent localized date and time=>/<UTC offset>

nbox X

no-reply@8x8.com @ 1:24 PM (35 minutes ago)

tome ~

Tenant: <my tenant label>/<my tenant name>/<cluster id> The information
Channel: <channel name>/<channel number> *—=  captured in a

Script: <script name>/<script id> : R f
Queue: <queue name>/<queue id> v0|cema|| emall
VM Queue: <vm queue name>/<vm queue id> notification
Agent: <last, first name>/<agent usemame>
Email: <agent email address>

Calling Name: <CNAM>
Calling Line ID: <CLID (in E. 164 fmt when applicable)>
Contact Name: <show this row only if available>

Interaction GUID: p347g8s6085¢k82e-3
Interaction Arrival Time: <agent localized date and time>/<UTC offset>
Transaction Id: 650087
Voicemail Begin Offset: <xxx> seconds
Voicemail Duration: <yyy> seconds
Voicemail Retrival Delay: <ddd hh:mm:ss>
Filename and Size: f452791a-aa0a-11.wav / 107564 bytes

) f452791a-aa0a-11 '

= Ability to prevent agents from rejecting interactions: If prevented by administrators in Configuration
Manager, agents cannot reject the interactions they are offered by certain or all agent groups. The Reject button in
8x8 Agent Console is disabled preventing agents from rejecting the interactions they are offered. By default,

Version 9.13 30



8x8

mmm umm _ -
HHH T Lisa (Lisa) 1 Menu - Lisa (Lisa)
() Customer Call Dffered 0m:28s () Customer Call Offered 0m:28s
I Ansvrer the phone I IAnswer the phone or l Rejact Call
|1 @. I ‘ All Favorites Recents
Q, Search.. b 4
5555555555 | | options = J
L Queue ) ﬁ:' @
Incoming Inbound Phone
& AcmeSuppor... D 0 OmoODs LF
& 954 D 0 Omoos 7
e & rolibk D a Dm:00s  LJ
Phone i Transaction I Agents =
- & wee-1404n o] 0 Dm:d0s L7
Transaction Information Outbound Phone
Original Y L 950 0D 0 ODmods 17
Caller Hame:
Ovriginal
Phone +5555555555
Release 9.5

agents can reject interactions.

Previous releases for agents

m Improved broadcasting: Agents now receive an improved broadcasting message informing them of a platform
switch. In addition to the notification message, a red alert bar also shows up at the top of the Control Panel alerting
agents and reminding them to exhaust the interactions waiting in the queue. Agents are required to log out and log
back in as they may experience some instability during the platform switch. See how you can View Notification

Version 9.13

Messages.
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g Operations
Jul 26 = 2134 P8

latform cwitched

Your platform has been switched. 4 soon
&5 your ouses 5 emply, please log oul
and log in sgain, A red reminder will
ramain visible an your seresn untl yeu
kaks sskien.

=y

= Ability to save agent preferences on server: Agents can now save their preferred settings and options such as
their last selected tabs in Monitoring, pop-up chat and FAQ window size, their favorites and recents tabs, etc.on
the server and access them on different computers or browsers. Prior to this enhancement, agents were able to
save their preferences on their profiles and access them at the browser level only.

m Allow agents to change display name: This new improvement allows agents to present themselves with a
customized display name. The new feature ensures agent privacy and helps them save time and effort to introduce
themselves to customers every time they start a new chat. The agent display name appears in the 8x8 Agent
Console's Control Panel, Profile page, chat window, and CRM case created after a chat session. It can be modified
by the 8x8 Contact Center administrator in the Configuration Manager or, if permitted, by the agents in 8x8 Agent
Console's Profile page. The updates in 8x8 Agent Console application immediately appears in Configuration
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Manager and vice versa. See Configure Your Profile to learn how to configure your profile.

[

© Available I

Work Ofline || Take area

My Profile (cosmindtest) cosmindtest (rshasta) Shasta, Rob
Direct Agent Access -disabled Prompt Timeout

iI- disabled

0040744403970
as147 Prim

30sec Clusterid vmTdeves:2:1
English (US) e: 952
Interational Numbering Plan (TU-T E.164

A
D
R

. English

Personal

Workpiace Phone - [ 6699005555

Ospayvame: [Rawnoos ] (Cwamevermcotoncar ) usetnecatoseup ant vcemas
m—p— esan
= [obgpdeom ]

Auto select B

Personalization

Emai Signature

Release 9.4.3
» Enhanced control for CRM reports: If enabled by the administrator, agents can create or download reports.
They can always run a report, however, even if the ability to download a report is disabled.

m Increased data limit for inbound emails: The maximum size of an inbound email routed via email channels is
now increased from 10 MB to 30 MB. You can now receive an email up to 30 MB in size. This includes the size of
the attachments.

= Notification of delayed uploading of queue data: When agents want to transfer a phone, email, and chat
interaction to another queue, they may experience a delay in accessing the entire list of queues, including queues
they are not part of. This may result in loading a partial list of queues, which is indicated by an exclamation symbol
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next to the Transfer button.

{PhunET Transaction Tﬂgenm YQUEUE

All Favorites
Q, Search..

L Queue &

v

f a

Inbound Phone

L jm inbound 0 0 Om00s LF
& test 1 0 Om00s TF
L jm_ing 0 0 Omdos TF
atul_in 0 0 omoos W
ak_ing1 0 0 Oom00: W
jminb_may 05 0 0 Omo00s W

& | Transfer |
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= Improved error messages in CRM integration: If the screen pop fails to open when working with 8x8 Contact
CenterLocal CRM or External CRM, the descriptive alert message notifies agents of some troubleshooting tips.

€ Alert

Integration failed to execute. Please,
clean up browser cache and cookies and
lagin again.

[EJ

Release 9.4
= Ability to initiate co-browsing via Chat

m Improved Help interface: Agents can now access FAQs, user guides, and support page via the Help menu. They
can also submit feedback about the product using the Help menu.

m  Supported localization: We support European French and German languages.

m Supported Microsoft Edge browser

Release 8.4

m Improved login time for agents: The time that it takes to log in to 8x8 Agent Console has been greatly improved in
this release.

= Improved Chat window capacity: Increased the chat window capacity to 5000 characters. This enhancement allows
users to communicate large bodies of text, such as FAQs, via the chat window.
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Ability to clone tasks in Local CRM: Agents can replicate tasks quickly with a click on the task form, creating a new
task.

Release 8.4 (8x8 Contact Center Users with Unified Login and 8x8 Work)

Provided Unified login: Ability to log in to 8x8 Contact Center with a common username and password.

Supported Agent-to-Agent/extension dialing: With the right settings in dial plans, you can call another agent
using a system-assigned extension number.

Supported Shared Directory: Provides a company directory for 8x8 Work and 8x8 Contact Center users.
Directory entries are managed through Account Manager.

Supported shared presence: The presence status of 8x8 Contact Center agents and 8x8 Work users is shared in
both 8x8 Agent Console and 8x8 Work client applications.

Supported extension-to-extension dialing: Users can call extension users across 8x8 Contact Center and 8x8
Work using extension numbers.

Ability to assign dedicated extensions

Supported instant messaging

Release 8.1

Version 9.13

Multi-Chat: Ability to handle multiple chats concurrently

Multilingual support for chat: Ability to handle chats in multiple languages
Chat recording for supervisor: Ability to monitor agent chat conversations
Enhanced control on agent Status

Ability to access the list of follow-up records

Displayed case ID during email interactions

Enhanced awareness of queue status

Ability to set up web notification alert for incoming interactions
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Get started

Get started

Your 8x8 Contact Center supervisor provides you with the URL, username, and password required to log in to your 8x8
Agent Console account. See Log In for the URL link and information. You do not need any specific hardware or
downloads to run the 8x8 Agent Console application. 8x8 Agent Console is 100% cloud-based and runs on most

computers with an Internet access, allowing you to keep business running smoothly.

Using 8x8 Agent Console, agents can:

Process interactions of all media including phone, chat, email, and voicemail.
Process both inbound and outbound interactions.

Track the status of agents and queues.

Provide quick answers to customer questions using the FAQ knowledge base.
Manage CRM data by integrating with Local CRM or supported External CRM.

Assist customers remotely via a shared browser using Co-browsing capabilities.

Login

Based on the configuration of your 8x8 Contact Center, you may receive the login information through a system-
generated email or from your supervisor manually. The login information includes username, a system-generated

password, and a URL link to 8x8 Agent Console.

Version 9.13

To log in to 8x8 Agent Console:
1.
2.

In your preferred browser, enter the URL for your 8x8 Agent Console.

In the login page, enter your username and password. Click Login.
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3. By default, 8x8 Agent Console launches in the On Break status.

Note: 8x8 Agent Console usernames and passwords are case sensitive. If your access to 8x8
Agent Console is denied due to IP address restrictions, an automatic email is sent to your 8x8 |
Contact Center administrator. The administrator is then able to give you the access authorization.

4. Select Available or Work Offline status to initiate the session.

Your supervisor may also instruct you to update certain parts of your 8x8 Agent Console user profile.

Log in (for users of Unified Login and 8x8 Work)

If you are a 8x8 Contact Center user with Unified Login and 8x8 Work, use https://login.8x8.com to log in to 8x8
Contact Center applications. Whether you are a supervisor or an agent, you can sign into any of these roles with a
unified username and password. Every user in 8x8 Contact Center receives a system-generated email notification with
the login credentials. The email includes the login URL, username, a temporary password, and a link to create a
password. Click the link to set your password and log in.

To log in to 8x8 Agent Console:
1. Inyour preferred browser, enter https://login.8x8.com/.

2. Inthe 8x8 login page, enter your username or email and click Continue.

axe 8xB Login x 4+ -]

< C @ @ nhitps//sso.8xB.com/v2/loginfusername=robin.shasta + O J 8N

Username / Email

robin.shasta

By continuing you agree to 8x8 terms and conditions
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I
3. Enter your password and click Login.
4. The 8x8 application panel launches listing all the applications available to you.
8x8 Application Panel g secondoysumn
My Applications
£82 Admin Console (R Analytics for Contact Center R gs::fc‘:fzz:z‘:a"age”‘“ 4} Contact Center Agent
© contactNow = gzz:fcmjsi:ne" @~ Knowledge Base 25, Meetings
Specch Anayaca.
R pu— Note: You are able to go back to the old application panel at any time by clicking here at the top of the
= page.

Select the Contact Center Agent application to launch.
By default, 8x8 Agent Console launches in the On Break status.

Y p— Note: 8x8 Agent Console passwords are case-sensitive. If your access to 8x8 Agent Console is
e y denied due to IP address restrictions, an automatic email is sent to your 8x8 Contact Center

administrator. The administrator is then able to give you the access authorization.

6. Select Available or Work Offline status to initiate the session.

Your supervisor may also instruct you to update certain parts of your 8x8 Agent Console user profile.

Create a new password (except for users of Unified Login and 8x8 Work)

......................................................................................................................................

......................................................................................................................................

Version 9.13
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After you receive your 8x8 Contact Center account login credentials set by an administrator, log in to 8x8 Agent Console
using the credentials. You can create a new password by going to your 8x8 Agent Console Profile > Security.

If you are using 8x8 Contact Center with Unified Login and 8x8 Work, this option does not apply to you. As soon as your
user account is created by the administrator, a welcome email is sent automatically to the email address in the user
profile notifying you of the password setup link.

To create a new password (NOT for users of Unified Login and 8x8 Work):
1. Login to 8x8 Agent Console.
2. Go to Profile from the Control Panel menu.

3. Inthe Security area, enter the old password.

Sasha (Sasha)

B &8 My Profile x

18m:03s

b | Personalization )
®

Date Format MM/DDAYYYY el S
- b ecerts Default Signature : | ( No Default Signature )
Q 9 Defaut "From" (No Default From )
Use email inbound channel
Collabarate Ic) address as defauit if available
i Co-browsing [E Interaction Sound: | None

¢ Help »| omoos V¥
OUTBOUND PHONE =

Chat Message

Soun None

SupportOu.. 0 0 Omo0s | | Show chat message browser notification
CHAT Reset preferences to default  Use the reset o restore preferences to system defaults
SupportChat 0 @ Om00s ¥ f
Security )
All Favorites  Recents
Old Password Security Question
Q ¢ y Q
New Password : Security Answer :
© Name S} Retype Password
SUPPORT
Sasha Solovey 18m:01s
External setup Assigned Queues
@ m] ¥ Y =] =2 ao
External Username Support Inbound

Show Statwsin: OneTan ¥

i 8x8

4. Enterthe new password.

Note: Hoverover — to know the password length.
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5. Retype the new password and click Save.

i p— Note: If your password fails to meet the password criteria set by the administrator, a message
= prompts you to retype the password.

Your new password is activated from the next login session.

Reset your password

If you forget your 8x8 Contact Center 8x8 Agent Console password, reset your password automatically by providing your
username and tenant name. The new password is sent to the email address specified in your agent profile. If you have
set up a security question and answer in your profile, a link to the security question is emailed to you. On answering the
question correctly, you receive the reset password in an email. This additional step proves that the person requesting to
reset the password is the one assigned to the agent account.

To reset your password:

1. Click Forgot Password in the login screen.
A dialog box appears prompting for username.

2. Enter username in the textbox exactly as you would for logging in to 8x8 Agent Console and click Continue.
A message indicates a new password is sent to your email address with the required information to proceed.

Note: A username can be in one of the two forms: agent_id@tenant_id, or if the tenant id is

[ Ju—
;?y provided as a parameter in the login URL, username can be agent_id. Please confirm with your
administrator if you are not sure.

3. Open your email and click the link in the email. A dialog box opens prompting for an answer to your security
question.

p— Note: If you have not set up a security question and answer in your profile, you receive a reset
{ password in the email.
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4. Enter your answer to the security question. If you answered the question right, a message including a reset

password is emailed to you.

5. Open your email to obtain the system generated reset password.

Log in after you reset your password
You are allowed to use a reset password to log in to 8x8 Agent Console only once. Upon logging in to 8x8 Agent
Console with your reset password, you are prompted to change the password. If you fail to change the password, you

are automatically logged out.

To log in with a reset password:
1. Open your email to obtain the system generated reset password.
2. Loginto 8x8 Agent Console with the reset password. You are logged in successfully and prompted to change the
password.

3. Enter a new password and click Change to proceed with the login.

Reset username and password (for users of Unified Login and 8x8 Work)

If you are using 8x8 Contact Center with Unified Login and 8x8 Work, you can reset your username and password by
clicking Help on the login screen. You then receive an email including a password link. This additional step proves that
the person requesting to reset the password is the one assigned to the agent account.

To reset username or password:
1. Goto https://login.8x8.com/.

2. Click to reset one of the followings:

o Username: In the Username/Email login screen that opens, click Forgot. In the Find your username
screen, enter your work email address and click Find your username. Your username is sent to you in an

email. Enter your username and continue.
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&« C {} & sso8x8.com/v2/login o & + O J EH

8x8

Username / Email

By continuing you agree to 8x5 terms and conditions

o Password: In the Password screen that opens, click Forgot. Enter your 8x8 username and click Send reset
link. An email with the instructions to reset your password is sent to your email address. Click the link in your
email and follow the instructions. Enter a new password. Click Login. The password is changed, and you
receive a confirmation email.

Log out

In 8x8 Contact Center, whenever you are not scheduled to work, you must log out of 8x8 Agent Console. If you fail to
log out, 8x8 Agent Console reports your status incorrectly.

To log out of 8x8 Agent Console:

1. In 8x8 Agent Console, click Work Offline or Take Break.
You must have the Working Offline or On Break status to display the option to Log Out.
2. Click Log Out.

Note: Closing the browser containing 8x8 Agent Console does not log you out. You must click Logé
Out in the Control Panel to log out of 8x8 Agent Console. '
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The 8x8 Contact Center 8x8 Agent Console interface is split into:

m Control Panel: Provides controls to process interactions in your contact center and to manage agent status. Fora
quick look at the Control Panel functionality, refer to the 8x8 Agent Console Quick Start Guide.

m Display Panel: Provides access to CRM data, profile settings, agent directory (only available for users of 8x8
Contact Center Unified Login with 8x8 Work), and message recording settings.

555“ Sasha (Sasha)

® Working Offline 3mi2s

Cases & My Profile x

< HarkioCases
S W e a0 Create New Case

Al Fevorices Recents ~ Properties
Q v * Customer: [ Customers List]
v aw O Case Number:  (will be set upen save) * Created By: Sasha Solovey
T TEE I Assigned To:  Sasha Solovey * Status Unassigned
Supgortinb.. 0 0 OmO0Os V¥ Priority: Medium Project: Default
OUTBOUND PHONE 3 Severity: Informatien Media Type: None
SupportOu.. 0 0 Omo0s Y7
i W Category: Default
supportChat 0 0 omoos B Visibility: Internal

~ Notification

Al Favorites Recents Notify @ None
Q v v Details
# Name G * Subject
SUPPORT * Description:
Sasha Solovey 3m:Ms
Control Panel Display Panel

Show Statusin: OneTas ¥

rouereaty @x 8

Save Save as Draft Cancel

The following table gives a summary of the 8x8 Agent Console user interface:

Functional Area Description

1. Control Panel Use the 8x8 Agent Console Control Panel to access the con-
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Functional Area

Menu

g0

O

‘ -
Available Take Break

All Favorites Recents

Queue &€ O
INBOUND PHONE

Supportinb.. 0 O Om00s ¥
OUTBOUND PHONE

SupportOu.. 0 O Om00s ¢
CHAT

SupportChat 0 © Om00s ¥
UALFE RAA T

All Favorites  Recents
# Mame @
SUPPORT

Sasha Solovey Om:21

Show Status in: OneTab ¥
Powered by sxs

Control Panel Menu

Status Tabs

= Queue Directory

=y Agent Directory
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Description

trols and status information, process an interaction, and
work with 8x8 Agent Console tools. Inside the Control Panel,
use the Status tabs to maintain your agent status.

8x8 Agent Console dynamically adjusts the Control Panel
tabs in response to the interaction type and task you are per-
forming. For example, phone interactions are processed
using the Phone tab.

= Phone tab: allows agents to manage phone
interactions. All call handling functions such as making
calls, placing a caller on hold, conferencing and
transferring calls are performed using the Phone tab.

m Chat tab: allows agents to manage chat interactions
from customers or from other agents.

= Email tab: allows agents to accept and respond to
emails.

m Status tab: displays agents, and queue information
such as the number of calls waiting, calls in progress,
and the status of logged in agents in your group.

= Notices tab: allows agents and supervisors to post and
receive informational notices.

The Control Panel menu offers the following action items:

m Profile: allows agents to view or edit their 8x8 Agent
Console account settings.

= My Recording: allows agents to record messages to
be played to customers.

m External CRM: allows agents to initiate an integrated
External CRM session.

m CRM: allows agents to access cases, customers, and
tasks from the Local CRM.

m Co-browsing: If subscribed to Co-browsing feature,
agents can assist customers via a co-browsing

session. Agents must enter the session ID
communicated to them by the customer in order to
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Functional Area

2. Display Panel
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Description
establish the session. For details, see Co-browsing for
more details.

Help: allows agents to provide access to FAQ
questions, links to our user guides, and 8x8, Inc.
Support. You can send your feedback directly; attach
images or debug logs from the Help menu.

o FAQ: allows agents to access frequently asked

questions and answers for repetitive use.

User Guide: allows agents to access the product
documentation and tutorial videos and learn about
the latest features in a separate window.

Support: allows agents to access our knowledge
base, articles, videos, support telephone numbers,
and live chat.

Send Feedback: allows agents to send product
feedback and suggestions directly to our
developers, and attach images or debug logs from
the Help menu. For details, see how to send
feedback.

Note: The Collapse Window button
at the bottom of the Control Panel .
— hides or shows the Display Panel.
/ Your browser may not support the
Collapse Window functionality in 8x8
Agent Console. '

The Display Panel provides access to CRM data, profile set-
tings, and message recording settings. The Display Panel
opens with three default tabs and opens additional tabs for
each menu action.

m Customers: lists your open case records by customer.
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Functional Area Description
m Cases: lists your open case records.
m Tasks: lists the tasks assigned to you.

m Directory: This option is only available for users of
Unified Login with 8x8 Work and displays the company
directory that lists all extension users including 8x8
Contact Center agents. You can search the directory by
all available columns, such as Name, Email or PBX
Service, Public number, Contact Type, Department,
Location, Job Title, and Private number. Type a word or
a number in the search box. The results appear as you
type. The search applies to all columns and is not case-
sensitive. See more details in Shared Directory.

Offer remote customer assistance

8x8 Contact Center offers Co-browsing by subscription only. It allows customer support agents to assist customers
remotely via a shared browser. With 8x8 Co-browsing, you can empower a website or any browser-based application,
and offer live, hands-on assistance to customers. Agents play a secondary role in establishing a remote session. A
customer in need of assistance must initiate the remote session, generate a unique session ID, and communicate it to
an agent via phone or chat. The agent then uses the ID to establish a remote session. This Co-browsing session co-
exists with a call or a chat for communicating the session ID. Depending on the level of privileges granted by the
administrator, the extent of remote help varies from a basic view-only mode to complete control of the customer's
browser instance.

m Visual, real-time web page assistance: Monitor and assist customers in real time through browser instance shared
by the customer.

m  Mouse tracking: As a customer, easily follow along by viewing the agent’s mouse location and movement.
= Platform details: Access information about the customer’s platform.

= Sub-domain support: Enable the Co-browsing session to continue working if the user navigates to a site that is
hosted in a sub-domain, assuming that Co-browsing is also available in that new sub-domain.

m Form co-filling: Co-fill forms on websites.
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Customer privacy and security: During a Co-browsing session, if the customer is filling a form and entering sensitive
information such as SSNin a form, it can be encrypted and hidden from the agent.

Highlighting: Agents can highlight content on web pages and call out information to customers during Co-browsing.
Highlight key elements on the page with drawing tools.

Auto-fit: Agents can automatically scale the browser view to fit customer's view settings. If the customer's screen is
bigger than the agent during a Co-browsing session, agents will have to scroll constantly. With the ability to auto-fit,
agents can enable “Auto-fit” to automatically scale the view to fit agent's view settings or manually
increment/decrement the zoom level to the desired value.

Privilege control: You can control the extent of remote help agents can offer using Co-browsing mode. It varies
from a basic view only mode to complete control of the browser instance. Take control of the customer’s screen,
with their permission.

Co-browsing only works in HTTP secure web pages.
Adobe Flash components, including videos, and Java applets are not supported.

Anything that is external to the current page is not supported. This includes the file browser window that is open
when selecting a file to be uploaded.

WY SIWUG editors (AceEditor, CodeMirrorEditor, CKEditor, tinymceEditor) are not supported.
Native tooltips are not visible between the two parties.
Web pages with iframes and different domains are not supported.

If the web pages open new browser window and the content has Co-browsing, this new window replaces the
content in the agent side.

Co-browsing is supported on the following browsers:

Google Chrome (latest version)

Firefox (latest version)

Safari (Mac only: version 7.0 and above)

Internet Explorer 11 (Co-browsing is not supported on IE 11 in compatibility mode)

Microsoft Edge

Co-browsing modes

By setting up a Co-browsing mode, administrators can control the extent to which agents can assist customers

remotely. Co-browsing can be enabled in one of the following modes via code snippet. If you do not provide a mode in
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the code snippet, full-control is the default mode:

= full-control (default): In this mode, agents have full control of the customer's browser session, including
synchronized navigation and the ability to highlight and co-fill a form on the web page. The agent's cursor
movements and mouse clicks are in sync with the customer, and vice versa. This is the default mode. If you do not
provide a mode in the code snippet, full-control is the default mode.

m partial-control: In this mode, agents can highlight and control the browser navigation, but do not have the
privileges to fill any forms on the Co-browsed page. All HTML form elements are disabled on the agent side,
alerting agents with the message "Forms cannot be edited on the agent side".

= no-control: This is a view-only mode. Agents can observe the customer’s navigation, highlight, and offer
guidance.

. Notes:
;X _/ - The highlighter works in all modes.

- In the full-control and partial-control modes, we cannot prevent agents from controlling form elements
that are not native to the browser, such HTML drop-down.

Help customers remotely

Co-browsing is a secure connection that offers 8x8 Contact Center agents the ability to remotely provide hands-on
assistance to customers who use Configuration Manager. The agent can view the Configuration Manager session
opened by the customer, co-browse, observe the mouse movements, and offer hands-on assistance if needed. The

session respects the browser size set by the customer. Customers can also observe the agent's mouse movements and
highlighted text.

Agents play a secondary role in establishing a remote session. A customer initiates a request for a session by
generating and communicating a session code, while the agent uses the code to establish a session. For a remote
session, the customer clicks Co-browsing on the top header bar to generate a new session ID. They then
communicate the session ID to the agent.

To help a customer remotely via a Co-browsing session:
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2.

3. Enterthe ID received from the customer to initiate Co-browsing and click Start.
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Log in to 8x8 Agent Console as an agent.

Sasha (Sasha)
O0m:07s
Take Break
— SFDC iecents
Q 7
Collaborate ®
¢ Help »oO0m:00s W

QUTBOUND PHONE

SupportQu.. © O Om:o00s W
CHAT

SupportChat 0 O Om:o00s W

ArmLeE LA B

All Favorites Recents
——
Q v
& Name @
SUPPORT
+ Sasha Solovey Om:07s

Show Status in: OneTab ¥

Fowered by sxs

Select Co-browsing option from the menu.
This opens a new browser window prompting for the ID.

Co-browsing

Session 1D 371664

Tour the 8x8 Agent Console interface
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The complete Co-browse session is established and the agent can see the customer's screen. The co-browsing
window is automatically minimized as soon as the co-browsing session is established. The minimized window
remains on top of the agent's screen indicating the status of the session. The agent can see the full or partial
control at the top of the screen. The other party's mouse movement is visible for both parties.

4. Click Auto-fit on the top header bar to automatically scale the view to fit your available space.
You can manually increment or decrement the zoom level to your desired value.

&
5. Toggleon  highlighting on the top header bar.
You can mark specific components in the page. The marks are visible for both agents and customers for a few
minutes or until the agent toggles it off. It also disappears when the customer moves away from the page.

Note: During a Co-browsing session, if the customer is filling a form and entering sensitive information
— such as SSN, it is hidden from the agent by showing **** instead of the real letters and numbers. |

6. Click Close session to end the co-browsing session.

Send feedback

In 8x8 Contact Center 8x8 Agent Console, the Help menu provides access to FAQs, links to our user guides, and 8x8

Support. You can send your feedback directly, attach images, or debug logs from the Help menu.

To send feedback:
1. Login to 8x8 Agent Console.
Go to Menu > Help > Send Feedback.
3. Select an option from the drop-down menu:
= Report a problem
= Enhancement ideas
4. Write a description and click Attach a file.

Choose an image file from your computer directory.
You can also drag and drop the file to the attachment box.

6. Click Submit.
A log file is automatically sent to our developers.

Version 9.13
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Disclaimer: While we rely on your feedback and suggestions to improve our products, we do not
guarantee a response from our developers. As always, we are committed to serving you better.
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In 8x8 Contact Center 8x8 Agent Console, before configuring your account, the contact center management team must
define a standard configuration for each type of agent that works in the contact center. The contact center administrator
can then use those standard configuration values to guide the use of the My Profile page in 8x8 Agent Console to

configure a given agent's account.
The information in My Profile is organized under the following areas:

m My Profile: Presents information on agent name, display name, tenant name, tenant label, and product version
and revision.

m Personal: Lets you view or edit email address and phone number and make verification calls to the specified
number. You can save email addresses with up to 254 characters. You can also enable off-hook connection to stay
connected from your device to 8x8 Contact Center.

m Personalization: Allows you to personalize your 8x8 Agent Console with notification sound alerts, and specify the
date format, default signature, default email signature, and more.

m Security: This option is not available for users of 8x8 Contact Center Unified Login and Unified Login with 8x8
Work. It lets you change your password to log in. You can also select a security question and input an answer to use
to reset a forgotten password in the future.

m External Setup: Lets you define your login credentials to access your integrated External CRM.

m Assigned Queues: Specifies inbound and outbound phone, chat, email, and voicemail queues to which the agent

is assigned.
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B B MyProfile x

My Profile (AcmeJets) AcmedJets

Direct Agent Access -disabled Prompt Timeout: 30 sec
Agent Voicemail:  disabled Language : English (US)
Default CLId 18888888888 Direct access number

Revision : 47393 Primary language:  English

* First Name ® Workplace Phone 1645
O Workplace SIP URI

(Sasha) Solovey, Sasha

Clusterid : vm4:2:2
Version - Package : 9,60
Dial Plan International Numbering Plan (ITU-T E.164)

Secondary language :Russian

* Last Name

Make Verification Call
Depoianel Phone Connection Mode.
* Email Address:  sasha.solovey@acmejets.com

* Current Country :  United States of America

Date Format MM/DD/YYYY Email Signature :
Default Signature : (No Default Signature )
Default "From" : ( No Default From )

Use email inbound channel
address as default if available

Interaction Sound None
Chat Message Sound : | None
Show chat message browser notification

Reset preferences to default  Use the reset to restore preferances to system defaults

Old Password Security Question -

New Password : Security Answer:

Retype Password :

External Username :

External Password :

Cancel

9 = A A o =] a0

Support Inbound

My Recording & | My Profile &

(q1q2rrane) q1q2rrane

My Profile

Direct Agent Access : disabled Prompt Timeout : 30 sec
AgentVoicemail:  disabled Language : English (US)
Direct access number : Dial Plan :

settings
Defautt CLId : 1234567823 Frimary language ‘English

PBX #:

| Personal |

US Dial Plans with customized

(ROBSHASTAVCC) Shasta, Rob

Cluster id : vmo0gqac:1:1
Version - Package | 8.4.2

Revision : 36543

Secondary language

* Current Country Auto select

* First Name :

‘Workplace Phone : | 6008

Make Verification Call
J

6009

* Email Address. com
* Current Country Auto select

| Personalization |

Use the call to setup agent voicemall

Date Format : MWDDNY Y YY Email Signature :

Rob Shasta

IJ

Default Signature ( No Defautt Signature )

Default “From™ Rob Shasta Acmelets, Inc

L

Technical Support Team

Show chat message browser notification

External setup

External Username : | rshasta@acmejets.com

I

Assigned Queues

Sales Inbound

SupponQ
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Summary of agent profile settings

The following table summarizes profile settings in 8x8 Agent Console:

Agent Profile
My Profile

Version 9.13

Description

The agent's name and ID used to log in to 8x8 Agent Console are displayed. The following inform-

ation is also presented under My Profile:

Direct Agent Access: If enabled, the agent can be reached directly via Direct Access
Number.

Agent Voicemail: If enabled, the agent is able to receive voicemail via email. The voicemail is
left by the customers who try to reach the agent directly.

Default CLId: Displays the default Caller ID for the agent's outbound calls.
Revision: Displays the 8x8 Contact Center revision number.

PBX #: Indicates the system-assigned number, also known as the agent's extension number,
used for agent-to-agent dialing.

Agent DID: Indicates the phone number or the DID of the agent.

Prompt Timeout: Indicates the duration of an interaction offered to the agent before it goes
back to the queue.

Language: Indicates the language of the 8x8 Agent Console application.

Direct Access Number: Presents the extension number that can be used to reach the agent
directly. Agents can communicate this number with their customers.

Primary Language: Indicates the primary language of the agent. Agents are assigned with a
primary language and one or more languages of fluency used during multilingual customer
chats. See Handling Multilingual Chats for more details.

Cluster id: The cluster ID is used for system diagnostics. Provide this number to your support
technician for system troubleshooting.

Version Package: Displays the 8x8 Contact Center version number.

Dial Plan: Represents the system dial plan such as International Numbering Plan (ITU-T

E.164). Dial plans take numbers dialed by users or originated from other 8x8 Contact Center
components and apply editing rules to yield a valid number.

Secondary Language: Indicates the secondary language of the agent used during multilingual
customer chats. It is a language of fluency picked by the agent and in addition to the agent's
primary language. See Handle Multilingual Chats for more details.
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m First Name: Indicates the agent's first name. This field is read-only for users of Unified Login

and Unified Login with 8x8 Work.
Last Name: Indicates the agent's last name. This field is read-only for users of Unified Login
and Unified Login with 8x8 Work.

Display Name: If enabled, agents can enter a customized display name to present
themselves. Having a display name helps agents save time and effort to introduce themselves
to customers every time they start a new chat. The agent's display name also appears on the
Control Panel, Profile page, chat window, and CRM case created after a chat session. The
display name can be modified by both the 8x8 Contact Center administrator in the
Configuration Manager, or if enabled, by the agents in 8x8 Agent Console. The changes
immediately appear in both applications.

Email Address: Indicates the agent's email address. When the agent uses the CRM case
management page to send an email, the agent can choose this email address as the From
address for the message. Your email addresses can have up to 254 characters. This field is
read-only for users of Unified Login with 8x8 Work.

Current Country: Select a country from the list, if enabled by the administrator.

Workplace Phone: Designated number to process interactions in 8x8 Agent Console. It can

be the agent's desk phone, cell phone, or any other phone. next to the

Workplace Phone indicates that the number is already validated. If you make any changes to

the workplace setting, then © Validate appears next to the updated field until you validate
your change.

Workplace SIP URI: Specifies the SIP Phone URI of a VOIP phone. The SIP URI resembles an
e-mail address and is written in the following format: SIP URI = sip:x@y:Port where x is the

username and y is the host (domain or IP). next to the Workplace Phone

indicates that the number is already validated. If you make any changes to the workplace

setting, then © Validate appears next to the updated field until you validate your change.

Make Verification Call: Places a test call to the specified phone number for verification. On
answering the verification call, you can set up a voicemail greeting.

= Phone Connection Mode: If Phone Connection Mode is enabled by the tenant administrator,
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agents can see and enable Persistent Connection Mode capability in their Profile page.
Persistent Connection Mode removes the need to connect the agent’s workplace phone for
every call handled. Agents set up their voice connection before they start working on calls and
remain connected throughout their working day. It allows them to respond to incoming and
outbound phone calls with a simple click on the user interface.

Auto Answer: If enabled, every phone interaction that is offered to an agent is automatically
connected eliminating the need to accept it manually. This new configurable option enhances
agents efficiency by quickly connecting the calls and reducing the number of clicks an agent
has to make. Auto Answer also helps prevent agents from rejecting or missing calls on their
workplace phone. Agents may or may not have the permission to change their connection
mode. They are notified of their new status as soon as they log in. A in the Phone tab indicates
that Auto Answer is enabled.

Date Format: Offers a choice of date formats to apply on all email notifications sent to and
from the tenant.

Default Signature: Choose the default email signature used when sending email messages
from the agent's account. When the agent uses the CRM case management page to send an
email, the default signature appears as one of the choices in the Signature list.

Default From: Choose the default From address used when sending email messages from
this account. When the agent uses the Local CRM to send emails to customers, the default
address is automatically populated or appears as one of the choices in the From list.

Interaction Sound: Provides a choice of alert sounds to notify a new interaction. Select an
interaction sound from the list and click Play to hear the notification sound.

Chat Message Sound: Provides a choice of alert sounds to notify a new chat interaction.
Select an interaction sound from the list and click Play to hear the notification sound.

Show chat message browser notification: If enabled, the agent receives a browser
notification on an incoming chat from customer.

Reset preferences to default: Use the reset button to restore preferences to system default.
This option resets your visible columns, tabs, sounds, date format, notifications, and cases. It
also clears favorite settings and Recents, and causes page to reload. See the list of the
preferences that is saved on server.

Email Signature: Type the email signature for this account. When the agent uses the CRM
case management page to send an email, the agent can choose to insert this Signature in the
message.
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Agent Profile | Description
Security m Old Password, New Password, Retype Password: By default, the current password is

listed for all three fields. If an agent wishes to change the password, they should enter the old
password and new password, and confirm the new password. Hovering over the symbol
indicates the password length defined for 8x8 Agent Console. This option is not available to
Unified Login and Unified Login with 8x8 Work users.

m Security Question, Security Answer: Selecting a Security Question and answer in the profile
ensures that the person requesting to reset the password is the one assigned with the agent
account. This option is not available for users of Unified Login and Unified Login with 8x8
Work.

External Setup | If 8x8 Agent Console has been configured to interoperate with a third-party CRM, you must enter the
login credentials the agent uses to access the third-party CRM in External Username and External

Password.
Assigned The agent's queue memberships (inbound, outbound, chat, email, and voicemail) are displayed in
Queues Assigned Queues by default. If the 8x8 Contact Center administrator enables Allow agent to

change Enable/Disable settings in Assigned Queues for an agent in Configuration Manager, the
agent can use Assigned Queues to disable a queue's ability to offer interactions.

Change workplace number

Your 8x8 Contact Center supervisor has configured your 8x8 Agent Console account to conform with your contact
center's technical requirements and company policy.

8x8 Contact Center allows you to use a hard phone, a cell phone, or a softphone such as Bria to process the contact
center interactions. The use of a hard phone requires a phone number, while the use of a softphone requires a SIP URI.
Y our administrator specifies this information when setting up your account and determines if you can change this
information in your agent profile. The Workplace Phone, under My Profile, identifies the phone number you use to
process 8x8 Contact Center phone interactions. The Workplace SIP URI identifies your softphone. Based on the
configuration of your account, you may be able to edit your phone number and the SIP URI. Learn more.

1Do not change your 8x8 Agent Console phone number unless directed to by your supervisor. If your supervisor directs
you to change your number, possibly to respond to an emergency or to enable you to work in a different location,
navigate to your agent profile, in the Personal text entry area, enter the phone number and save the new settings. You
may use a traditional land line telephone, an IP Phone, or a softphone. If you use a hardware telephone, enter the
telephone number here. This could be your cell phone, home phone, or desk phone offering the flexibility to function as
an agent from virtually anywhere. If you use a softphone, configure the softphone, and enter the SIP Phone URI here.
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To change your 8x8 Agent Console telephone number:

1. Click Work Offline.
8x8 Agent Console makes you unavailable for new interactions.

2. Goto My Profile.
8x8 Agent Console displays the profile configuration page.

3. Enter your Workplace Phone or Workplace SIP URI under Personal. You need to validate your workplace
setting. For details, see how to validate your workplace number.

4. Click Make Verification Call to verify if the phone works.
For information about valid telephone numbers, see How to Format Your Telephone Number Entries.

= Note: If you do not have the permission to change your phone number or the SIP Phone URI, the two
. g fields are disabled.

Format your telephone number entries

Based on the dial plan implemented for your tenant, you may need to prefix your phone number:

= In the United States, the telephone format must be:
<1> <three-digit area code> <seven-digit phone number>

m Outside the United States, the telephone format must be:
<Country Code> <phone number>

= The telephone entries may contain optional dashes, spaces, or parentheses.

The following telephone numbers are valid entries in the United States:
= 5102592675
m 15102592675
m 1-510-259-2675
m 1(510)259-2675

Validate workplace setting

In 8x8 Contact Center, when changing workplace setting (Workplace Phone and Workplace SIP URI), agents must
validate their changes to be able to handle the calls. When they click to validate the change, it triggers a phone call to
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the updated phone number. A PIN code is then communicated to the agent. The agent must enter the PIN code to
validate the changes and continue. If they are unable to confirm the PIN they must exit and revert to their last validated
setting. The workplace setting validation is offered as a mandatory security feature with Auto Answer, or it can be
deployed as a stand-alone feature.

Features

= Is mandatory while Auto Answer is enabled.

m Offered as stand-alone feature. Admins can remove or disable this feature in Configuration Manager with no
restrictions.

m Reverts to the agent's last validated setting if unable to validate the new workplace setting.

Validate workplace setting

To validate the workplace setting, agents require a phone and an audio access for the PIN code to be played to them.
Moreover, the agents must be in Work offline status to change their workplace setting.

To validate your workplace setting:
1. Log in to 8x8 Agent Console.
2. Change your status to Work Offline.

3. Goto Menu > Profile > Personal.

9
m If your workplace setting is already validated, =~ VALIDATED appears next to the Workplace Phone or
Workplace SIP URI fields.
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Robin (Robin Shasta)

@ Working Offline &midSs B o
avaitavie_|[ Take greak | togou |

a

My Profile

W32

Agent Voicemail

Default cLid
Revision
PEX#
Personal
Loere Agenis *First Name
Participants

* Last Name
Display Name

* Current Country -
* Waorkplace Email
Email Password

Retype Password

Date Format
Default Signature

Default "From”

oo BxB

Direct Agent Access ‘enabled

& [B MyProfile x

(ryandemo0101) ryandemo0101

Prompt Timeout - 30 sec Clusterid na302:1

disabled Language English (US) Version - Package . 9.10.0

14084571955 Oirect access number 6025 Dial Flan ‘[’IEIEE’_"T*‘E"I":L"“’““""Q Plan
1576 Primary language - English Secondary language

025 Agent oo

You must be on "Work offiine

) Workplace Phone

Robin Shasta O Waorkplace SIP URI

autoselect Make Verification Call
Phone Connection Mede

Auto Answer is enabled

Send me a test email

Personalization

MM/DD/YYYY Email Signature

(No Default Signature )

(No Default From )

(ROBIN.SHASTA) Shasta, Robi

sta

to change Workplace Phone/SIP UR| and Phone Connection Mode.

1-408-691-6969 @ VALIDATED
robin@ax8.com
Use the callto setup agent voicemail

©On Demand

@

a If you make any changes to the workplace setting, then

validate your change.

Validate appears next to the updated field until you

@ Working Offline

Robin (Robin Shasta)

om:36s

e | e | s |

My Profile

Direct Agent Access

X O

Agent Voicemail

Default CLId

Revision

PEX %

Personal

agens
€ * First Name

* Last Name
Display Name

* Current Country
* Workplace Email
Email Password

Retype Password

Date Format
Default Signature :

Default "From”

BHe S My Profile x

(ryandemo0101) ryandemo0101

enabled

PromptTimeout - 30 sec Cluster id na30:2:1

disabled Language Englsh (US) Version - Package . 9.10.0

14084571955 Direct access number 6025 Dial Plan L’;Fﬁ[’?g_";‘;;l"“mbe""g Plan
1576 Primary language:  English Secondary language

6025 Agent ol

Youmust be on "Wark offine” state to change Workplace Phone/SIP UR and Phone: Connection I

Workplace Phone

Robin Shasta O Workplace SIP URI

autoselect

Phone Connection Mode

Auto Answer is enabled

Send me a test email

Personalization

MM/DDAYYY Email Signature

(No Default Signature )

(No Default From }

(ROBIN.SHASTA) Shasta, Robin

1-408-691-6968 = @

Validate ‘
robin@8x8 com
Use the call to setup agent voicemail
©On Demand
@
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: , Q.
4. To save the changes in the workplace setting, click ~ Validate.

:_fl - Empty fields and invalid formats such as 1-408-555-000e, do not show the It:,IVaIidate button.
- The Make Verification Call button is disabled until the workplace setting is validated.

Note: .
- If you make other changes in the agent profile such as changing your current country or signature,
the Save button in agent profile is enabled until you save those changes.

- If you Save agent profile before validating the new workplace setting, only the changes to the
workplace setting is lost and it goes back to the last validated setting.

- If you close agent profile before validating the new workplace setting, a message appears to eitheré
Validate New Setting, or Close and keep the last setting. |

- If you change the agent status before validating the new workplace setting, a message appears to§
either Validate New Setting, or ignore your changes and Keep Last Setting. :

- If you Reset the agent profile before validating the new workplace setting, a message appears to
Validate New Setting, or Reset and revert to the last validated setting.

The agent receives a verification call for the new setting. Answer the call. A four-digit PIN is played to the agent.
The PIN code is numeric only and is repeated in the call.

6. Enterthe PIN in the confirmation window and click Confirm. The new changeisnow VALIDATED and auto
saved.
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@ contirmation

Workplace setting validation
Please enter the PIN code you just
heard an the phane.

]

Woaiting for workplace setting validation...

: Note: When a Persistent Connection Mode is open, changes to the workplace setting drops the
connection mode. The validation call is placed to the new setting and a four-digit PIN is played to
] the agent. Validation calls are not auto answered.

B [ & [E MyProfie x

1 -

h

v -

T Prone agents

| - — Pardcipants -

I o Confirm

(D) n order to make the cal to validate your new

warkplace setting, your active persistent
connection will be dropped.

Ok Cancel

Powsrad iy §xB
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7. If you enter a wrong PIN code and click Confirm, validation failsand =~ Validate still remains in the agent profile.

A failure message is displayed in agent profile. Repeat the process from the Profile page until the message in the
call verifies the successful validation.

8. Once Validated, change your status to Available and continue.

Enable Persistent Connection Mode

The Persistent Connection Mode in 8x8 Contact Center was previously referred to as the off-hook connection mode. By
selecting the Phone Connection Mode, agents can set up their voice connection before beginning to handle phone calls
and remain connected throughout their working day. Agents can respond to incoming and outbound phone calls with a
simple click on the user interface improving their call handling efficiency. If the administrator allows agents to change
their Phone Connection Mode, agents can choose one of the following modes from 8x8 Agent Console profile:

= On Demand: On Demand Connection Mode creates a temporary connection from the agent’s workplace phone to
the system. The agents have to manually accept the call in their soft or hard phone.

m Persistent: Previously referred to as off-Hook Connection Mode, Persistent Connection Mode creates a constant
connection from the agent’s workplace phone to the system. Once the connection is open, it will stay active until
logged out. Any changes to the setting will remain in effect for the whole duration of the agent’s Persistent
Connection Mode. Agents set up their voice connection before they start working on calls and remain connected
throughout their working day. It allows them to respond to incoming and outbound phone calls with a simple click
on the user interface, improving their call handling efficiency.

Features

m Agents can immediately and seamlessly connect to customers.

m Offers a Persistent Connection Mode from the agent's device to 8x8 Contact Center that is ready for outbound
dialing.

m Removes the need to connect the agent's workplace phone for every call handled.

= Increases productivity from a higher throughput of calls.

If this feature is enabled by the tenant administrator, agents can use Persistent Connection Mode to respond to

Version 9.13 64



Configure your profile
8x8

incoming and outbound phone calls.

To enable Persistent Connection Mode for an agent session:
1. Loginto 8x8 Agent Console. Your status is set to On break.
2. Change your status to Available.

It triggers the outbound call from 8x8 Contact Center to agent's Workplace Phone or Workplace SIP URI to open
the Persistent Connection Mode.

3. Answer the phone call to receive a four-digit PIN code to authenticate the Persistent Connection Mode. This PIN
is valid only for that session

] rt @ New Case
Filters Assigned to me Go Search v
! Fave R
Q 7 Cases 0-00of 0
a &% O
# Last Updated  Customer Customer Type  Company Subject Status ¢  Create Date
o No items to show.
I Fav Re
Q v
Nam, (c]
Ponersioy §xB
b ozl
e Note: . . . .
R ote: Every time agents log in and make themselves available, they receive a new PIN for
1= authentication.

4. At the prompt, enter the PIN and click Confirm. It may take a few seconds.

You are now connected to Persistent Connection Mode. A message appears on top indicating that Persistent
Connection Mode is open.

e Note: When a Persistent Connection Mode is open, changes to the workplace setting drops the
: i_- j connection mode. The validation call is placed to the new setting and a four-digit PIN is played to
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Confirm

5. If you miss the call, click Re-open connection. It triggers the outbound call from 8x8 Contact Center to agent's
Workplace Phone or Workplace SIP URI to open Persistent Connection Mode.

6. If you click to change the Phone Connection Mode to On Demand, a confirmation message notifies the agent of
the setting change.

7. Click Ok.
8. Click to Save the profile settings.
Work with Persistent Connection Mode

If permitted by the administrator, agents can opt the connection mode in their profile. Once the Persistent Connection
Mode is established and you receive an inbound call, the phone tab blinks red. Click Answer Call in the Control Panel
and get connected right away without shifting focus to your desk phone or soft phone.
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H m Robin (Robin)

ustomer Call Offered

B3 [ &b NewCustomer (824) X CallLog (824) X New Customer (825) X Call Log (825) X

Answer {all -
“_—‘ JE[] cace | [N AR .
Customers: Customers List
n Task Number: 53 * Created by: Robin Shasta
* Assigned to: Robin Shasta * Phone: 14086912504
Optians Email: Subject Call Log
Due Date 08/01/2019 16:30 o] Status: Closed

Incoming Reject
Media Type:  Phone
Call Type: nbound

Phone _Transaction  Agents Description

Transaction Information

Caller

Name:

Phone aneEatann

Tty | Create Date:  08/01/2019 16:30:59 Last Modified Date: 08/01/2019 16:3
Customer Transaction Id: 825 Campaign Name:

Call Duration: 79 Transaction Code:  N/A

WIRELESS CALLER
Enable Reminder

Company: -
Subject: 2
Channel

e — -408-627-8209 o

a0 §x8

To work with Persistent Connection Mode:
1. Login to 8x8 Agent Console. Make sure Persistent Connection Mode is enabled in the agent profile.

2. Click to change your status to Available.
It triggers the outbound call from 8x8 Contact Center to agent's Workplace Phone or Workplace SIP URI.

3. The agent status changes to Persistent Call Offered at this time.

Robin Shasta

. Persistent Call Offered

| Reject Call

4. Accept the offered calls to instantly connect to the inbound call, or hear 8x8 Contact Center ringing the customer
for the outbound calls.

5. If you click Work Offline or Take Break, the Persistent Connection Mode will remain connected as long as you do
not hang up the agent's phone.

6. If you Log Out or hang up the agent's phone, you lose your connection. A notification appears allowing the agent
to open the Persistent Connection Mode again.

7. Click Re-open connection to continue.
Change your Phone Connection Mode

Persistent Connection Mode must be enabled by your tenant administrator. Once enabled, agents can see their
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connection mode in 8x8 Agent Console under My Profile > Phone Connection Mode.

To change your Phone Connection Mode in 8x8 Agent Console:

1. Log in to 8x8 Agent Console.

Click to Work offline.

R

tenant administrator.

Go to My Profile > Phone Connection Mode.

5. Click Save. A dialog box notifies you of the status change.

Robin (Robin Shasta)

My Profile

Direct Agent Access

Agent Voicemai

3
a ¢ Default CLId

Revision

PEX %

Personal
* FirstName
* LastName

Display Name

Favorites  Recents * Current Country
Q 1 * Workplace Emaf
Email Password
]
Retype Password
om3ss ¥

Show Status in: | OneTab ¥

Poweredby Bx8

B B & [B MyPoflx

enabled
disabled

14084571955

1576
6025

Robin Shasta

autoselect

(ryandemo0101) ryandemo0101

Prompt Timeout: 30 sec
Language English (US)

Direct access number :6025

Primary Ianauane :_Enalish

(ROBIN.SHASTA) Shasta, Robin

Clusterid 3021
Version - Package : 9.10.0

Dial Plan

Sacondary language

Persistent Connection Mode Enabled

You're now enabled to work with a persistent connection!

Next time you go available, your persistent connection will open. Then, you can
accept all inbound calls in the interface and outbound calls wi

right away.

Remermber to keep your connection open until you finish your working day.

Do not show again

Ok

dial the customer

Send me a test email

Personalization

International Numbering Plan (ITU-
TE.164)

6. Click Ok.

7. Click to change your status to Available. You receive a phone call.

Configure your profile

Click to change the Phone Connection Mode. Agents must have the change permission granted to them by

8. Answer the phone call to receive a four-digit PIN code to authenticate the Persistent Connection Mode. This PIN

is valid only for that session or while the phone is connected. There is no audio prompt or audio indication for

Persistent Connection Mode.

9. If you are disconnected, click Re-open connection to continue.

Combinations for Phone Connection Mode and Auto Answer settings

Auto Answer can be combined with Persistent Connection Mode to create an on/off combination of the two features.

Auto Answer settings combined with Persistent Connection Mode can be configured at multiple levels depending on

the features availability:
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Connection

Persistent Off,
Auto Answer Off

Persistent Off,
Auto Answer On

Persistent On,
Auto Answer Off

Persistent On,
Auto Answer On

Configure your profile

Behavior

Phone Connection Mode is On Demand and Auto Answer is off, so the agent needs to answer
the phone for every phone interaction.

Phone Connection Mode is On Demand and Auto Answer is on, so the agent phone auto-
matically connects, and the interaction is auto answered when offered.

Phone Connection Mode is Persistent, so the agent media path is always connected but for
every phone interaction the agent needs to click the Accept button.

Phone Connection Mode is Persistent, so the agent media path is always connected, and the
interaction is auto answered when offered.

Configure workplace email

Your 8x8 Contact Center supervisor has configured your Agent Profile to conform with your contact center technical

requirements and
Profile.

company policy. To access workplace email, log in to the 8x8 Agent Console and go to Menu >

To configure workplace email:

1. Log in to the 8x8 Agent Console.

2. Goto Menu > Profile to configure the following options and Save.

Field
Workplace
Email

UserID

Email
Password

Send me a
test email

Version 9.13

Description

Indicates the agent's email address. When the agent uses the CRM case management page to
send an email, the agent can choose this email address as the From address for the message.
Your email addresses can have up to 254 characters.

If an 8x8 Contact Center administrator has configured the user’s outbound email servers to
override the server configuration, the user is required to enter their individual email address.

If an 8x8 Contact Center administrator has configured the user’'s outbound email servers to
override the server configuration, the user is required to enter their individual password. If there is
no password set up, a message prompts notifying the agent that there is no email password
configured for your email account. To send an email from the custom email server, the agent must
select their individual email address to send emails from.

Enter your email address and password and tests the connection. If there is no password set up, a
message prompts notifying the agent that there is no email password configured for your email
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Field Description

account.
Date Offers a choice of date formats to apply on all email notifications sent to and from the tenant.
Format

Default Choose the default email signature used when sending email messages from the agent's account.
Signature | When the agent uses the CRM case management page to send an email, the default signature
appears as one of the choices in the Signature list.

Default Choose the default From address used when sending email messages from this account. When

From the agent uses the Local CRM to send emails to customers, the default address is automatically
populated or appears as one of the choices in the From list. To send an email from the custom
email server, the agent must select his email to send emails to customers.

Interaction | Choose a specific sound such as chime, ringing, or knock for your interaction and save.
Sound

Email Create elaborate HTML-formatted signatures to be rendered in the email notifications sent to
Signature | customers by creating a signature in your profile, saving it, and inserting in the Description field of
notification emails.

For details, see how to configure your profile.

Enhanced outgoing email settings for agents via SMTP

As an 8x8 Contact Center agent, when you email customers via email channel, you want to ensure that customers
receive the emails without being blocked by your outbound email servers, or the spam filters of the customer’s email

servers.

To ensure the delivery of emails sent by agents, 8x8 Contact Center now supports an enhanced configuration for
outbound mailing systems, only available for custom SMTP servers. This enhancement allows specific configuration by
8x8 Contact Center administrators for each and every channel or agent, so that emails actually get signed and sent
using the individual accounts. When sending out emails, the “From” section in the email header must match the actual
address used for sending out that email, which implies using correct accounts and credentials, and the actual sender.
When an agent sends an email via a channel, it uses the channel address. When an agent sends an email via their own
address, it uses the agent's individual email address.
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Prior to this release, emails were sent from a unique address and user account configured on the SMTP server. The
email address on the email header did not match the email address used to send the email, causing emails to be

blocked by spam filters.

Features

m Prevents the agent’s emails from being blocked by the outbound email servers.

m Uses one or more custom SMTP servers specifically configured for each email channel or agent.

m Uses the channel email address when agents send emails via a channel.

m Uses the agent email address when agents send email via agent's email.

Send emails from the custom email server

Prevents the agent's emails from going to the customer's spam and junk folder, or being blocked by spoofing filters.

If an 8x8 Contact Center administrator has configured the user’s outbound email servers to override the server

configuration, the user is required to enter their individual email address and password in the Profile page.

<« - 0O @ [ Vec-na30b.8xe.com,
BMOsS o My Profile x

My Profile
Direct Agent Access tenabled
Agent Veicemsils  enabled

Default CLId 14084571955

Revision 9893
PBX# 6025

Personal

* First Name :
* Last Name
Display Name.
* Current Coun

* Workplace Email
All Favorites  Recents. .

o - User D
 Email Password
o e )

ACMEBILUNG

Send me a test email

© Robinsnssa oma3ss

David Mackenzie  1hSom... ¥r Personalization

Date Format MMDDAYYY
Default Signature (No Default Signature )

Default "From" (No Default From )

(ryandemo0101) ryandemo0101
Prompt Timeout: 30 sec
Language English (US)

er 6025

Primary language:  English

Agent DID

O Workplace SIP URI

Make Verification Call  Use the call o setup agent voicemil

Phone Connection Mode

Auto Answer is enabled. @

Email Signature:
SueH,

@

(ROBIN.SHASTA) Shasta, Robin

Clusterid

Version - Package

Dial Plan

Secondary language

na302:1
9.13.0.0.20210608103332524

International Numbering Plan (ITU-T E.164)
with VOVCC

If there is no password set up, a message prompts notifying the agent that there is no email password configured for
your email account. To send an email from the custom email server, the agent must select their individual email

address to send emails from.
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Create New Follow-up

AL Favories Recents ~ Properties
Q 4 Follow-up Number: 217.(wilbe set pon save) * Created By: Robin Shasta
e &€ O Case Assigned Ta: Robin Shasta~ Sttus Closed
P Prioy: Medum Prject 12
dcmess. 0 © omoos % Severity: Information Meda Type: chat
Category: Default
Visivily: Intermal
~ Notification

I(Acmeletsinc@gmail.com)
o,

el(david.mackenzie@8s.cor

® ~ Details

* Subject:

L * Description
nsam. % BIU A B Fomat Font Sze - % X

obin Shast @ Cc Bec

Personalize your console

You can personalize your 8x8 Contact Center 8x8 Agent Console emails and chat by:

m Defining a date format for your communications, such as MM/DD/YYYY or DD/MM/YYYY.

Configure your profile

Note: This step is necessary only when the user's outbound server is set to a custom SMTP server and
== configuration override. For default configuration, the agent is not prompted for their email credentials.

= Creating a simple text-based signature, or a custom signature using HTML tags. If necessary, you can create
multiple signatures but set up one as default for all your emails. You can insert a signature with a single click in your

emails. See Insert Signatures in Description Box for details.

m Choosing a default From email address, or select the email address used for inbound channel as default.

m Choosing a sound for the interactions. The Interaction sound is an audio alert that can be heard when an

interaction is offered to you. Click Play to listen to the sound.

m Showing a chat message sound or chat message browser notifications when receiving a chat message. Click Play

to listen to the sound.

To personalize your email and chat:
1. Login to 8x8 Agent Console.
2. Goto Menu > Profile.
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3. Make changes in My Profile > Personalization.

4. Click Save.

Personalization

Date Format : MM/DDAYYYY

Default

Signature : Sasha solovey

Default "From":  Sasha Solovey

Interaction

Sound : Chime

Chat Message

Sound : Knack

Use email inbound channel
address as default if available

Show chat message browser notification

Reset preferences to default Use the reset to restore preferences to system defaults

Email Signature
Thank you,
-Sasha Solovey

® Play
® Pla

Agents can save their preferences on the server and access them from a different computer or browser. Their favorites

and most recent settings will be saved on the server for the next time they log in.

The following user preferences are saved on the server:

Feature

Monitoring window state

Menu > Report > Historical
Report

Chat > Pop-up chat
Menu > Help > FAQ

Customer's tab > Report >
Search

Phone > Options > Dial Pad

List of recent 8x8 Work con-
tacts

Call tab

Version 9.13

Details
m Last selected tab (Queue Management, Campaign Management, etc.)
m Last selected main filter on each tab (Real time, Last 30 Min, etc.)
m The last selected agent if the active tab is Agent Management
m The last selected queue if the active tab is Queue Management
m The last timezone selected

The Do not display this message again check box

Chat pop-up size, sort specifiers, and window position
FAQ window size, list of favorites, list of Recents

Favorites and Recents in Search window

The Long tone check box

Maximum 20 contacts

Click to see the list of called numbers from the phone field. The called numbers
appear on the list.
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Feature

Queues Panel "

Agents Panel n

One tab or two tabs

Details

Last selected tab (All, Favorites or Recents)

Favorites queues

Recent queues

Configure your profile

Sort by queue name, longest waiting, etc. (All 3 tabs - All, Favorites and Recents)

Last selected tab (All, Favorites or Recents)

Favorite agents

Recent agents

Sort by status, agent name, duration etc. (All 3 tabs - All, Favorites & Recents)

The last selected tab (Queues or Agents Status) is remembered.

Note: If you do not like to keep your changes for the next time, reset your preferences to default before

= :ﬁj you log out.

To reset your personalized settings to system default:

1.
2.

Version 9.13

Log in to 8x8 Agent Console.
Go to My Profile tab.

B A& My Profile x

Personalization

Date Format : MM/DDAYYYY
Default
Signature : Sasha Solovey

Default "From":  Sasha Solovey

Use email inbound channel
address as default if available

Interaction chi
Sound : nime
Chat Message

Sound : Knork

Show chat message browser notification

Email Signature :
Thank you,
-Sasha Solovey

® Play
® Play

Reset preferences to default IUSE the reset to restore preferences to system defaults

Click Reset Preferences to default.

Click Yes to confirm.

This option resets your visible columns, tabs, sounds, date format, notifications, and cases. It also clears favorite

settings and Recents, and causes page to reload. See the Preferences table.

74



Configure your profile
8x8

Configure External CRM

If your 8x8 Contact Center is integrated with an External CRM, such as Salesforce or NetSuite, you can access your
CRM account from your 8x8 Agent Console by saving the login credentials necessary to access the account. Integrating
with External CRM enables you to expand the capabilities of the 8x8 Contact Center CRM, and to incorporate your
existing CRM system data into your tenant's interaction processing workflow. The integration supports phone,
voicemail, chat, and email channels allowing you to access data from External CRM through an integrated 8x8 Agent
Console.

8x8 Contact Center now provides out-of-the-box integration with:
m Salesforce
= NetSuite
m Zendesk

m  Microsoft Dynamics

To enable your agent account for External CRM Integration:
1. Login to 8x8 Agent Console.
2. GotoProfile.

3. Scroll down to the External Setup area. For details, see External CRM setup summary table.
The External Setup provides three tabs:

m Authentication Tab: Allows agents to save CRM login credentials.

m Screen Properties Tab: Allows agents to define screen pop properties such as opening a new window for
screen pop.

m Window Properties Tab: Allows agents to define size and position of the screen pop window.

N Note: The Screen Properties and Window Properties tabs are enabled only if the tenant
administrator grants access privileges.
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4. Enter your CRM username and password in the Authentication tab.

BH ve-o | obin (Rabin Shasta)

'@ Working Offline 0m:23s.

[(rvanavie ][ anesrese ][ ogowe ]

L Wm e & 0

Agents Status

s Recents

7

[ ) My Profile x

wvuipraLe Linan
Email Password ©  sesssessessse
Retype Password . sesssssssssse

Send me a test email

Personalization

Date Format MM/DDIYYVY
Default Signature (No Default Signature )
Default "From" (No Default From )

Use email inbound channel
address as default if available

Interaction Sound None
Chat Message Sound - None

{8 show chat message browser notification

Reset preferences to default  Use the reset torestore preferences

External se(up

Windows
v O Propetion o
External Username
External Password

Email Signature
SueH

to system defaults

Assigned Queues
Y =] (=]

Configure your profile

from an external application. Obtain your security token from the original Salesforce
communication email or your Salesforce administrator.

Note: Salesforce requires you to add the security token to your password to authenticate access

Note: The agent's ability to define screen pop window properties is available only for Salesforce,
Zendesk, and Microsoft Dynamics integration.

7. Click Save.
Your settings help launch your External CRM from 8x8 Agent Console.

Version 9.13
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Your supervisor provides you with the information you need to access and work with your contact center's External
CRM product.
For details regarding External CRM setup in Agent Profile, see External CRM setup summary table.

External CRM setup summary

The following table summarizes External CRM setup options in 8x8 Contact Center 8x8 Agent Console and under
Agent Profile:

Functional Area Description
Authentication Tab = External Username: Enter the username or login ID to log in to your External
CRM.

= External Password: Enter the password to log in to your External CRM.

Screen Properties Tab = Open new window for Screen Pop-up

O This option allows agents to view interactions via screen pop in a standalone
pop-up window instead of opening new tabs within 8x8 Agent Console.

Note: This tab is enabled If an interaction is connected to multiple records, a tab opens listing all matching

only if the tenant admin- records. You can click on a record to view the record details.

istrator grants access. If the option is disabled, launches the native CRM URL within 8x8 Agent Console.

Along with this option, two more options are available:

o Use single window only: This option displays the screen pop in a new
window and refreshes the same window to show new contact and call log
information.

If disabled, launches new contact and call log information in new windows.

o Hide result listing for single search result: If an interaction fetches
multiple matching records, a browser tab lists all matching records in a
tabular format. Clicking on a record shows the record details.

If this option is enabled, an interaction fetching a single matching record
opens the record details in a new window and hides the result listing tab as
shown below.
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Functional Area Description

B Customers

Customers [ Report @ New Custome:
Filters (@ Contact: Ms. Babara Levy ~ salesforce.com - Developer Edition - Windows Internet Explorer provided by Contactual, Inc. [ ) [ parch v
‘ . https://nal.salesforce.com/003E0000001a7 M TLAD & E‘

salesforce l” Search Search £ Switch to Lightning Experience  Sasha Solovey v Setup  He
Last Upd.

0601/20|| Home Chatter Files StartHere Accounts Camps Leads Merchandises  +

06/01/20 Lyt
4/ Ms. Babara Levy
S ===

Customize Page | Edit Layout | Printable | n

fC* Hide Chatter| @3 Foliow

06/01/20| Babara Levy i
i, Rose Gonzalez mething Followers
06/01/20) Thomascorp Attach 3 File & Link

” 00001012 B o rollowers

University of Arizona

Amar Desai

Jack Rogers

John Bond There are no updates

Sort by: Post Date ~

Sam Bernard
T Opportunities (1) | Cases[zl | Open Activiies [0 | Activity History (s+] | Campaign History[n] | Nofes & Atiact
HTML Email Status [0

. Contact Detail Eqit | | Detete| | Clone | |Request Update || Clickzn:
@ Recycle Bin ol ool Wl Wb
Contact Owner Sasha Solovey [Change] Phone E5. (650) 421-1¢
Name s, Babara Levy Home Phone
Account Name  Express Logistics and Transport Mobile B~ (503) 421-5¢
Title VP, Operations Other Phone

Department  Operations Fax  (503) 421-7801

« i ] |

Delete All

If this option is disabled, the matching single record lists in a tab in addition
to opening in a new window.
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Functional Area

Window Properties Tab

Note: This tab is enabled
only if the tenant admin-
istrator grants access.

Description

Configure your profile

B Customers

< Back to Customers

v Levy, Babara 110000000

Voice:
Fax:
Altern|
Phone|
Creatg
Comm

> Ad
~ Ca

> Ta
> Hi

(& Contact: Ms. Babara Levy ~ salesforce.com - Developer Edition - Windows Intemet Explorer provided by Contactual, Inc. = | ||
[ ipsy//nas.salesforce,com/03E0000001aTMTIAL as

C

Home Chatter Files StartHere Accounts Camps Leads Merchandises  +

Search

(3 Switch to Lightning Experience  Sasha Solovey +

Setup  He

Babara Levy
Rose Gonzalez

{ Thomascorp.
00001012

{/ University of Arizona

% Amar Desal

Jack Rogers
John Bond
Sam Bernard
00001000

™ Recycle Bin

Contact
2/ Ms. Babara Levy

A i Cratr] @ Foliow

Attach (3 File

There are no updates

Opportunti

Link

[

Customize Page | Edit Layout | Printable I

Followers

Gl Nofollowers

Sort by: Post Date ~

Cases 2] | Open Activities [0] | Actvity History[5+] | Campaign History[o] | Motes & Aftact

Contact Detail
Contact Owner
Name
Account Name
Title
Department

Edit | | Delete

Sasha Solovey [Changel
Ws. Babara Levy
Express Logistics and Transport
SVP, Operations
Operations

HTML Email Status [0

Clone | | Request Update || Click2Dial
Phone
Home Phone
Mobile
Other Phone

Fax

i

== (650) 4211

B5 - (503) 421-5¢

(503) 421-7801

[

Edit

@® New Task

Show toolbar:

= Selecting Yes displays the Internet Explorer toolbar at the top of the standalone

pop-up window.

= Selecting No displays the window without the Internet Explorer toolbar.

Size and Position:

= Inthe text entry areas for width and height, enter the size of the screen pop

window in pixels.

= Inthe top and left text entry areas, enter the screen position of the screen pop

window's upper-left corner in pixels.

View your assigned queues

Y our 8x8 Contact Center supervisor has assigned you to one or more queues. You can process interactions from these

queues.
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In the My Profile page, the Assigned Queues area lists the queues that are assigned to the agent, grouped by media
such as inbound, outbound, chat, email, or voicemail.

To view your assigned queues:
1. Login to 8x8 Agent Console.
2. Goto My Profile > Assigned Queues.
3. Select the desired media tab such as Inbound, Chat, or Email.
4. Check if the check boxes are selected next to your assigned queues.

If you have the required 8x8 Agent Console account permissions, you may block interactions from a queue by opting out
of queue assignments as directed by your contact center supervisor.

To opt out of a queue assignment:
1. Goto My Profile > Assigned Queues.
2. Select the desired media tab such as Inbound, Chat, or Email.

3. Clear the queue assignment check box in My Profile.

H Robin (Robin Shasts)

B 3] My Profile x
@ Working Offiine om:A7s oaasa —

Available || Take Break Log Out Current Country Chile e

~ Workplac: Phone Connection Mode:  On Demand
L & 0 Werkplace Email

Send me a test email

Personalization

Date Format: MM/DDAYYY Eref S
Default Signature (Mo Default Signature ) sueH.
Default "From” (No Default From )

Use email inbound channel
address as default if available

Interaction Sound Mone

Chat Me: ound . None
Show chat message browser notification

Reset preferences to default | Lss the rasetto restars prefarances to system defaults

External setup Assigned Queues

[9] (] ¥ 5 =] B

Acmelets Inbound
External Username : robin.shasta @

External Password - sesmsseses

@ iinbound

Sales whisper IN

4. Save changes to your profile.

Interactions from this queue are not offered until enabled again.
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Setyour status

Set your status

8x8 Contact Center allows you to change your status by selecting a status button in the Control Panel. When you are
log in to 8x8 Agent Console, you may or may not be ready to accept new interactions. Choose a status that fits your

situation:

Version 9.13

Available: In the Control Panel, click Available to receive new interactions and access all features. In this status
you can use tools while waiting for a new interaction, and 8x8 Agent Console is permitted to offer you new
interactions.
8x8 Agent Console automatically changes your status to Busy or In Progress when you:

o Accept an incoming interaction.

o Place an outbound call through a queue.

Busy or In Progress: When your 8x8 Agent Console status is Busy or In Progress, you are unavailable to receive
new interactions. The amount of time you are allotted to accept an offered interaction is specified by your contact
center administrator during the contact center configuration. When you are Busy or In Progress, 8x8 Agent Console

enables you to access all 8x8 Agent Console tools.

) Note: The Configuration Manager administrator can allow agents to handle up to six chats with
E —/ customers or an unlimited number of chats with other agents of the same tenant and at the same

time.

Post-Processing: When you complete an interaction, 8x8 Agent Console automatically changes your status to
Post-Processing. When your status is Post Processing, you are unavailable to receive new interactions. Use the
Post Processing interval to perform any tasks required to finalize the interaction. The amount of time you are
allotted to perform Post Processing is specified by your contact center administrator when they configure the
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contact center.

Setyour status

Note: If you do not route an outbound call through a queue, your status remains unaffected. If your

status is Available while placing an outbound call, you are open for incoming interactions.

m Working Offline: In the Control Panel, click Work Offline to prevent 8x8 Agent Console from offering you new

interactions, but you can retain the ability to access all features. Change your status to Working Offline, if you are

processing the current interaction, updating the CRM data for a previously received interaction, or taking a break.

Regardless of why you are Working Offline, 8x8 Agent Console is not permitted to offer you a new interaction.

m Take Break: In the Control Panel, click Take Break to become unavailable to receive new interactions, and

disable access to all features.

m Log Out: When you choose this status, you are logged out of 8x8 Agent Console and do not receive any

interactions.

The following table gives a summary of 8x8 Agent Console tools and options available for each type of agent status:

Agent
Status

Available

Busy,
In Pro-
gress

Post Pro-
cessing

Working

Version 9.13

Description

The agent is available to receive
new interactions.

The agent is busy handling a
queued interaction.

The agent has ended an inter-
action and is preparing to wrap

up.

The agent is not available to

Where to access?

Click Available in the Con-

trol Panel.

Automatically changes as

soon as the agent accepts a

queued interaction.

Automatically changes to

Post Processing as soon as

the agent ends the inter-
action.

Receive
new
interactions

Yes

Click Work Offline button in | No

Available statuses

n Work Offline
m Take Break

No other status is
available during the
Busy status until the
agent finishes the
transaction.

No other status is
available until the
Post Processing
time is out. The time
is determined by your
contact center admin-
istrator.

m Available
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Agent
Status

Offline

Busy (Stop
New)

On Break

Version 9.13

Description

receive new interactions, but all
the features are enabled and
accessible.

The agent has accepted a chat
and chooses to stop new inter-
actions to wrap up the chat ses-
sion that is already in progress.
This status blocks all queued
interactions to this agent.

The agent is not available to
receive new interactions. Access
to all features is disabled.

Setyour status

Receive
Where to access? new Available statuses

interactions
the Control Panel. m Take Break

m Log Out

Click Stop new offered dur- | No No other status is
ing Busy status. This button available during the
is only visible when the Busy status until the
agent is handling a chat inter- agent finishes the
action. To receive more transaction.
chats, click Resume.
Click Take Break in the Con- | No = Available
trol Panel. You are auto- a Work Offline
matically placed on break o Leg @

when you reject a queued
interaction.

Note: The
Control Panel
becomes

unavailable .
when the agent
changes the '
status to On
Break.
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Check queue and agent status

The Status tab in 8x8 Contact Center Control Panel provides real-time information about queues and agents. It shows
the number of interactions waiting to be served in a queue, the longest waiting interaction in a queue, the number of
eligible agents in busy state, and the status of agents. Supervisors can check the status of queues and agents they
supervise, and communicate with agents instantly via chat or call.

The Status tab organizes the status of queues and agents in separate tabs:
» Queues Status: View the status of queues you are a member of.

= Agents Status: View the status of other agents belonging to your group.

The constant status update of queues and agents support the heavy workloads of 8x8 Contact Center dialer. With
frequent handling of outbound calls, the status of queues and presence of agents change frequently. The changes to
the agents’ presence are aggregated and consistently updated to 8x8 Agent Console.

With improved performance, the list of agents and queues are reliably refreshed every five seconds. The agents’
presence status is updated even during a system interruption. For example, when there is a power outage, the backup
mechanism keeps the agents’ status updated and therefore, the list of agents and their statuses can still be retrieved.
This improvement maintains a reliable status update at all times helping agents make an educated decision as to
whether to transfer the interaction to an agent or not. To view the status of queues and agents, log in to 8x8 Agent
Console and click to see All in the Queue Directory and Agent Directory in the Status tab.
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B MO & ooy

Directory

Emailor PEX Service Public & Department Private vec Group, Action

Support 6047 Acme-Bilng 9% w

sho talus

of the queues that

the agent is part
of.

Ability to Search

Search and retrieve status about a specific queue or an agent instantly. The search is not case-sensitive.

All Favorites Recents

Q 7
Queue r:aa Qg @

INBOUND PHONE (=]

Supportinb.. 0 0 Omo00s W
OUTBOUND PHONE

SupportQu.. 0 0 Om00s I
CHAT

SupportChat 0 O Om:o00s W

VAICE RaAT

All Favorites Recents
Q |535"a |X 7
& Name @
SUPPORT

5asha Solovey 43m:46s

Show 5tatusin: OneTao ¥

Powerad by sxs

You can also search agents via the Shared Directory. The Shared Directory lists the company's extension users,
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including 8x8 Contact Center agents. Go to the Directory tab to access the Shared Directory. This feature is

available for users of Unified Login with 8x8 Work.

B 0 & © ooy MyPofe x

Directory «»

,,,,,,,

ungroup

ungroup

5 % & B B oo B

Ability to Filter Queues and Agents

Filter queue status information by queue relationship, member status, and media type.
Filter queues by:

» Queue Relationship: Supervised by you, or queues you are a member of.
If you are a member you can filter by status:

o Enable: You are a member of, and enabled to serve.

o Disable: You are a member of, but disabled from serving.
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Check queue and agent status

» Media: media type such as: Inbound Phone, Outbound Phone, Chat, Email, and Voicemail queues.

Sasha (5asha)

.Workl’ng Offline A47m:55s

L m B & 0

All Favorites  Recents

Q @

Filter Options
Queue by queue relationship

INBOUND PH
B2 vember
Support inb
by status
M enable
Support Qu Disable
CHAT Filter by media
Support Chi Inbound Phone
LOMEE KA Outbound Phone
@ chat
8 Email

OUTBOUND £

All F, & voice Mail
P

o} g
& Name @

SUPPORT

Sasha Solovey 47m:51s

Show Statusin: OneTab ¥

Fowerad by 8 x 8

Filter agents by:

Version 9.13

Note: If you are disabled from serving a queue, you can still view the status of that queue, but the
queue appears gray in the directory.
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Check queue and agent status

m Status: you can select one or more statuses such as Available, Busy, Post Processing, Logged Out, etc.

m  Group Name: You can select one or more groups that an agent is affiliated with.

You can also check agent presence via the Shared Directory. The Directory

Sasha (Sasha)

.Workl’ng Offline 45m:45s

Y

Q

m, O &8 O

Favorites Recents

Queue & %g @
INBOUND PHONE [4
Supportinb.. 0 0 Om00s T

OUTBOUND PHONE

SupportQu.. 0 0 Om00s T

CHAT

SupportChat 0 0 Om:00s I

AT RaAT

All

& Nan

SUPPQ

Sash

Favorites Recents

Filter Options

Status

Past Processing [4]
Direct Call

Available E ‘
WorkingOfﬂine |
Busy

On Emai L=
Group name

Support

Sales

SRo Ao oy

Powered by 8!8

tab in 8x8 Agent Console lists all

extension users with their status set in the 8x8 Work client application. Similarly, you can view the status of agents or
other extension users from 8x8 Work. This feature is available for users of Unified Login with 8x8 Work.

Note: The status shown in the Directory tab in 8x8 Agent Console is retrieved from 8x8 Work and not

from 8x8 Agent Console.

Version 9.13
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Defining Favorites

Bookmark agents you contact often and queues used often, and track their status every time you log in with just a click
on the Favorites tab.

For example, you are one of five managers in the AcmeJets Support agent group. You manage seven team members
out of the 50 members belonging to the group. You can mark these seven team members as your favorites and monitor

their status with just a click, rather than sifting through the status of the whole team.

HE Sasha (Sasha) HH m Sasha (Sasha)
Hee B

@ Working Offline 49m:06s @ Working Offline 49m:54s

Available Take Break Available Take Break

v ©
:a'.'cri:es Recents All Favorites e &
Q A Q ¥
Queue &Y 0O Queue & ¥ @
INBOUND PHONE INBOUND PHONE
Supportinb.. 0 0 Om:00s Supportinb.. 0 0 Om:00g
OUTBOUND PHONE QUTBOUND PHONE
SupportQu.. 0 0 Om:00s SupportQu.. 0 0  Om:00g
CHAT
SupportChat 0 O  Om:0Os| ¥
1
| | [+ |
You can also bookmark the agent via the Shared Directory. Go to the Directory tab to locate the agents. This

feature is available to users of Unified Login with 8x8 Work.
Tracking Recents

Using the Recents tab:

m Track those agents with who you initiated a call or a chat session in the past. The Recents tab lists those agents
and displays their status. Your search results are stored locally.

Note: The Recents tab does not include participation in a chat or a call.

m Track the status of queues you transferred the calls to in the past.

Click to Chat or Call an Agent From the Status Tab

With just a single click, you can call or chat with an agent from the Status tab. In the Status tab for agents, right-click an
agent in the panel for a context-sensitive pop-up menu with options to:

m Start a Chat: Initiate a chat with the agent.

m Make a Call: Place a call to the agent.
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m  Monitor: Monitor agent activity (supervisor-only privilege).

Version 9.13

Casey (Casey)

.Workl’ng(}f‘ﬂine

L 3

Om:26s

Available Take Break

®

All Favorites  Recents
Q A
Queue é g @
INBOUND PHONE B
Supportinb.. 0 O Om0O0s W
OUTBOUND PHONE
SupportQu.. 0 0 Om00s T
CHAT
SupportChat 0 0 Om:00s I |_|
All Favorites  Recents
Q v
& Name @
SUPPORT
Casey Ki Working Offline
Sasha 5S¢
Sasha Solovey W
Start a chat &l
Make a call L 9
J[IUHJLGLU e Tdl

Fowerad by 8 x 8

Check queue and agent status

You can also chat with or call agents using their extensions via the Shared Directory tab. This feature is available
to users of Unified Login with 8x8 Work.
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Work with codes

Your 8x8 Contact Center administrator may set up different types of code lists serving a unique purpose. The codes are
presented during an interaction if you are assigned to them. You may have to select one or more custom codes as your
status changes or as you process interactions.

Such code lists include:

m Status Codes: Indicate the reason for your status change, such as choose attending a meeting as the reason you

work offline.
m Outbound Phone Codes: Track the purpose of a call, or indicate the calling line ID of your outbound calls.

m Transaction Codes: Indicate the purpose of interactions, and record the outcome of each interaction.

Your supervisor provides you with a list of your company's custom codes and explains when to choose a particular code.

Select status codes

If your 8x8 Contact Center includes the optional agent status codes feature, your contact center administrator has
created status codes that identify reasons for a status change. When you select a status change button, the codes show

up prompting you to select one.

For example, if you choose to change your status by clicking Working Offline, 8x8 Agent Console displays a list of
reasons for working offline. Depending on your contact center's code definitions, the reasons may be: attend meeting,
attend training, or finishing case work. You must choose a status code before you can complete the status change

operation.
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The procedure in this section assumes your 8x8 Agent Console includes the optional status codes feature.

m Sasha (Sasha)

Available O0m:30s

Work Offline

Artend Meeting

Finishing Case Work

Artend Training

Queue & Q:g @
INBOUND PHONE Z
Supportinb... 0 0 Om:0O0s

OUTBOUND PHOMNE =

SupportQu.. 0 O Om:0O0s
CHAT

SupportChat Q@ @ Om00s W
—— L=

All Favorites  Recents

Q v
& Name @
SUPPORT
+ 5asha Solovey 0m:28s

Show 5tatusin: OneTao ¥

Powered by 8x 8

To choose a status code:
1. Inthe Control Panel, click a status button such as Work Offline.
For general statuses, see our document on how to set your status.
8x8 Agent Console displays a list of status codes for the selected status.
2. Select a code from the list. Your status changes to the desired state.

8x8 Agent Console applies the status. The status and associated status code appear in the contact center's
historical reports.
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Select outbound phone codes

In 8x8 Contact Center, Outbound Phone Codes are used for tracking the purpose of a call, or for setting a custom
Calling Line ID before dialing out. For example, if your Contact Center provides services to multiple companies on the
same tenant but on different channels, you must ensure the correct Caller ID is applied to each company so that the
customers have the best callback experience. Your contact center administrator may define outbound phone codes to
assign Caller ID to outbound calls from your tenant. If you are assigned to an outbound phone code list, you are
presented with the list when you dial out. You have to select a code to apply the right calling line ID.

Note: Assigning calling line ID is not supported by all telecommunication carriers.

Using the Outbound Codes functionality, an agent assigns a calling line ID to an outbound phone call from the
predefined list before initiating the call.

8x8 Contact Center allows you to assign tenant channel numbers, special request numbers, or anonymous calling line
ID to outbound calls by selecting an appropriate code.

To select Outbound Phone Codes:

1. Inthe Phone tab, enter a telephone number, and click Dial.
The outbound phone codes are presented.

Sasha (Sasha)

Available 19m:35=

m B a O

5555555535

Dial to bring
up outbound
phone code
list

Select
outbound

- Sasha (Sasha)

Available 20m:11s

L N & ©

—

Outbound Codes Dial Cancel

Dial End Call phone code
a,nd,ﬂmSh Support Outbound
dialing
o
Phane Agents ZRecovery 0z
Specialty Cookies 03
Status Mame Type

2. Select a code from the list, and click Dial.

The calling line 1D associated with the code applies to the call and the call dials out.
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Use keyboard shortcuts

In a contact center environment, the time taken by agents to process calls is critically important. During a call, agents
may be required to browse multiple code lists and select the desired code(s) for each call. This process is time-

consuming. The keyboard shortcuts for codes minimize the time spent selecting the codes by reducing the number of
clicks in the call flow. This feature is useful when the agent knows the code selection and does not have to go through

the lists to make choices.

The keyboard shortcut for Outbound Phone Codes is F2 d nn (sequentially, where d is outbound phone code, and nnis
code number). Within each code list, each code is numbered from 01 onwards. To select a second code in the list, press

F2 d 02.

: — Note: The keyboard shortcut works with one set of Outbound Phone Codes only. It does not support
| more than one set of codes.

To select an Outbound Phone Code using a keyboard shortcut:
1. Inthe Phone tab, enter a telephone number, and click Dial.
2. Type F2 dto bring up the Outbound Phone Code list, and then type the desired code number or select the desired

code.

OR
Type F2 d nn to select the desired outbound phone code from the code list, where nn is the code number.

The desired code is selected and the call dials out.

x _i Note: While selecting a code using the shortcut, always choose lowercase d or t. Enter the number as
- 01, not 1.

The following table gives examples of acceptable and unacceptable keyboard shortcut keys:

Outbound Phone Codes Keyboard Shortcut Acceptable Format

F2d o1 Yes
F2D 01 No
F2d1 No

Version 9.13
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Select transaction codes

8x8 Contact Center transaction codes are mainly used to state the purpose of interactions, and to indicate the outcome
of inbound and outbound interactions.

For example, an ACME Sales representative processing a sales campaign for a new product, places outbound calls to
prospect customers. He can record the result of each interaction with predefined transaction codes, such as: Successful
Sale, Prospect Interested - Call back, Prospect not Interested - Do not call back, Reached Voicemail, Faulty Number,
and more. Further in the sales process, you can define transaction codes to identify various stages of the sales process,
and apply the codes to convey the status and result of each interaction.

If your contact center includes the optional transaction codes feature, your contact center administrator creates
transactions codes that identify call disposition.

_: Note: With Auto-TCL, AMD, and CCB services, the system creates automatic transaction codes during:
| an interaction and deposits them under Cases > Transaction Codesand Tasks > Transaction Codes.§

Optional vs. required

Codes can be configured to be optional or required. If your contact center administrator configures a code list as
mandatory, as you process interactions, you are required to select transaction codes. You can end processing a call only

after selecting the desired codes.
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Sasha (Sasha) Sasha (Sasha)

2m:00s

& 0O

Identification Waiting - Identification Waiting -
CUSTOMER LIST CUSTOMER LIST
06 1m:57s 16 Om:51s
Chat Transaction Agents Queues Chat Transaction Agents Queues
I I
v
EM 15 == Transaction Codes | Save | Cancel

Whatisthe Te Clesr -
issue you

y Save to CRM
would like to

. = - I . ) -
discuss? Invite for co-browsing / Required, Choose One:
Transaction Codes

Customer won 01
show original excerpts @ |nterested 0z
FAQ Shartzut B — — Call Back 03
Motes
5000

Powered by 8 8
o ' O@X TR

If your administrator configures a code list as optional, as you process interactions, you have the flexibility to skip codes
selection.

To select transaction codes during a call:
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1. During an active call, go to Options > Transaction Codes.

Note: The Options button or the Transaction Codes button indicates when the code list is

mandatory.
Chat Transaction  Agents Queues Chat Transaction  Agents Queues
I —
Transaction Codes Cancel Transaction Codes Cancel
- ; ] Y
Required, Choose One: Optional, Choose One:
Customer won o1 {none) o1
Interested 0z Customer won 0z
Call Back a3 Interested 03 -
Mores MNotes
L~ F 1 e A

The code list assigned to the queue or the agent group appears.

2. Select the desired code(s) and click Continue. The code is assigned to the call.

Note: If you end the call without selecting a mandatory code, the call stagnates in the post
processing mode. Clicking End Post Processing brings up the code list, forcing a selection.

8x8 Agent Console applies the code and allows you to begin processing the new interaction. The transaction code
gets logged in the contact center's historical reports.

Use keyboard shortcuts

In a contact center environment, the time taken by agents to process calls is critically important. During a call, agents
may be required to browse multiple code lists and select the desired code(s) for each call. This process is time-
consuming. The keyboard shortcuts for codes minimize the time spent selecting the codes by reducing the number of

clicks in the call flow. This feature is useful when the agent knows the code selection and does not have to go through
the lists to make choices.
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The keyboard shortcut for Transaction Codes is F2 t nn (sequentially, where tis the transaction code, and nn is the
code number). Within each code list, each code is numbered from 01 onwards. To select a second code in the list, press
F2t02.

— Note: The keyboard shortcut works with one set of transaction codes only. It does not support more
. than one set of codes.

To select a transaction code using a keyboard shortcut:

During an interaction, type F2 and then ¢, sequentially, to bring up the Transaction Code list, and then select the
desired code.
OR

Type F2 t nn to select a desired transaction code where nn stands for the transaction code number in the list. The
code is automatically saved.

S— Note: While selecting a code using the shortcut, always choose lowercase d or t. Enter the number as

T = j 01, not 1.

The following table gives examples of acceptable and unacceptable keyboard shortcut keys:

Transaction Codes Keyboard Shortcut Acceptable Format

F2t01 Yes
F2TO01 No
F2t1 No
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Manage your voice pre-recording

8x8 Contact Center 8x8 Agent Console allows you to record up to ten voice recordings and play them during an inbound
or outbound call. When you place an outbound call and reach voicemail, you can choose to play your pre-recorded
message, such as a campaign message, and hang up. The application plays the voice recording and terminates the
call. If you have direct agent access, you can record a personal voicemail greeting to be played to callers.

To record a message:

1. From the Control Panel, select Menu > My Recording. 8x8 Agent Console displays the Voice Pre-Recordings
panel.

Click New Recording.
Enter the following information:
m Name: to identify the voice message in the Name entry area.
m Description: to state the purpose of the message in the Description entry area.
m Text: to write the script of the message.
4. Select Enabled to play this message during a call.

Click Record a Message.

A dialog box appears indicating the following steps to record a voice message:
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A My Recording X

Record a Voice Message

Using Your Phone

Call and answer your phone
1 Call Your phone

a. Click Call Your Phone. Your phone rings. When you answer the call, you are prompted to record your
message after the beep.

o

Click Record and say your message.

c. Click Stop Recording to end the recording. The recorded message is played to you. If you are not satisfied
with the recording, you can re-record the message by clicking Record or by pressing 1 on your phone key pad.

d. Hang up the phone and click Close to close the pop-up dialog box.

6. Click Save.
A list of voice recordings appears.

::?.—'i Note: You can play your message and record it again by clicking Re-record a Message in the edit
P &= mode. '
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Enable Auto Answer

......................................................................................................................................

......................................................................................................................................

To further enhance the call handling efficiency of agents in 8x8 Contact Center, we have introduced Auto Answer. With
this new feature, every phone interaction that is offered to an agent is automatically connected eliminating the need to
accept it manually. This new configurable option enhances agent efficiency by quickly connecting the calls and reducing
the number of clicks an agent has to make. Auto Answer also helps prevent agents from rejecting or missing calls on
their workplace phone. Unlike the Persistent Connection Mode that has no audio indication, when in Auto Answer

mode, agents receive an audio prompt to alert them of a call as it connects.

Considerations when using Auto Answer:

m The agent’s audio may be connected before any visual notification is made on the screen for the interaction or any
screen pop can be enabled.

m Direct Agent Access (DAA) or Direct Agent Routing (DAR) calls are only sent in an Auto Answer mode to an
enabled agent if they are in the Available state.

= An Auto Answer agent with a post-processing time set to zero could potentially find themselves with a non-stop
succession of calls.

m If a supervisor is in Auto Answer mode while monitoring an agent who is not, the supervisor may be connected first,
but the customer continues to hear queue music or the ring tone until the agent is connected.

m  Auto Answer is supported by 8x8 Work for Desktop only. If the device is not supported, then the system defaults to

the standard manual answer.
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m The Auto Answer feature is visually indicated with an A in the phone tab which persists in all agent states.

3 ' E Robin (Robin)

® Customer Call Offered

.Busy Om:04s
| m;ﬂ_” RajectCall |

W e O

w " 8 O

Answer Call
buttan is visible in A" indicates the
manual answer

auto answer mode,
The Answer Call

button is not visible

in this mode.

Note: If Auto Answer is enabled, the Answer Call button is absent in the user interface when
agents are offered calls.

Note: Auto Answer is only supported on line 1 for phone interactions.

Configure Auto Answer in 8x8 Agent Console

In 8x8 Agent Console, if Auto Answer is enabled for an agent, the agent is notified of their new status as soon as they
login.
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1. Log in to 8x8 Agent Console.

2. Click Ok for the Auto Answer notification to continue.

== —
Cases [ &
Cases B Report @ New Case
Filters Assigned to me Go Search v
A Favorites Recents
Q v )
Auto Answer is Enabled
Queus 5 9
= E 4 Auto Answer is ensbled for yo a
NEOUND PHONE Auto Answer is enabled for you
w Next time you go available and a voice interaction is offered you don't need to
Acmelets take 3 em will automatically rit for you When you dial
Mikelnbe. out, yo toa vour workplace phone
OUTBOUND PHONE -
Please, make sure your workplace pho y configured
The "A’in the Phone Tab indicates Aut is enabled.
Al Favorites _Recents
—
a v Do not show again
. Last
@ Mame @ e
Ok
No izems to show.

3. The Auto Answer is connected now.

4. Change your status to Available to receive calls.

Enable Auto Answer

When in Auto Answer mode, agents receive an audio prompt to alert them of a call as it connects. Auto Answer is

enabled. It is visually indicated with an A in the phone tab

which persists in all agent states.

Agent is Available Agent can Reject

Jane Do
Avallable Oom:16s

@ customer Call Offered

| Work Offline » || Take Break - | |

T i B

Reject Call

o = &

5.

If you change your workplace setting, you will receive a verification call. You must validate your new setting before

you receive calls. For details, see our topic about how to validate your workplace setting.

Note: Validation calls are not auto answered.
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Combinations for connection mode and Auto Answer settings

Auto Answer can be combined with the Persistent feature to create an on/off combination of the two features. Auto

Answer settings combined with Persistent can be configured at multiple levels depending on the feature's availability:

Connection

Persistent Off,
Auto Answer Off

Persistent Off,
Auto Answer On

Persistent On,
Auto Answer Off

Persistent On,
Auto Answer On

Version 9.13

Behavior

Phone Connection Mode is On Demand and Auto Answer is off, so the agent needs to answer
the phone for every phone interaction.

Phone Connection Mode is On Demand and Auto Answer is on, so the agent phone auto-
matically connects, and the interaction is auto-answered when offered.

Phone Connection Mode is Persistent, so the agent media path is always connected, but for
every phone interaction the agent must click the Accept button.

Phone Connection Mode is Persistent, so the agent media path is always connected, and the
interaction is auto-answered when offered.
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Handle Agent whisper

Agents in 8x8 Contact Center can hear an audio message (whisper) about the context of the call they have dialed or
received via a queue. Agent whisper is an audio file that can be uploaded and assigned by the tenant administrator to
an inbound or outbound queue. Agent whisper informs the agent, upon connection, about the connected call. Let’s say
John serves support calls as well as sales calls. Upon receiving calls, the system plays a brief message stating ifitis a
sales or a support call. Agent whisper can be implemented for both inbound and outbound calls such as campaign calls.
Agent whisper is only played for the agent. The agent and customer can talk to and hear each other while the whisper is

playing.

Features

= Assign to both inbound and outbound queues.

= Alert agents when a call is being connected.

= Notify the agent on the call, and not the customer.

= Play an uninterrupted prompt for the agents. The whisper can be talked over by both parties.
m  Agent whisper is not suppressed when the agent or customer talks.

= Agent whisper can be set up for all queued calls. It is not available for numbers dialed by the agent, direct agent
calls (DAA/DAR), or agent-to-agent calls.

Known limitations

= In Auto Answer mode and in the process of validating a Persistent connection, at the very moment a call is offered,
an agent will only hear the bleep and not the whisper for this interaction.

m In Persistent Connection Mode alone, if the call terminates before the whisper has finished playing, the agent will
still hear the remainder of the whisper. In On Demand Connection Mode the above scenario does not apply.

m Supervisors hear the full whisper when they join an active call to monitor an agent and customer.

= With inbound and outbound calls, the whisper is played to the agent upon connection, however, when working in
the preview mode, the whisper is played to the agent just before the call is connected.
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Using Agent whisper

Calls flowing into or out of 8x8 Contact Center stay in a queue until an agent is available. When an agent changes their
status to Available, the longest waiting call in the queue is offered to the agent. If the agent is a member of multiple
queues, and the Agent whisper is set up for the tenant, Agent whisper informs the agent, upon connection, about the
connected call. Agent whisper provides a useful prompt to the agent. For example, in Auto Answer mode, agents
typically do not have time between calls. The whisper helps them identify the context of the incoming call even before
the customer information pops for preview, thus allowing them to prepare for the call. Agent whisper messages can be
heard on both inbound and outbound calls. For details, see how to accept phone interactions or make outbound calls.
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Understand agent idle timer

In 8x8 Contact Center, idle time refers to the length of time agents have been idle, and is measured for each agent by
the agent idle timer. When multiple agents with the same queue and skill level assignments are idle, the system routes
the call to the agent who has been idle the longest. The agent idle timer is reset every time the agent ends post
processing of a system-delivered, queued interaction. Agent-initiated interactions do not reset the idle timer.

To supplement the default behavior, a tenant-wide setting allows resetting the idle timer when agents transition from
one status to another. By default, agents are considered idle from the time they end post processing of a system-
delivered, queued interaction and become available. However, you can customize the contact center to reset your agent
idle timer based on a combination of agent and system-initiated status changes. For example, in addition to the default
reset, you can configure the idle timer to reset when agents change their status from On Break to Available.

Assumptions

m Resetting idle timer does not change the underlying default behavior, it simply adds an overlay and when selected
they additionally update the timer setting when an agent changes status. An example is when the agent returns
from On Break to Available or from Login to On Break each morning.

m Resetting idle timer does not change the interactions that reset in the default behavior, or inbound and outbound
that are system-generated. Calls that are excluded from the reset, such as manual dials and agent-to-agent calls,
remain excluded.

m Agent skill level is a default behavior. An agent with a higher skill level takes precedence over any lower-skill-level
agent with a more recent status transition that has reset their timer.

Work with agent idle timer

As an 8x8 Contact Center agent, you are ready to process new interactions when you change your status to Available. If
you are assigned to a queue, you are offered the interactions waiting to be served in that queue.

To accept an interaction:

1. Loginto 8x8 Agent Console and change your status to Available.

2. When you accept an interaction, your status changes to Busy.

3. Process the interaction and then click End.
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4.
5.
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If required, select the Transaction Code before ending the transaction.

Click End Post Processing to make your status Available, or click Work Offline if you need more time to

complete any post processing tasks.

The system routes the next interaction to the agent who has been idle the longest. By default, agents are
considered idle from the time they end post processing of a system-delivered, queued interaction. Depending on
the back-end configuration, the idle time can also be reset when the agents change their status. For example, in
addition to the default reset, the idle timer can be reset when agents change their status from On Break to
Available.

Note: The agent idle timer is reset every time:

- Aninteraction comes to an agent via a queue

- An agent ends post processing of a system-delivered, queued interaction (default).

- An agent changes their status (if configured by the tenant administrator).

- An agent transfers an interaction that comes via a queue to another agent, it resets the timer for
Agent A but not for Agent B.

- DAR/DAA interactions reset the idle timer by default, if not disabled by the tenant administrator
inside the Phone script IVR.

See the following table for the complete list of activities that may or may not reset the agent idle

timer.

An agent idle L .
. . An agent idle timer is not reset by:
timer is reset by:

Inbound call via | Accepting Direct-to-Agent (DAR or DAA) calls

AN INDOUNA VOICE ;- - - mm o e e e et ,

ueue
a £=—_  Note: The agent idle timer is reset at the end of a non-busy Direct Agent

z :i Routing (DAR) call. By default, the agent status changes to Busy when a call

is transferred to the agent unless this option is disabled by the tenant
administrator inside the Phone script IVR.

108



Understand agentidle timer

8x8

An agent idle
timer is reset by:

An agent idle timer is not reset by:

& Robin Shasta (rya

Scripts » Phone » Script

Acmelets
< Backto script list

Properties Seript

Script Cancel View Variables
£ ¢» MainlVR

©»& Transfer to Agent [robin] [ edit | add | copy | movedown | remove ]
rejected by agent

interaction offer timeout " "
busy Edit object

working offiine

on break Transfer to Agent
logged off
invalid agent id Object tag robin
-84 Forward to Queue [fwa] Transfer to agent even if the status is
in queue
queue timeout ausy
overload B onbreak
<> DefaultTermination [Hang Up] & Working offline

Logged off

If transfer is successful,

[ Change agent status to busy
0K Cancel

Inbound voicemail | Dialing agent-to-agent calls
callviaan

inbound voicemail

queue

IVR callback call | Dialing a manual outbound call even if it makes the agent busy using an Outbound Phone
via an outbound | Code (OPC) queue
queue

Web callback call | Making a click-to-dial outbound call
via an outbound
queue

Campaign call via | Agent-to-agent chat
an outbound
queue

Inbound chat via | Changing between logged in states such as Available, Working Offline, and On Break (not
an inbound chat | reset by default unless it is configured by the tenant administrator)
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B
An agent idle L .
. . An agent idle timer is not reset by:
timer is reset by:
queue
Inbound email via | Log in or log out (not reset by default unless it is configured by the tenant administrator)
an inbound email
queue
Use cases
The following use cases provide an insight into the default behavior as well as the new extended capability.
m Use Case 1: Idle timer resets after an interaction ends (Agents with varying skill levels)
The default behavior resets the idle timer after an interaction ends. In the following scenario, Agent John has a
higher skill level than Mary. They both process an inbound call, end the call and make themselves available. Mary
ends the call two minutes before John. Mary is idle for 12 hours and 10 minutes while John is idle for 12 hours and 8
minutes. Even though Mary is idle 2 minutes longer than John, the next inbound call is offered to John since he has
a higher skill level.
Transaction Assignment | reset after interaction ends
2 agents waiting with different skill level
:‘l Yesterday . . ._Dﬂiv
: - :;ﬁncl\‘l:;ds Logout Login
Mary
Low skill level
¢ o i ¢
e\ ; | | &
‘\ L Ly : Irbéurd Logout Login i ‘. :o::l:viwl l;;a::ggr:u
\_i/ ca'%ms s:m Iel'\l;c? s high:r.
John - e
High skill level
m Use Case 2: Reset idle timer after an interaction ends (Agents with identical skill levels)

Version 9.13

In this scenario, Fred, Mary, John, and Sarah serving the same queue have identical skill levels. After processing
the inbound calls at varying times, they all log out. Mary and John log in first followed by Fred and Sarah. John
goes on break while the rest of the team get on calls. Sarah ends the call and becomes available. A few minutes
later, John returns from break. The incoming call is now offered to John, but not Sarah since John has been idle the
longest. The default behavior resets the idle timer after an interaction ends.
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Transaction Assignment | Reset after interaction ends
4 agents serving queue with same skill level
Yesterday Tods
¢ % on can
£ T Inbound
i el Inbound Inbound
Fred Mary call ends AL Oneall  callends
logout at Mary and
High skilllevel  High skil level e Jandlee
v v ey o B
: H Sarshand | H [ H
m d g Fredlogin g d
[ ) Inbound Gox ! Back
- call ends Oncall on Break 1 from Break _L
‘/ " g ! o)
b g | . John will be assigned
Inbound Inbound
John Sarah call s e it next call, because he
High skill level High skill level s idie the longest,

m Use Case 3: Reset idle timer after a status change
In this case, the idle timer resets after an interaction ends

and again after an agent logs in.

...to the following status via AGENT action
Reset dle timer when coming from...

.%o the following status via SYSTEM action

Available  On Break Work Offline Logout Available
Status Change
Login

On Break

Work Offiine

On Break Work Offline Logout

Sarah and Fred, with the same skill level, process an incoming call and end the call at varying times. The idle timer

resets. Later they log out. Fred logs back in (Idle timer is reset). He goes on break and then changes his status to

available. Later Sarah logs in and changes her status to available. The next incoming interaction is offered to Fred

since he logged in before Sarah and the idle timer is reset

at login.

Transaction Assignment | Reset after interaction ends + at Logi
2 agents waiting with same skill level

f\ Yesterday Taday
O—r
@/ Inbound Login
calllc-nds Lnglo ut (0 Bresk|
Sarah : : :A\«':ulzlblc
High skill level : : : :
® O O,
Ht Available
! Inbound Tz e Login
call ends {On Break)
Fred '
High skill lewel

n

Fred will be assigned
the call. because he is
idle the longest.

m Use Case 4: Reset idle timer after a status change
The idle timer is reset after an interaction ends by default.
agent logs out from On Break status.
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Additionally, the idle timer is configured to reset when an
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..to the following status via AGENT action

Reset idle timer when coming from...
Logout

Available On Break  Work Offline

Post Processing
Status Change

Login

On Break «
Work Offline

* The timer also resets at the end of a non-busy Direct Agent Routing (DAR) call.

..to the following status via SYSTEM action

Available  On Break  Work Offline Logout

Mary and Fred process an inbound call. Fred ends the call first (the idle timer is reset) followed by Mary. Mary goes
on break and logs out shortly after (the idle timer is reset). Fred follows suit. Later in the day Fred logs back in
followed by Mary. The incoming interaction is now offered to Mary, since she logged out before Fred and the idle

timer is reset at logout.

2 agents waiting with same skill level

Transaction Assignment | Reset after interaction ends + At Logout from On Break

|makes hersalf available]

o Yesterday aday
—~— Inbound
call ends Legout Login
Fred On Imakes himself available]
. ) Break
High skill lewel
A On
Break
Inbound Logout Login
_ call ends
Mary
High skill level

Mary will be assigned
the call. because she
is idle the longest.

m Use Case 5: Reset idle timer after a status change

The idle timer is reset after an interaction ends by default. Additionally, it resets when agents change their status

from work offline to On Break.

..to the following status via AGENT action

Reset idle timer when coming from...

Available On Break Work Offline Logout
Post Processing
Status Change
Login
On Break
Work Offline <=
* The timer also resets at the end of a non-busy Direct Agent Routing (DAR) call.

...to the following status via Svq

Available  On Break  Work Off|

Fred and John, with the same skill level, process an inbound call, end the call. The idle time is reset. They then log
out at the same time. John logs back followed by Fred. Fred is offered an incoming call while John changes his
status to working offline. Fred ends the call (Idle timer is reset). Shortly after John goes On Break (idle timer is

reset). The next incoming call is offered to Fred who is idle the longest.
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Transaction Assignment Reset after interaction ends + from Work Offline to On Break
2 agents serving queue with same skill level

Yesterday
Inbound
call ends
Fred
High skill lewel

John
High skill lewel

i

Inbound
call ends

]

Both agents
logout at
same time

On call

lahn
logs in

ec ce
Fred 1
logsin !

changes to

‘Work Offline

Is Awailable -~

Call 5
ends

T
i i
changesta |
OnBreak |
back from

On Break
~ e

Fred will be assigned
the call. because he Is
idle the longest.

m Use Case 6: Reset idle timer after a status change

Understand agentidle timer

The idle timer is reset after an interaction ends by default. Additionally, it resets when agents change their status

from working offline to available.

Post Processing
Status Change
Login

On Break
Work Offline

Reset idle timer when coming from...

...to the following status via AGENT action

...to the following status via SYS]

Available  On Break

«

* The timer also resets at the end of a non-busy Direct Agent Routing (DAR) call.

‘Work Offline

Logout

Available  On Break

Work Off|

Mary and John process an inbound call, end the call at varying times. The idle timer is reset for Mary followed by
John. They both log out and log back in. The next incoming call is offered to Mary since she has been idle the
longest. John then goes to work offline, makes himself available (Idle time is reset) shortly after. Mary who is on a
call ends the call, makes herself available. The next incoming call is offered to John who has been available the

longest.a

Mary
High skill level

(®)

John
High skill level

Transaction Assignment
2 agents serving queue with same skill level

Inbound
call ends
]
]
i
Inbound
call ends

Both agents
logout at
same time

Oncall

Is Available

Call
ends

'
changes to
Available

changes to
Work Offiine 1o}

Reset after interaction ends + from Work Offline to Available

L]
i
1
[
\ John will be assigned
A L

the call, because he is
idle the longest
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Manage card payment via 8x8 Secure Pay

8x8 Contact Center now offers customers a secure integration to support the processing of bank card information via
our partner PCI Pal. 8x8 Secure Pay enables an agent and customer to stay in contact on a call while masking the card
input from the customer's handset so that the sensitive card data stays secure and out of the contact center. The service
can be integrated with a CRM, Enterprise Resource Planning (ERP), or a billing system and the customer's payment
gateway to process the payment. The service can also feed information about the payment back to the originating
system.

This new integration offers agents a secure payment page for processing customer transactions. The secure payment
page can be configured to include pre-populated data or data that the agent adds manually. When this page is opened,
the media connection is rerouted via PCI Pal, which allows them to mask the keypad input both visually and audibly.

The agent hears the conversation and controls the card input, but only hears a single-tone DTMF and sees starred out
digits for the card number, date, and Card Verification Value (CVV). In the event of erroneous data input by customers,
an agent can reset the relevant data field in the payment page, allow customers to fix the input, and facilitate a
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successful transaction.

OCloal§

8501

Customer
Name

Barry Allen

Amount

PAN

Expiration

cvz

Process

s

|

-8

Protected by

Llpo/@

Collecting card payment via 8x8 Secure Pay: an example

Manage card payment via 8x8 Secure Pay

The agent's experience for taking a payment via PCI Pal depends on a number of factors. Given that the customer

system producing the payment request and payment gateway accepting the card details could potentially be a different

combination for every customer, there is no blueprint for that journey. The ability of the custom system to integrate with

PCI Pal determines the amount of data that can be prepopulated or what needs to be manually input by the agent.

Once the payment page is complete and ready for the card payment to be taken, it is a similar experience for all.

Equally providing a receipt for the payment maybe be already done by the customer's system or their payment provider.

All features and options are therefore subject to a number of factors.The following is an example of a workflow that

demonstrates how an agent collects card payment via 8x8 Secure Pay. While on an active call, the agent receives a

verbal confirmation from the customer to start the payment process.

When the customer is ready to pay with the credit card, follow the following instructions:
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115



8x8

1.

Version 9.13

Manage card payment via 8x8 Secure Pay

As an 8x8 Contact Center agent, click the provided link or button on your CRM page to initiate a secure session.
The 8x8 Secure Pay button appears on your screen and can be customized. A secure payment session is indicated
by the color of PCI pal logo or the phone icon shown on the header of the payment page.

Note: When the session is secure, the PCI pal logo changes color from PClpal to PClpal.

D o—— - Gray indicates the payment session has started, but the telephony is not yet secured against
E?f the payment session.

- Greenindicates the session is secure. In addition to the green phone icon, the chain to left
also links together.

A unique four-digit session pin is offered for the secure session.
18E3 Protecited by
BRI s

alotal Cloud Communications

Refemnos Code #1863

Amiownt § Ir.24

First pama® 3o

Last pame®  Smsh

Email* Emenigmail.com
First lime of addmss Cirnt Sermee

City, own San Mse

Zipeiindles 95331

Enter the customer information such as the total Amount, First name, Last name, Email, Address and
Zipcode. The fields with red asterisk * are mandatory.

Click Next to open the card data collection page. The total payment amount is carried forward to the next page.
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4. Invite the customer to enter the Card number, Expiry date, and the Security code (CVV). When the customer
begins the card date input, you will hear a single-tone DTMF and see starred out digits for the sensitive
information. If the information is valid, the fields turns green.

5. Click next to a field to reset the incorrect data and invite the customer to reenter the data.

= _

LCpo/f -
LE]““ OCpol

Summary

Credit Card Mumber

[Sessees)asseioses 17 [

6. Click Process payment. The payment is sent to the gateway.

7. Click Send email or Send SMS to send a payment confirmation to the customer. If the payment fails, inform the

caller that the payment is declined.

8. Click Back to allow the customer to enter new card data, or edit the existing and submit the payment again. The
customer can retry using a different card and repeat the process.

9. Click Finish session to end the session and go back to the first screen.

Common Telephony scenarios during payment sessions

When a secure payment session is interrupted, the third-party page indicates that the session is no longer secured by
showing the unlocked chain and gray phone logo. Depending on the integration there may be some other visual
warning. There is no audio warning to either party. The following examples show where a payment session may be
interrupted:
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When an agent places a customer on hold on Line 1

m  When an agent switches lines by clicking Line 2

m  When a supervisor ends their monitoring of an agent’s line1 call

m When a supervisor barges in to the monitored agent’s line 1 call

= When an agent ends the call on Line1
For supervisors on a call with an agent taking a payment, the experience varies depending on whether the supervisor
monitors or barges. They need to be on the call before the payment session is initiated. For example:

m If a supervisor begins monitoring an agent prior to a payment session and they continue to monitor during the
payment session, they hear monotone DTMF masking the sensitive card data.

m |f a supervisor begins monitoring an agent prior to a payment session and barges in to the call during the payment
session, the supervisor does not hear any audio. The agent and customer audio are unaffected.
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Connect agents to experts with 8x8 Expert Connect (for
users of Unified Login and 8x8 Work)

With 8x8 Work and 8x8 Contact Center integration, you can connect your 8x8 Contact Center agents with the experts
across multiple regions with shared presence, chat, click-to-call dialing, and easy transfers.

What do you do when your customer has a complex problem that your agents aren’t equipped to resolve? Bring on the
experts, even if they work in other departments of your company or other regions. 8x8 Expert Connect brings agents
and experts together for fast and first contact resolution. Experts of the same organization as agents, can now initiate
chat conversations with agents, using 8x8 Work for Desktop or 8x8 Work for Mobile. Experts can check the agent's
presence (online or offline status) via the 8x8 Work app.

Notes:

S - Expert Connect is used to connect employees from different departments of multiple regions. .
= = - Agents and supervisors are advised to log in to both 8x8 Contact Center and 8x8 Work to ensure their

message continuity. '

Features

= Increased first contact resolution: With 8x8 Expert Connect, organizations with both 8x8 Work and 8x8 Contact
Center products can break down the barriers between agents and experts to increase first call resolution by 30% or
more.

Shortened call durations: When agents can get to the experts with answers, interactions are more efficient,
increasing customer satisfaction while reducing costs.

Protection of expert’s time: With Expert Connect, agents are not free to constantly barrage experts with
questions; your experts can indicate when they are available, and block access when they are busy doing other
things.
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Limitation
= The new improvement only applies to X Series customers who have access to both 8x8 Contact Center and 8x8
Work. Agents must have access to the Directory tab or Expert Connect in 8x8 Agent Console in order to connect
with other regions.
= Multi-region chat with Expert Connect requires a one-time migration effort for bringing all the users under the same

organization. Contact your 8x8 administrator or Professional Services to learn more.

m The customer-to-agent and agent-to-agent chat from the Agent Status list only applies to a single tenant or region.

": B O & ooy

Directory

Favortes

Options «

uuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuu

VVVVVV

How Expert Connect works

Communications between agents and experts is easy with 8x8 Expert Connect. The tight integration between 8x8 Work
and 8x8 Contact Center allows shared presence between agents and experts and the ability to chat, call or conference
in that expert.
m Unified login: One username and password and one login screen for all 8x8 Work and 8x8 Contact Center users.
m Shared presence: Agents can see the expert’s availability from their 8x8 Agent Console, while experts in the
company see agents in the same way that they see all other employees in the company through their 8x8 Work for
Mobile or 8x8 Work for Desktop.
m Click-to-call dialing: Agents can call the expert through a simple click-to-dial option in the 8x8 Agent Console.
m Transfer or conference: Once the expert is engaged, the agent can either transfer the customer to the agent or
conference the agent on the call to ensure that the customer’s problem is solved quickly, efficiently, and the first

time.
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Engage in chat: Agents can reach out to experts via chat to ensure their availability and ask questions. Agents
can also receive messages from experts. To receive messages from experts in real time:

o Agents must be logged in to their 8x8 Agent Console account and be in Available status.
o Agents must be logged in to a 8x8 Work app.

To retrieve messages sent when agents are logged out of both apps, they must log into the 8x8 Work app. As soon
as they log in, the chat messages are offered in the 8x8 Work chat.

Note: Logging into 8x8 Agent Console will not retrieve the messages sent when the agent is offline.

As soon as the agent logs in to the 8x8 Work app, the messages sent to him after he logged out of 8x8 Agent
Console will be offered to him in his 8x8 Work chat. For details, see our content on how to send and receive
messages using 8x8 Expert Connect.

Expert - o ox

o
H

P
0

5 LisaBrown

8 neipt
.
Hello Lisa
Assgned o me
1 aconrus s Lt Updated  Customer
Hiexpert! How can | help you? (Ot e e

1 need to communicate a solution to your customer,

n you send him this fink? Shi, Trersacton Agencs Quewes B

Shared Directory

Access the company directory from 8x8 Agent Console that lists all extension users including 8x8 Contact Center

agents. Communicating with these users is just a click away.
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B 0 & © ooy Mo x

Directory «»

ungroup

ungroup

ungroup

ungroup

Shared Presence

Check the status of other extension users before contacting them. The Directory tab in 8x8 Agent Console lists all
extension users with their status set in the 8x8 Work client application. Similarly, you can view the status of agents or
other extension users from 8x8 Work.

Notes:
. £ -Anagentis shown to be online from the time they log into 8x8 Agent Console until they log out. The
;—ﬁ status change such as Available, Work offline, and on Break within 8x8 Agent Consoleis not reflected in§
: the 8x8 Work app. :
- An agent is shown to be offline when they log out of the 8x8 Agent Console.

Extension-to-Extension Dialing

Click to dial a call to other extension users using their extension numbers from the directory in 8x8 Agent Console. You
can also use instant messaging to chat.
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Dedicated Extension

Handle call center traffic via a dedicated desk phone. 8x8 Contact Center agents can now be assigned with dedicated
desk phone. These dedicated extensions are meant exclusively to handle inbound and outbound call traffic for agents.
Y ou cannot receive, place, transfer, or conference calls using the extension by itself. This helps in tracking and
monitoring contact center traffic.

Note: 8x8 Contact Center dedicated extensions do not support emergency calling.

Instant Messaging

8x8 Contact Center agents can chat with each other and with other extension users within the PBX using 8x8 Work.

To start a chat:
1. Gotothe Directory tab in 8x8 Agent Console.

2. Search for the contact you like to send an instant message.

=
3. Click next to the contact.

B ) & © Diectory MyProfile x

Directory
Il Favorites Recents CallPark Extensions
@ Q Options ~
Lo Waiting Name Email or PBX Service Public # Department Private # VCC Group Action
AGENTLST —
ST g
. =18 *
. 8 *
. 8 *
. 8 *
. 8 *
. 9 8 *
. 6005 Support =18 #
®  Mendez, Corin 6006 Sales Bk ¢
e
®  Jones, Samantha Development 6001 ungroup QR 1
& Support
Check speting sen
®  Smith VO-AGUI, Adam 19252665816 Support 1010 Support Q% 14
8x8

The chat window becomes the focus. Type your message. The other party is able to see your message using a 8x8
Work client.
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Send and receive messages with 8x8 Expert Connect (for users of Unified
Login and 8x8 Work)

8x8 Contact Center agents and experts of the same organization as agents can initiate chat conversations with agents,
using 8x8 Work for Desktop or 8x8 Work for Mobile. Experts can check the agent's presence (online or offline status) via
the 8x8 Work app.

Send Messages via 8x8 Work App (as an Expert)

To send messages via 8x8 Work app and (as expert):

1. Log in to your 8x8 Work for Desktop or 8x8 Work for Mobile.

s By - Virtual Office PRE-RELEASE 6.5.0 (Available) — (] e
Virtual Office  File Edit View Calls Window Help

All 1-1 Rooms LB Lisa Brown L Q

B Lisa Brown ‘- '

You: yes ¢ ° Hello Rob!

IE'I All Company | just saw your message
no problem
Do you have any feedback for me?

Yes, will send you in a few mintues

good to know

can you check one more thing please?

ves

- by 5

2. Look for the agent in the Company Directory. The agent’s presence status is indicated as online or offline.
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;: agent logs out. The agent's status at a granular level, such as Work Offline or On Break, is not

7 Note: As soon as an agent logs in to 8x8 Agent Console, their presence appears as online until the
: visible to the 8x8 Work user (expert).

Click

Enter your message or add a link. Agents cannot receive images in 8x8 Agent Console.

Click send >

If the 8x8 Contact Center agent is logged in to 8x8 Agent Console, they see the message right away. Otherwise,
their presence shows offline and the messages send by the expert, will be lost.

Note: We recommend the 8x8 Contact Center agent to log in to both 8x8 Work and their 8x8 Agent

;‘;f Console at the beginning of each workday to receive chat messages. It ensures continuity and

prevents any loss of messages sent after the 8x8 Contact Center agent logs out of 8x8 Agent
Console.

Receive Messages From Experts via 8x8 Contact Center (as an Agent)

To receive messages as a 8x8 Contact Center agent:

1.
2.

Version 9.13

Log in to 8x8 Agent Console and set your status to Available.

From the Agents list in the Control Panel, select the agent you would like to chat with.

Click from the pop-up menu to view the messages.

The last 30 message interactions from the expert loads on to your chat window, giving you a chance to review your
messages before responding.

Reply and continue the chat. Click Send.

If a message is waiting, the Chat tab in the Control Panel indicates a waiting message with a red bubble
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HH v :
Available 12m:56s —
Cases @ s © s
L mp & O

Filters Assigned to me Go Search v

Indicating a
message is waiting

Cases0-00of 0

AGENT LIST
® & RobShasta 11m:02s # Last Updated Customer Customer Type Company Subject

No items to show.

Char  Transaction Agents Queues
—

Rob,Shasta End

wie Lase ”
got a chance to

32:06 PM] Let me know when you are
back online v

Insert FAQ FAQ »

5000

Paversd by B8

Note: You can send HTML, rich text, formatted texts, lists, links to images, but not animage or fiIe§

attachments via your messaging.

5. Click End to finish the chat.

If the expert logs out of 8x8 Work for Desktop or 8x8 Work for Mobile, they can still get all messages after they log
back in. However, there is no indication for the agent to know if the expert is logged out or not.

Note: We recommend the 8x8 Contact Center agent to log in to both 8x8 Work and their 8x8 Agent
Console at the beginning of each workday to receive chat messages. It ensures continuity and
prevents any loss of messages sent after the 8x8 Contact Center agent logs out of 8x8 Agent

Console.

Messaging between 8x8 8x8 Work and 8x8 Contact Center

The following table compares the behavior and availability of messaging components in 8x8 8x8 Work and 8x8 Contact

Center:
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8x8 Work for Desktop and 8x8 Work for

Feature . 8x8 Contact Center Internal Messaging
Mobile

See Presence Experts can see the agent's presence in | Agents cannot see the expert's presence in 8x8
8x8 Work. Contact Center chat window.

= Online (logged in)
= Offline (logged out)

Send Messages Sender must be logged in to 8x8 Work to | Sender must be logged in to 8x8 Contact Center
send messages. to send messages.
Receive Messages Receiver does not have to be logged in to | Receiver must be logged in to 8x8 Contact

8x8 Work to receive messages. They can | Center to receive messages.
retrieve messages historically.

See Message History | Expert can see full message history in Agent can see the last 30 messages of the
8x8 Work. expert in 8x8 Contact Center chat window.

Send HTML/Rich Tex- | Expert cannot send HTML and rich text; | Agent can send text formatting, lists, images
t/Images only links are supported. and links.

Send File Attachments | Expert can send file attachments such as | n/a
images, videos, and documents via 8x8

Work.
See Read Receipts/ Experts see the typing indicator when the | Agents do not receive any Read receipt but see
Indicators agent is typing. a typing indicator when the agents type.
Access Chat Tran- Is not provided for 8x8 Work chat. Itis accessed by the supervisor and configured
scripts and Monitoring per agent group, chat queue, or tenant.
Send Group Chat on Group chat is available to the expert and | Only 1:1 chat is available to agents via 8x8
Public or Private Rooms | via 8x8 Work. Contact Center.
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Send and view agent notification messages

8x8 Contact Center Agents can use 8x8 Agent Console to send notification messages or notices to their own agent
group.
All agents in the selected agent group receive the notice. Agents logged in to 8x8 Agent Console receive the notice

immediately. Agents who are not logged in receive the notice the next time they log in to 8x8 Agent Console. You can
see the Notices tab blinking red only if it is not in focus.

Broadcast message during a platform switch

During a platform switch, agents receive a broadcasting message informing them of the platform switch. In addition to
the notification message, a red alert bar also shows up at the top of the Control Panel alerting agents and reminding
them to exhaust the interactions waiting in the queue. Agents are required to log out and log back in during the platform
switch as they may experience some instability.

View agent notification messages

8x8 Contact Center agents can view the broadcast or notification messages sent by their supervisor or other agents in
8x8 Agent Console. We have enhanced the performance of broadcasting messages. Supervisors who broadcast
messages to agents periodically, specifically the ones supervising many agent groups, can now benefit from the
improved performance when logging into the Agent Console or sending broadcast messages. Besides the
performance, broadcast notices older than seven days are discarded and not shown to agents or supervisors. The
system only broadcasts newer and relevant notifications. The Notices tab blinks red if you are logged in to 8x8 Agent
Console but working in another tab. If you are in Notices tab, go to View Notices to see the new or old messages.
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Use Cases

Let’s say supervisors create and assign various queues to each of their campaigns. Each queue receives a few
messages a day. High number of messages can result in slower performance of the system. The system removes the
old messages automatically and that helps improve the performance.

Or, let’s say the agent comes back from vacation and has received many broadcast messages that are from a couple of
weeks ago. The agent does not need to go through the old messages one by one. By automatically removing the
outdated messages from the system, the need for any manual effort by agents or supervisors is eliminated and the
performance improves significantly.

To view a broadcasted message, in the 8x8 Agent Console, select the Notices tab, then click to view notices. You can
view the unread notices on this page. The Old Notices section retains your previously-viewed notices until you log out of

8x8 Agent Console.
= Robin Shasta
@ Working Offline om:21s i o a8
N
L & 0
Filters Assigned to me

View Notices Post Natices

NEW NOTICES Cases1-130f13 1

Broadcasted messages
older than 7 days are
discarded automatically
before being offered ta the
agent

dated Customer Customer Type  Company Subject

020 17:00:08 (lastname no... Default /CC Test Message

Default

03/30/2020 10:36:44 Default
03/26/2020 16:32:58 (lastname no.. Default

20 16:31:51 (lastname no... Default

2020 16:31:42 Default

20 15:38:27 Default

03/26/2020 15:2558 Default

@ Robinhasta

31 20 12:29:14 Default
notice 19/22
20 12:28:18 Default
OLD NOTICES
20 12:19:55 lastname no.. Default
28 03/26/2020 10:44:15 (lastname no... Default /CC Test Message
03/26/2020 10:13:50 (lastname no.. Default Security alert

To view a notification message:
1. In 8x8 Agent Console, select the Notices tab.

2. Click View Notices.
You can view the unread notices in this page. The notices are coded with colors based on their priority. Green
shows low priority, yellow shows medium, and red shows high priority messages.
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The Old Notices section retains your previously-viewed notices that are less than a week old until you log out of 8x8
Agent Console. If the sender has selected the pop-up option for the message priority, a notification window appears.
The pop-up notice disables all recipients tools until you select the message box and click Close.

m Sasha (Sasha)

Available FiHES

L m e a8 0

View MNotices Post Matices

NEW NOTICES

Sasha Solovey

Jun 5-2:06 M
Hi all, just a reminder that we have
a product demo at 1 PM tomerrow.

OLD NOTICES

@ sasha Solovey
Jun 5 - 2:06 PM

Hi all, our group has been asked to
fill out a survey earlier this week.
Have all of you had a chance to look
atit?

om/AGUl/control. php#

https:/fvcc-vmab.Bx

Send agent notification messages

As an 8x8 Contact Center agent you may need to send a notification message or notice to your agent group. It is a fast
and convenient way to provide a warning or send a general message to other agents in the same tenant.

To send a notice:
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1.
2.

Send and view agent notification messages

In 8x8 Agent Console, go to the Notices tab.

Click the Post Notices tab.

T m Sasha (Sasha)

Available 23m:30s

L m B A O

5.

Version 9.13

Wiew Notices Post Notices
Group: All v
Priority:
O Low @ High
Medium @ Pop-up
Post Notice
Powered by 8x8

In the Group list, select your agent group, or select All if you are a supervisor and want to send the notice to all

your agent groups.
You must select at least one agent group before you can send the notice.

In the Priority area, select the priority level of the message, or select Pop-up.

Note: If you select Pop-up, 8x8 Agent Console displays the notice as a pop-up message that
disables all recipients' tools until the agent selects the message box and clicks Close.

Click Post Notices to send the notice.
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Overview of processing interactions

All interactions flowing into the 8x8 Contact Center are channeled through queues. The queues in turn direct them to
agents based on the skill level and availability. An agent has to be a member of a queue to receive any interaction from
the queue.

Your contact center supervisor assigns you to one or more queues supported by 8x8 Contact Center:

m Phone

= Voicemail

m Chat

s Email
Each type of queue corresponds to a type of 8x8 Agent Console interaction. Interactions are the customer requests for
information or assistance. You can use your 8x8 Agent Console to process the interactions. The Control Panel in 8x8

Agent Console features a separate interaction tab for each media type. The Status tab provides real-time status on
agents and queues.

? Note: The Reject interaction button is disabled if your contact center administrator has not granted the
P, :| permission. This prevents agents from rejecting the interactions they are offered.

Notification alerts

In 8x8 Contact Center 8x8 Agent Console, agents can receive sound and web notification alerts for incoming
interactions and avoid missing interactions when the application is not in focus.
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» Sound notification alert: An audio alert for incoming interactions. You hear this audio alert when an interaction is
offered to you. You can play to check the notification sound. See Personalize Your Console for details.

m Web notification alert. While in the Available state, if you have moved away from the application temporarily, the
web notification alerts you of incoming interactions. Click a notification to bring 8x8 Agent Console back in focus to

handle the interaction.

Web notification alert

In order to receive web notification alerts for incoming interactions, your browser must be either:

m  Google Chrome 22+

m  Mozilla Firefox 22+

Lim

itations

= Internet Explorer does not support web notifications.

m Firefox closes web notifications automatically after a few moments. This is a browser limitation.

Receive notifications

1.
2.

Version 9.13

Log in to 8x8 Agent Console and change your status to Available.

The first time an agent receives a new interaction, they are prompted to allow or block interaction notifications
from the application domain. This prompt may vary from browser to browser and is required to avoid notification

spam.

R

Identification

CUSTOMER LIST
720

| vce-vmdb.8x8.com wants to

._‘ Show notifications

Waiting a

Mg VT
X 1Y

Allow Block
Filters Asszigned ]

Last Updated  Cust

06/04/2018 1... Nam,
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Note:
£ - If an agent disables the display of notifications but later changes their mind, they must manually
;—y re-enable it in the browser preferences, as the prompt is presented only once.

- Prior to Chrome version 37, the prompt is triggered by user actions such as mouse or keyboard
events.

3. If the agent accepts to be notified by the application, a notification pops up whenever a new chat, email, phone or
voicemail interaction comes in. The behavior and appearance of notification depends on the browser and
operating system from which they are triggered.

Note: Chrome shows up to three notifications at a time; older notifications must be dismissed to
= _.ﬂ give place for newer ones. All notifications can be read by clicking the Chrome notification icon in

the system tray (Windows) or menu bar (Mac). The behavior varies depending on the browser and
OS combination.

4. Each notification displays the interaction type in its title, and the customer name (if any) in its body. The agent can
then click the notification to bring 8x8 Agent Console back in focus. This behavior may vary depending on the
browser and OS used.

- Note: Clicking the notification does not accept or reject the interaction. The agent must handle the
P =y interaction manually. |

Manage multiple tasks

The multi-tabbed interface in 8x8 Contact Center 8x8 Agent Console gives the flexibility to manage multiple tasks. For
example, If you are making some changes to your profile and do not want to block any interactions, you can keep your

status as Available. Accepting a new interaction triggers a screen pop in a separate tab without interrupting the changes
to your profile.
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Process phone interactions

Most 8x8 Contact Center agents are assigned to one or more phone queues. Phone queues prioritize and deliver phone
interactions to agents whose status is Available, and who are assigned to an enabled queue. For details about your
agent statuses, see how to set your status. For details about opting in or out of queue assignments, see how to view
your assigned queues.

Features

In 8x8 Agent Console you can:
m  Accept inbound phone interactions.
= Record, play, and add notes during phone interactions (if settings permit).
m Transfer phone interactions to different agents, phone numbers, or phone queues.
= |nitiate outbound phone calls.
m  Set up a multi-party phone conference.
m Make outbound phone calls to agents and external phone numbers.
m Enable Auto Answer.
m Handle Agent whisper.
m Manage card payment via 8x8 Secure Pay.

m Connect agents to experts via phone and chat.
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Overview of phone controls

In 8x8 Contact Center 8x8 Agent Console the Phone tab in Control Panel provides all controls required to process
incoming and outgoing phone interactions. The availability of the controls dynamically adjusts to the configured
privileges and the processing state of an interaction. For example, when an agent accepts an incoming call, controls
such as Hold, Mute, and End Call get enabled. If an agent has the privileges to control call recording, then controls to
stop and resume call recording are enabled during an active call.

Sasha (S5asha)

®Bu Om:09=
sy

s O & O

Talking Mute Hold End Call

Phone Transaction Agents Queues
I

Transaction Infarmatian

The following table summarizes the various phone controls, and their purpose and availability:

Phone Control Button Purpose
Dial/Talking Enter a destination phone number in the number field, and click Dial to initiate an out-
bound call.

Talking button appears during an active call instead of Dial button.

Mute Mutes self during an active call.
Hold Places an active call on hold.
End Call Ends an active call after selecting mandatory transaction codes, if any.
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Phone Control Button Purpose
Transfer Lines Transfers calls from one phone line to another.
Join Lines Joins calls on the two telephone lines to set up a conference.
Stop recording/Resume Stops recording an active call. (Availability is subject to privileges)
recording Resumes recording. (Availability is subject to privileges)

- Note: Always use the 8x8 Agent Console phone controls to select phone lines or perform functions such:
as Mute or Hold, but not the controls on your agent telephone. |

8x8 Agent Console supports two phone lines: 1 and 2. When switching between two lines for the purposes of
transferring a phone interaction or setting up a multi-party phone conference, 8x8 Agent Console automatically places
the line you are switching from on hold.

Inbound phone call flow

Calls flowing into 8x8 Contact Center stay in a queue until an agent is available. When an agent changes their status to
Available, the longest waiting call in the queue is offered to the agent. 8x8 Contact Center searches the Local CRM
database for existing records based on Caller ID, account number, case number, or any arbitrary data passed during the
interaction. Searching based on arbitrary data requires customization of the CRM workflow and external IVR (elVR).

If the agent is a member of multiple queues, and the Agent whisper is set up for the tenant, Agent whisper alerts the
agent, upon connection, about the connected call. Let’s say John serves support calls as well as sales calls, upon
connection, the system plays a brief message stating if it is a sales or a support call. In Auto Answer mode, specially
agents do not have time between calls. The whisper helps them identify the context of the call even before the
customer information pops for preview, thus allowing them to prepare for the call. Agent whisper messages can be
heard on both inbound and outbound calls. Agent whisper is only played for the agent. The agent and customer can talk
to and hear each other while the whisper is playing. For details, see our content about Agent whisper for phone queues.

If the caller is an existing customer, the relevant customer or case record is presented to the agent through screen pop.
A screen pop of matching data occurs either before or after an agent accepts an interaction, based on the screen pop
settings configured by contact center administrator. The agent processes the call and selects transaction codes to
indicate the call disposition. Selecting transaction codes may be optional or mandatory based on the settings. On
ending the call, the agent gets post-processing time for a final wrap-up before the call terminates. If codes are
mandatory, the call stays in post-processing mode until codes are selected.

Version 9.13 137



Process phone interactions
8x8

At the termination of the call, 8x8 Contact Center may create an auto call log. If the administrator has configured an
auto log, one of the following auto log events occurs:

m screen pop auto log in view mode
m screen pop auto log in edit mode

m NO screen pop

Note: Interaction auto logs require administrator configuration.

The sequence of events in an inbound call flow may be represented as follows:

Inbound Phone Call - Local CRM Workflow

Agent Console Activities

IVR - Data Dip

Call Offered to
Check ANI S

Agent Accepts
call

Get Value -
Phone PNy J{
3 - T
Inbound [y s Cstomer N Y Screen Pop e Eoes
: Search on i Ff:::’ matching record T
| brravdan | Allws event type v

customization *

i Selact TCL Codes +
Screen Pop new v
record entry
End Call
Entars new
customer/case End Post
————— Requires customization and elvVR Processing

......... Optional step

Requires  configuration

& Specify If screen pop ocours before or v
after accepting an Interaction r
€ Customer | Assoclates : Auto log
Case with [ SSS - o
Screen PopyNa Pop

A call enters VGG
IVR collacts caller's data - ANI, get value, arbitrary data

1 Agent accepts call
2

3. Saarchas the local CRM database for matching racoeds

a

5

Agent processas call

Agent salacts TOL codes -

Agent ands call

Post procassing ——> Call terminates,
Auta log (F corfigured)

Matchiing data found - presents records using Screen Pop
If nong found - prompts for 8 new record entry

e LT

=

Accept inbound phone interactions

As an 8x8 Contact Center agent, you are ready to process new phone interactions when you change your status to
Available. If you are assigned to a phone queue, you are offered the interactions waiting to be served in that queue. For
an overview of an inbound call flow, refer to Inbound Phone Call Flow.

To accept an inbound phone interaction:
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1. Inthe Control Panel, change your status to Available.
8x8 Agent Console offers new phone interactions only to available agents assigned to an enabled phone queue.

? Note: The Reject interaction button is disabled if your contact center administrator has not granted
f the permission. This prevents agents from rejecting the interactions they are offered. |

2. When your agent telephone rings, answer the call. The call can be accepted manually or connected automatically
via Auto Answer. If Agent whisper is set up for your tenant, you may hear a whisper informing you about the
connected call upon connection. For details about whisper, see our content in Agent whisper for phone queues.

3. Your status changes to Busy. If the Local CRM uses the caller's phone number to identify an existing customer,
the Display Panel pops the customer's CRM record.

f— Note: Your contact center administrator determines the event that triggers a screen pop. Based on
/ the configuration, screen pop may occur before or after accepting or completing an interaction.

4. Process the call. If the customer wishes to make a payment using a credit card, click to open the 8x8 Secure Pay.
While your connection is still maintained with the caller, you can only hear a single-tone DTF and see the starred
out digits for the card number. For details, see our content on handling payments via 8x8 Secure Pay.

5. If required, select the Transaction Code before ending the call.

£—, Note: If your contact center administrator has set up codes to state the purpose of an interaction or!
E?f record the outcome of an interaction, you have to select appropriate codes to indicate the call
: outcome. For more information, see Select Transaction Codes.

6. Click End Call in the Control Panel to initiate the post processing countdown timer. Your status changes to Post
Processing.
If the post processing countdown interval reaches zero, 8x8 Agent Console automatically sets your status to
Available.
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7. Click End Post Processing to make your status Available, or click Work Offline if you need more time to

complete any post processing tasks.
The system routes the next call to the agent who has been idle the longest. By default, agents are considered idle
from the time they end post processing of a system-delivered, queued interaction. For details, see our content

regarding agent's idle timer.

Record phone interactions

8x8 Contact Center agents can record their phone interactions with customers for different purposes, such as quality
assurance. Because recording a phone interaction uses some amount of your contact center's recording storage space,
always consult your contact center supervisor before using the recording feature. Your supervisor provides you with
specific examples that you can use this feature. You may utilize recording feature per your supervisor's instructions, and

if your contact center has enabled you to record phone interactions.

: = Note: If enabled by your administrator the call recording will be stopped once the last agent leaves the
- call transferred via a warm transfer or a conference call.

Depending on your call recording permission, you may see:

m Start Call Recording: If you have the permission to start call recording, when a call connects, the Control Panel

shows the recording button . You can click the button to start recording the call at any time. The recording

button is highlighted while a recording is in progress.

s Start and Pause Call Recording: When a call connects, the Control Panel shows the Recording button and

]|
a Pause button . Click the Recording button to start recording, and click Pause to pause the recording.

m No Recording Controls: If you do not have recording permissions, the Control Panel does not show any

recording control buttons during a call.

Play recorded messages

8x8 Contact Center 8x8 Agent Console allows you to play your messages during an inbound or outbound call. When you
place an outbound call and reach voicemail, you can choose to play your pre-recorded message, such as a campaign
message, and hang up. The application plays the message and terminates the call. During an inbound call, you may

140
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choose to play a welcome message or greetings if you have direct agent access. For details, see our topic on how to
record your messages.

To play a recorded message during a phone interaction:
1. Inthe 8x8 Agent Console's Control Panel, go to Phone tab.

2. When a call connects, click Options > Play My Recording.

Your list of pre-recorded messages is displayed.
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- m Sasha [sasrla]
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® Busy Om:30s
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Qptions
Dial Pad... [Cori+X]
Transaction
Transaction Codes... [Ctri+M]
Status Mame Type

3. Select the recording you wish to play and click Play.
The caller hears your recorded message.

Add notes during an interaction

8x8 Contact Center 8x8 Agent Console, allows you to add notes regarding an interaction during an inbound/outbound
phone call, or during a chat conversation. It enables smooth transition of an interaction from one agent to another. For
example, if you have left a voicemail to a customer, you can leave a note to the next agent about the voicemail who
handles the next interaction with the same customer in the future. The notes panel can be accessed via the Options
menu in the Control Panel.
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In Salesforce CRM, the notes are saved in the call log of the activity history. The agent who handles the next interaction

with the same customer can refer to the call log and view the notes.

Note: This feature is applicable to the Enhanced integration of Multichannel Connect for Salesforce.

During an active call or chat interaction, click Options under the Phone tab.

To access notes panel during a phone or chat interaction:
1.

2. Click Transaction Codes.

Transfer phone interactions

The Notes panel shows below the transaction codes.

o Busy
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Customer wan
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Cancel

Notes

Received a call back from a now-
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Enter the notes in the panel, and click Save.

The saved notes appear in the Detailed Accepted Transaction Report.

An 8x8 Contact Center agent can transfer a call to another agent, queue, or an external number upon customer request

or knowing that the other agent may have more knowledge answering the customer's question. Agents have access to
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two telephone lines from the 8x8 Agent Console Phone tab allowing the transfer of calls. Before transferring a call, you
can check the status of other agents, consult an available agent, or transfer blindly without consulting.

8x8 Contact Center allows agents to transfer an active call to another agent, a queue, or an external phone number:
m Transfer phone interactions to another agent
m Transfer phone interactions to another phone queue

m Transfer phone interactions to an external phone number

Transfer phone interactions to agents

8x8 Contact Center allows agents to transfer an active call to another agent. Before transferring a call, you can check
the status of other agents, consult an available agent, or transfer the call blindly without consulting. Alternatively, users
of Unified Login and 8x8 Work can connect with an expert in your company for advice via chat. For details on how to
connect with your company's experts, see our content on connect with your company's experts using 8x8 Expert
Connect.

To transfer an active phone interaction to another agent:

1. During an active call, notify the current caller about the transfer.
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2. While in an active call on line 1, click line 2 in the Phone tab.

8x8 Agent Console automatically places the phone interaction on line 1 on hold.
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3. Clickthe Agents tab to see a list of agents currently logged in to 8x8 Agent Console and their current status.

You can consult an available agent before transferring the call, or transfer blindly. You can consult the agent by
phone or chat.

4. To consult the second agent before transferring the interaction:
a. Make sure you have switched to line 2.
b. Select an agent from the list, and click to bring up the context menu.

c. Initiate a call or a chat with the agent by choosing Make a call or Start a chat.

Version 9.13 144



Process phone interactions
8x8

d. Inform the agent you are transferring a phone interaction to them, then click “to complete the transfer.

8x8 Agent Console submits a new phone interaction to the selected agent, then changes your status to Post
Processing.

5. To transfer the interaction without first speaking to the second agent, select an agent, then click Blind Transfer.
8x8 Agent Console sends the phone interaction to the selected agent, then changes your status to Post
Processing.

- Note: If the second agent does not answer the phone, and the agent does not have 8x8 Contact
& =) Center voicemail, then the call is dropped after the timeout period.

6. Click End Post Processing to make your status Available, or click Work Offline if you need more time to

complete any post processing tasks. For information about your contact center's timeout interval, contact your
contact center administrator.

Transfer phone interactions to phone queues

8x8 Contact Center allows agents to transfer an active call to another phone queue. Before transferring an active call to
another queue, the agent handling the call should check the status of the destination queue and then transfer.

To transfer an active phone interaction to a different queue:

1. During an active call, notify the current caller that you are going to transfer them to another department.
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2. Open the Phone tab, then click the Queues tab.
8x8 Agent Console does not place the phone interaction on line 1 on hold.
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3. Choose a queue, and click -

Note: Agents may experience some delay in accessing the entire list of queues whether or not they§
are part of them. An exclamation symbol next to the Transfer button indicates the partial loading of
the queues. Depending on the number of queues and their sizes, it may take some time for the ;
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8x8 Agent Console transfers the phone interaction to the selected queue, then changes your status to Post
Processing. The transferred call stays in the queue until answered by an available agent in the queue.

Note: If you wish to transfer to an unattended queue, you receive a warning about the non-
E availability of agents, or you may be blocked from transferring. You can disable the warning
_y message by selecting Do not show this message again only if your 8x8 Contact Center
administrator has given you the right permission. Disabling the warning message prevents you
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4. Click End Post Processing to change your status to Available, or click Work Offline if you need more time to
complete any post processing tasks.

Transfer phone interactions to external phone numbers

8x8 Contact Center allows agents to transfer an active phone call to an external phone number.

To transfer a phone interaction to an external number:
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1. During an active call, notify the current caller that you are going to transfer them to another telephone number.
2. While in an active call on line 1, click line 2 in the Phone tab.

8x8 Agent Console automatically places the phone interaction on line 1 on hold.
3.

Type a telephone number then click Dial.

= In the United States, type <1> before the area code.

m |f 8x8 Agent Console prompts you to choose a Transaction Code, choose a code from the list, and click Save.

For details, see our topic on selecting transaction codes. Ringing appears instead of Dial, indicating that 8x8
Agent Console has called the number.
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4. After the second party has answered the phone, tell the second party you are transferring a phone interaction to

them, then click “to complete the transfer. 8x8 Agent Console changes your status to Post Processing.
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5. Totransfer the call before the second party answers the phone, click -

8x8 Agent Console forwards the call, then changes your status to Post Processing.

E Note: If the second party does not answer the call, and the second party does not have a voice
& =) mailbox, the call eventually times out and is dropped.

6. Click End Post Processing to change your status to Available, or click Work Offline if you need more time to
complete any post-processing tasks. For information about your contact center's timeout interval, contact your
contact center administrator.

Overview of conference calls

An 8x8 Contact Center agent can bring another agent or an external party into a conference call. For example, an agent
may want to consult the case with another agent or supervisor who is an expert while the customer is present on the
phone. You can create a conference at any time between an active call and another agent, or an external party by
pressing the Join Lines soft key.

8x8 Agent Console uses line 1 to conduct a multi-party conference, and line 2 to connect each additional participant.
Each time you connect a new participant to the conference, 8x8 Agent Console automatically connects the new
participant to line 1. Line 2 becomes available to connect additional conference participants.

8x8 Agent Consoleallows you to set up multi-party conference calls. During a conference call, you can:
m Add Agents to a Conference Call

m Add External Parties to a Conference Call

Add agents to a conference call

In 8x8 Contact Center, perform the following procedure to add another agent who is logged in to 8x8 Agent Console to
a conference call. The agent's status must be either Available or Working Offline.

To add an agent to a conference call:
1. Announce to the current caller that you are going to add them to a multi-party conference call.

2. Open the Phone tab, and click line 2.
8x8 Agent Console automatically places line 1 on hold.
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Click the Agents tab to view a list of agents currently logged in to 8x8 Agent Console, whose status is either
Available (shown as Waiting in the list) or Working Offline.

In the list of agents, select an agent, then click Make a call.

8x8 Agent Console submits a new phone interaction to the selected agent. After the phone has been answered,
the sound of a human or recorded voice enables the Join Lines feature.

If you receive the agent's voicemail, click End Call to disconnect the call and return to line 1.

If the agent answers, tell the agent that you are adding them to a conference, then click Join Lines.

8x8 Agent Console connects the agent and you to any conference participants already on line 1.

Click End Call to disconnect from the conference.

8x8 Agent Console leaves the other parties connected to the conference call.

Add external parties to a conference call

In 8x8 Contact Center, agents can add an external party to a conference call. Notify the current caller, dial the external

number, and click Join Lines once the line is answered.

To add an external party to a conference call:

1.
2.

Version 9.13

Announce to the current caller that you are going to add them to a multi-party conference call.
Open the Phone tab, and click line 2.
8x8 Agent Console automatically places line 1 on hold.
In the number text entry area, type a telephone number, and then click Dial.
m In the United States, type 1 before the area code.

m |f 8x8 Agent Console prompts you to choose a Transaction Code, in the list of codes, choose a code, then
click Save. For details about choosing Transaction Codes, see our content on how to select transaction
codes.

8x8 Agent Console dials the number. After the phone has been answered, the sound of a human or recorded voice
enables the Join Lines feature.

If you receive the agent's voicemail, click End Call to disconnect the call and return to line 1.

If a person answered the phone, tell them that you are adding them to a conference call, and then click Join
Lines.
8x8 Agent Console connects both the new participant and you to any callers already on line 1.

Click End Call to disconnect from the conference.
8x8 Agent Console leaves the other parties connected to the conference call.
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Remove agents from a conference call

In 8x8 Contact Center, we have introduced the concept of a Host and added hierarchical control to conference calls.
The host can remove participants without requesting them to take any action. When a conference call is created, the
longest connected agent becomes the host, unless there is a supervisor present, in which case, the supervisor will be
the host. The host is then dynamically transferred when participants join and leave the call. For example, when a
supervisor host leaves a call, the ownership passes to the next longest present supervisor, or if none are on the call, to
the longest present agent. Prior to this release, when agents, supervisors, and other participants were on a conference
call, agents and supervisors relied upon the goodwill of participants to drop their connection and leave the call.

To remove a participant as a host, while in a conference call in 8x8 Agent Console, click - next to the participant's

name and click Confirm. For details, see our content on Conference Calls.

8xB.1234 was successfully
removed from the call.

! Options ® Confirmation Optiony

Talking Mute Hold End Cal Talking Mute Hold End Call

Remove participant
Are you sure you want to remove
8x8.1234 from the conference?

Phone Transaction Agents Queues

Participants

Confirm

Cancel

Phone Transaction Agents Queues

Participants

Mary Smith

B8x8.1234
Lal
Q, Customner ‘; Y, Agent
Remove
Mary Smith +14087271885 o
%, Agent e % Customer
+14087271885
% Customer -

= Introduces the concept of Host who has control over the removal of participants.

m Adds a hierarchical control to conference calls.

= Allows removal of participants without requesting them to take action.

= Brings control to the session instead of relying on the participants to drop their connection and leave the call.
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Assumptions and conditions

A conference call is defined as three or more parties on a call. A call with two parties is not considered a conference
call.

The longest connected agent is the host, unless there is a supervisor on the call. If there is a supervisor on the call,
the longest connected supervisor is the host.

Only one active host exists in any conference call.

The first supervisor to join the conference becomes the host. if there are other supervisors in the call, supervisor is
just a participant that may become the host after previously connected supervisors leave the conference.

Participants rejoining an existing conference assume a new connection and do not hold any host rights from earlier
in the call.

A supervisor that rejoins a call where there is no other supervisor becomes a host.

Where a supervisor joins in a whisper or monitoring mode, they do not create a conference by being the third caller
nor do they join an existing conference.

A call reducing to just two parties, drops the hang-up feature and returns to a normal call.

Use case

The following scenario provides an example of how the new conference call enhancement works:

Version 9.13

Agent 1 (HOST) initiates the call and adds Agent 2 and the Customer to the call.
Conversation requires the knowledge of Supervisor 1.

Supervisor 1 is added that is now the HOST.

Conversation requires Supervisor 2.

Supervisor 2 is added, Supervisor 1 is still the HOST.

Supervisor 1 leaves the call.

Supervisor 2 is now the HOST.

Agent 1 leaves the call.

Supervisor 2 is still the HOST.

Customer leaves the call.

Conference is over.
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When a conference is created, the host receives a brief message (5 seconds display) that advises them of their new
status. 8x8 Contact Center users can see the names of other participant. The host is marked and can see the Remove

button - for all other participants in the list.

To remove agents from a conference call:

1.

Log in to the 8x8 Agent Console.

2. Join a conference call as a host. A supervisor or the longest connect agent in the call becomes the host.

3. Click to remove a participant from the call, a confirmation message appears. Click Confirm.

4. A removed participant gets a notification of their removal.

Version 9.13

You are the host of the conference.
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If the host changes during a conference call, the old and new hosts receive a confirmation of their change of status

and the Remove button only shows up for the new host.
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. &= Note:
= :f - The new participants joining the call appear at the top of the list.
: - The host is informed if a participant leaves a call on their own.

5. Click End Call to disconnect from the conference.

If the host leaves the call, other parties remain connected to the conference call and the ownership passes to the
longest present supervisor. If there is no other supervisor, the longest present agent will be the new host. If the call
reduces to just two parties, it drops the conference feature and returns to a normal call.

Make outbound phone calls

As an 8x8 Contact Center agent, you can make outbound phone calls to:
m Agents
m External phone numbers

To dial an outbound call, 8x8 Agent Console uses a two-step process:
1. Enter or click a number to call. 8x8 Agent Console dials your agent telephone number first.

2. Answer your agent telephone. 8x8 Agent Console dials the external phone number.
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Note: The two-step process is only applicable if the persistent connection is not open.

If the agent is a member of multiple queues, and the Agent whisper is set up for the tenant, Agent whisper alerts the
agent, upon connection, about the connected call. Let’s say John serves support calls as well as sales calls, upon
connection, the system plays a brief message stating if it is a sales or a support call. In Auto Answer mode, specially
agents do not have time between calls. The whisper helps them identify the context of the call even before the
customer information pops for preview, thus allowing them to prepare for the call. Agent whisper messages can be
heard on both inbound and outbound calls. Agent whisper is only played for the agent. The agent and customer can talk
to and hear each other while the whisper is playing. For details, see our content about Agent whisper for phone queues.

Contact your supervisor for your contact center's policies for using 8x8 Agent Console to place outbound calls.

Call agents (users)

m 8x8 Contact Center agents can call another agent by entering their full phone number in the Phone tab, or by

selecting the menu option in the Agent Status tab.

m  Users of 8x8 Contact Center Unified Login can call another agent by entering their full phone number or a system-

assigned PBX extension number in the Phone tab, or by selecting the menu option in the Agent Status tab.

= Users of 8x8 Contact Center Unified Login and 8x8 Work can call another agent by entering their full phone number

or a system-assigned PBX extension number in the Phone tab, by selecting the menu option in the Agent Status

tab, or by locating the agent's extension number in the Directory tab.
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Note: You need to be part of the same functional group to be able to see and call another agent.
However, supervisors can see and call the agents of other groups.

Note: All agent-to-agent dialing requires the right settings in Dial Plans.

To call another agent using the Phone tab
1. Inthe 8x8 Agent Console, open the Phone tab.
2. Enterthe agent's PBX extension number (for users of 8x8 Contact Center Unified Login and 8x8 Work), or full
telephone number in the entry box.

3. Click Dial.
The call is established.
See Transfer Phone Interactions to Another Agent if you like to transfer the call.

To call another agent using the Agent Status tab

1. Inthe 8x8 Agent Console Control Panel, go to the Status > Agent Status tab from the Two Tabs view.

Note: The view in the Status tab changes depending on whether you choose to view in One Tab oré

Two Tabs.

2. Find the agent in the list, and left-click.
A menu appears.
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Note: The list of agents can also be accessed from Phone and Chat tabs. Go to Phone > Agents 5
or Chat > Agents to see them.

3. Select Make a call from the menu options.
A call is established to that agent.

See Transfer Phone Interactions to Another Agent if you like to transfer the call.

To call an extension user using the Directory tab (for users of Unified Login with 8x8 Work)

1. Openthe Directory tab.

2. Locate the user you want to call. You are able to view and call all extension numbers in your phone system.
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3. Click the user's extension number.
The call is established.

e

Directory
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8x8

About Dedicated Extensions

Handle call center traffic via a dedicated desk phone. 8x8 Contact Center agents can now be assigned with a dedicated
desk phone. These dedicated extensions are meant exclusively to handle inbound and outbound call traffic for agents.
You cannot receive, place, transfer, or conference calls using the extension by itself. This helps to track and monitor
contact center traffic.

Call external phone numbers

As an 8x8 Contact Center agent, you can place outbound calls to external phone numbers via Control Panel, click-to-
dial, web callback, or 8x8 Web Dialer:
Method Description

Control Panel Ability to dial outbound calls from the 8x8 Agent ConsoleControl Panel by simply entering the
phone number under the Phone tab and clicking Dial.
8x8 Agent Console dials your agent telephone number first. Answer your agent telephone first,
8x8 Agent Console dials the external phone number.

Click-to-dial Ability to click and dial phone numbers from records in Local CRM or External CRM.
The click-to-dial option is available out-of-the-box in Local CRM. For External CRM, however,
some configuration is necessary.
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Method

Web callback

8x8 Web Dialer

8x8 Web Dialer

Description
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A system-generated outbound call placed in response to a customer request. If a callback is
scheduled to a campaign customer, a reminder pops up at the scheduled time to the same

agent who scheduled the callback. The agent then has to manually place a call.

8x8 Web Dialer allows agents to dial from any web page just by clicking on the phone number.

Once you install the 8x8 Web Dialer, telephone numbers are highlighted in blue, and turn into

clickable links. For details, see our instructions on how to send the Web Dialer calls through

8x8 Contact Center.

8x8 Contact Center agents can set up 8x8 Web Dialer to make calls through 8x8 Contact Center rather than 8x8 Work

for Desktop. 8x8 Web Dialer allows agents to dial from any web page just by clicking on the phone number. Once you
install the 8x8 Web Dialer, telephone numbers are highlighted in blue, and turn into clickable links.

Note: This ability is available only in the Google Chrome extension.

Known issues and limitations

If you are an 8x8 Contact Center agent placing calls via the 8x8 Web Dialer extension on Chrome:

Version 9.13

160


https://docs.8x8.com/8x8WebHelp/WebDialer_Click2Pop/Click2Pop_WebDialer/8x8-web-dialer.htm#WebDialerInstall
https://docs.8x8.com/8x8WebHelp/WebDialer_Click2Pop/Click2Pop_WebDialer/8x8-web-dialer.htm#WebDialerInstall

Process phone interactions

8x8

m  8x8 Web Dialer does not honor 8x8 Contact Center outbound phone codes. As a result:

o Your outbound calls via the 8x8 Web Dialer are not detected, and therefore, your agent status does not change
to Busy to reflect your call.

o You cannot set a custom outbound Caller ID.

m  When you place an 8x8 Contact Center call from a web page, the page turns blank. Once you make the call, click
Back in Chrome to return to the page, or close the browser tab containing the page if you no longer need it.

To send 8x8 Web Dialer calls through 8x8 Contact Center:

1. Open your Chrome browser.

2. Inthe extension menu on the top right corner, select Options.

@ % + O J »

e

Bx8 Web Dialer

se own selection

I
3!! !B ! Deactivate 8x8 Web Dialer on this domain

This can read and change site data ¥

Cpticns

Remove from Chrome...

Unpin

Manage extensions

3. Inthe extension options that open, select the 8x8 Contact Center platform your organization uses, such as North
America or Asia Pacific. You need to check the cluster URLs that your tenant is operating on by looking at the URL
in your browser when you log in to 8x8 Agent Console, for example: vcc-na12x.8x8.com, and checking our
Platform URL guide. Reach out to your contact center administrator for help finding your platform URL.

4. Enable the Always dial using Contact Center option to make 8x8 Web Dialer calls through 8x8 Contact Center.
Y our selection takes effect immediately.

If you leave the option disabled, 8x8 Web Dialer defaults to 8x8 Work for Desktop when you try to make a call.

To disable 8x8 Web Dialer on a web domain
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Let's say you want to disable 8x8 Web Dialer on a specific web domain without fully disabling the browser extension;
simply open the extension menu and select Deactivate 8x8 Web Dialer on this domain. To enable it again, open the
menu again and select Activate 8x8 Web Dialer on this domain.

N — Note: The above applies to Chrome; if you are on Safari or Internet Explorer, the option is instead
| labeled Add to blacklist.

N — Note: Enabling or disabling this option applies to all pages on the relevant domain; there is no way to
/ enable or disable 8x8 Web Dialer on specific pages within a domain.

Dial digit tones

During a phone call in 8x8 Contact Center, agents may encounter problems communicating digit tones to an IVR
system using the telephone key pad. For example, during an outbound call, an agent inputs an account number in
response to an IVR system prompt; the account number may be conveyed incorrectly due to digit audio leakage during
transmission among diverse networks. Keyboard dialing provides an alternative mechanism to counteract this issue. It
offers an alternate long tone method through a 8x8 Contact Center Dial Pad interface to convey digit tones from 8x8
Agent Console to a touch tone IVR system across diverse networks, limiting the possibility of digit audio leakage.

Keyboard dialing allows an agent to generate two types of digit (DTMF) tones: Short Tone, and Long Tone. When the
default short tone fails, an agent may select long tone using the Dial Pad interface to communicate the information
correctly to the destination IVR system.

Features
Keyboard Dialing features the following behavior:
= Available during any active phone call session.
= Supports two types of digit tones: short tone, and long tone.

m Preserves the digit tone setting per agent, per browser, and per workstation. If an agent logs out and logs back in to
the same workstation, previous digit tone settings are maintained until the next manual change.

m  Shares between two busy lines in a two-line call. The dial pad stays open when agent switches between two busy
phone lines.
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m  Generates digit tones for the active line only, in the event of an agent handling two busy lines.

= Allows navigating voicemail IVR to access voicemail.

Limitations
Keyboard dialing has the following limitations:
= Not readily available when call is muted.
m Not supported for 8x8 Contact Center CTl Connect for Salesforce.

= Not supported for recording personal greetings during verification calls.

Access dial pad

In 8x8 Contact Center, during an active call session, you can use the keyboard or the Dial Pad for digit tone dialing. The
Dial Pad enables you to change digit tone duration. When an agent accepts a phone call, the Options menu gets
activated in the Control Panel. The Options drop-down menu includes the Dial Pad feature.

To dial digit tones using keyboard:

1. Place the cursor focus in the phone text box.

=es m Sasha (Sasha)

® Busy Om:04s

s O & O

Qptions
Talking Mute Hold End Call
@
Phone Transaction Agents Queues
L]
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2. Enter the numbers on the keyboard. You may hear the short tone transmission.

3. To change the digit tone duration, click Options, and select Dial Pad from the drop-down menu.

OR
press CTRL+ X to bring up the Dial Pad.

Sasha (Sasha)
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4. Select the long tone check box (clear the check box to switch back to short tone).

Sasha (Sasha)

Im:1ds
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5. Input the digits or characters using the keyboard or the Dial Pad.

Manage your status during outbound calls

During outbound calls in 8x8 Contact Center, your status changes to Busy, or preserves your current status. If you route
the call through a queue by selecting an outbound phone code, your status changes to Busy, provided that your contact
center administrator has set it up. If you do not route the call through an outbound queue, your current status is
preserved. For example, if your status is Available while making an outbound call, and you do not route the call through
a queue, 8x8 Agent Console leaves your status as Available, offering new incoming phone interactions.

Change your status to busy

Changing your status to Busy during an outbound call requires you to route the call through a queue. This is enabled
through outbound phone codes, where each code is associated with an outbound queue. You must be a member of the
outbound phone queue, as well as be assigned to the code list.

To change your status to busy during an outbound call:

1. Inthe Phone tab, enter a phone number, and click Dial.
You are prompted to select an Outbound Phone Code.
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2. Select a code from the list, and click Dial.
The call dials out and routes through the specified queue, changing your status to Busy. It dials your phone first
and then the destination number.

Retain your current status

If you do not route an outbound call through a queue, your current status is retained and you are offered new incoming
interactions if you are Available. This is not desirable when you are on another call. To work around the situation, you
can follow the steps below:

If you are on an outbound call, and 8x8 Agent Console offers you a new interaction, you have two options:

= Click Accept Call to have 8x8 Agent Console place the existing call on hold. Place the incoming phone interaction
on line 2, connect your agent telephone to line 2, and change your status to Busy.

m Click Reject Call to have 8x8 Agent Console return the new interaction to the phone queue and change your
status to Working Offline.

If you neither accept nor reject the new interaction, and the interaction acceptance interval reaches zero, 8x8 Agent
Console returns the new interaction to the phone queue, and changes your status to Working Offline.
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Note: The Reject interaction button is disabled if your contact center administrator has not granted the
permission. This prevents agents from rejecting the interactions they are offered.
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Process campaign calls

The 8x8 Auto Dialer is an automated outbound phone-based dialer that searches and retrieves a target call list from
campaigns defined by the administrator. Campaigns are assigned to outbound phone queues, while agents are
assigned to these queues. As an agent serving an outbound queue, you are presented with campaign calls assigned to
the queue. The queue may be set to preview, progressive, or predictive dialing mode. The calling experience varies
between preview and progressive or predictive modes. In the preview mode, agents can preview the customer record,
prepare, and then accept the call. In the progressive and predictive campaign calls, agents are connected to live calls
only.

If the agent is a member of multiple queues, and the Agent whisper is set up for the tenant, Agent whisper alerts the
agent, upon connection, about the connected call. Let’s say John serves support calls as well as sales calls, upon
connection, the system plays a brief message stating if it is a sales or a support call. In Auto Answer mode, specially
agents do not have time between calls. The whisper helps them identify the context of the call even before the
customer information pops for preview, thus allowing them to prepare for the call. Agent whisper messages can be
heard on both inbound and outbound calls. Agent whisper is only played for the agent. The agent and customer can talk
to and hear each other while the whisper is playing. For details, see our content about Agent whisper for phone queues.

The Control Panel on your 8x8 Agent Console indicates an outbound call, and the Display Panel presents the contact
record details for a quick preview.

Handling a campaign call in preview mode

If the outbound queue is in preview mode, the agent gets to preview the customer record before accepting the call.
During the preview timeout period, the agent can preview the record and then start the call or skip the call (if allowed) to
move onto the next record. If the agent does not take any action, then the system may automatically dial out if
configured. After the call connects, the agent processes the call, ends the call, and completes post-processing. Then
the call log pops.
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Handling preview campaign calls

Handling a campaign call in progressive mode

In the progressive mode, the agent will only ever receive live calls that have been answered by a person. Agents must
be on Persistent Connection Mode to receive campaign calls in progressive mode. This means calls are automatically
connected once an agent becomes available. Agents are not allowed to reject or skip calls. Once the call connects, the
customer record is presented to the agent. After processing the call, when an agent ends the call and completes post-

processing, the call log pops.
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Handling progressive campaign calls

Handling a campaign call in predictive mode

The agent experience is similar to progressive mode in that the agent will only ever receive live calls. Any unanswered
call is automatically dispositioned and is not presented to the agent saving agents’ time. Agents must be on Persistent
Connection Mode to receive campaign calls in predictive mode. This means calls are automatically connected once an
agent becomes available. Agents are not allowed to reject or skip calls. Once the call connects, the customer record is
presented to the agent. After processing the call, when an agent ends the call and completes post-processing if

configured, the call log pops and the next call connects.
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Handling predictive campaign calls

Reschedule campaign calls

If an 8x8 Contact Center campaign call fails to reach the called party, you can set up retrial calls or schedule a callback
automatically by selecting appropriate transaction codes that map to the following disposition actions:
m  Try Again: sets up retrial attempts for a call as specified by the administrator. The retrial call is placed back in the
queue and offered to any available agent within the specified time interval.
For example, if you fail to reach the called party during a campaign call, you can select a transaction code such as
Ring, No answer, or Reached third party, which maps to the Try Again disposition action, triggering retrial attempts
for the call.
m Schedule Call back: allows scheduling a callback to a campaign customer, and pops up a reminder at the
scheduled time to the same agent. The agent must manually place a call.

For example, on reaching a destination number, if a customer suggests a time to call back, you can select a code to
schedule a callback based on the customer’s convenience.
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If you select a transaction code that triggers Schedule Call back, you are prompted to schedule a time for the
callback using the calendar. Specify a date and time to call back, and a task is automatically created for the call. A
reminder pops up a few minutes before the specified scheduled call with the call log. Click the call log to view the

details of the scheduled call. The agent has to manually place the call to complete the task, and dismiss the task in
the Reminder window.

Do Not Call disposition

On reaching a contact during a campaign call, if the contact asks not to be called back again, you can select an

appropriate transaction code to indicate the contact's choice. You can automatically save this information in the contact
record if:

m the code is mapped to the Do Not Call disposition action.

m the campaign defines a field to capture the transaction code.
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The Do Not Call disposition information is critical to filter the record from the campaign call list for recycling.
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Improve campaigns call handling

Improve your 8x8 Contact Center campaign call experience using the call handling features and services below. Some
of these features will appear only when they are enabled by your contact center administrator:
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m Auto Dial Campaign Calls after Preview

m Enable Persistent Connection Mode

m Enable Answer Machine Detection (AMD) Service

m Detect TCPA-Listed Phone Numbers via Carrier Call Blocking (CCB)
m Enable Agents Auto Answering

m  Assign Automatic Transaction Codes (Auto-TCL) to Campaigns

m Allow Agents to Skip Campaign Calls While on Auto Answer

Auto dial campaign calls after preview

If autodial is enabled by your contact center administrator, a preview of the campaign record is offered and triggers the
preview countdown. The option to reject or skip the call is also offered during the preview. A notification appears
alerting the agent that a call is about to be placed if you do not take an action manually. The system then initiates a call
automatically after the preview countdown times out. The minimum preview duration is 15 seconds.

Starting call in 15 seconds... »

® Outbound Call Offered

sart [« | Reject. |[ skip |

CE O &

Al Favorites Recents

q =
Queus E‘. ".Jn- (3'

INBOUMND PHONE -
support_in_.. 0 ©O Omidds W

OUTBOUND PHONE

ampaign_o.. 0 4 Smil6s LT
SUPPOrt_ou 0 0 OmODs Tr
CHAT

o

support_chat 0 Om:00s

(=]

T T

Enable Persistent Connection Mode

If your contact center administrator has enabled the Persistent Connection Mode, when you place an outbound call, the

Persistent Connection Mode dials the destination right away eliminating the need to answer the call from your
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softphone or pick up the desk phone first. The call is connected right away. If also permitted by the administrator,
agents can opt the Persistent Connection Mode in their profile. Go to Menu > Profile and select the desired mode.
Learn more.

Enable Answer Machine Detection (AMD) service

If your contact center administrator has enabled the AMD service for your campaign, it identifies machine-answered
calls and sends a one-way message to the call routing to end that call and resolve it automatically. AMD is a learning
service and needs some time to build an effective library of known audio samples before it reaches the maximum
efficiency. Once the library is created, the AMD service resolves a machine-answered call quicker than the manual
effort of an agent. AMD works in conjunction with our new Auto-TCL. The transaction code for such calls appears as
"Answer machine detected" in CRM Cases or under Historical reports.

AMD resolves a machine-answered call when the following acceptance criteria are met:

m There is an active interaction on an outbound call (non-active interactions include wrong numbers, numbers not in
use, system messages).

m The call has a campaign ID from an AMD-enabled campaign.

m The elapsed time of an identified call can be terminated within the locally-configured threshold (two seconds in UK
and US).

X MikechatMi. X Callog (1242) X Google, Echip.. X CallLog (1243) X Macadaeg.Je.. X CallLog() X CallLog (1248) X AAASan AR X 4 b v

Edit Task

Status  Due Date Last Modified Date  Transaction Code

Closed  25/07/201911:3.. 25/07/2019 11:36.... System Codes: Mobile number blocked

T Closed  25/07/2019 11:3..  25/07/2019 11:36:.. System Codes: DNC blocked
B 24/07/2019 16:2..  24/07/2019 16:25:... System Codes: Call rejected
Closed  24/07/2019 160 2019 16:08:.. System Codes: Callrejected

Closed  15/07/2019 152...  15/07/2019 15:21.... | System Codes: Answer

Note: The AMD service is only applicable to the calls routed via campaigns, but not the outbound calls

placed by an agent.
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Detect TCPA-listed phone numbers via Carrier Call Blocking (CCB)

If your contact center administrator has enabled CCB for your campaign, the campaign dialer checks whether the
outbound call’'s phone number is listed on TCPA list. When it detects a TCPA-listed phone number, the CCB
terminates the call. A transaction code such as "Mobile number blocked" or "DNC blocked" is then generated by the
system and recorded in the call log via Auto-TCL.

Enable agents Auto Answer

If your contact center administrator has enabled Auto Answer for an agent, every phone interaction that is offered to an
agent is automatically connected eliminating the need to accept it manually. This new configurable option enhances
agents efficiency by quickly connecting the calls and reducing the number of clicks an agent has to make. Auto Answer
also helps prevent agents from rejecting or missing calls on their workplace phone . For details see our content to
enable agents Auto Answer.

Assign Automatic Transaction Codes (Auto-TCL) to campaigns

If your contact center administrator has enabled Auto-TCL for your campaign, 8x8 Contact Center automatically
assigns transaction codes to campaign calls when the destination party is not available to answer the call, or the call
cannot be completed such as when there is a busy tone or dead line. This also includes identifying calls that are
answered by a machine. Auto-TCL works with Answering Machine Detection (AMD) service to identify such calls and
automatically disposition them. It then moves onto the next call with minimal agent disruption. This feature allows
agents to be more efficient with their time. Auto-TCL feature must be provisioned to the tenant. Administrators can
then set it up in Configuration Manager.

When you run a campaign, the campaign dialer begins calling numbers fed from the CRM. When it detects a TCPA-
listed phone number, the CCB terminates the call. A transaction code such as "Mobile number blocked" or "DNC
blocked" is then generated by the system and recorded in the call log via Auto-TCL.
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Allow agents to skip campaign calls while on Auto Answer

Process campaign calls

If your contact center administrator has enabled the skip campaign option, 8x8 Contact Center allows agents the option

to skip the campaign calls when being offered.

1.

To Skip Campaign calls:
Log in to 8x8 Agent Console.

2. Change your status to Available.

3. When a campaign call is offered, click the Skip button. The next call will be offered.

® Outbound Call Offered

Robin (Robin)
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Process voicemail interactions

For 8x8 Contact Center agents assigned to voicemail queues, 8x8 Agent Console Phone tab enables you to process

voicemail interactions as a subset of phone interactions.

Unlike phone interactions, voicemail interactions cannot be transferred or forwarded. The information in this section

describes the default voicemail options.

For information about 8x8 Agent Console phone tools, see Overview of Phone Controls.

Accept voicemail interactions

Perform the following actions to accept a new a voicemail interaction in 8x8 Contact Center. The following procedure

assumes that you are assigned to an enabled voicemail queue, and that your status is Available.

To accept a voicemail interaction:

1.

Version 9.13

In the Control Panel, click Available.

8x8 Agent Console offers a voicemail interaction only to an agent assigned to an enabled voicemail queue, and
whose agent status is Available.

the permission. This prevents agents from rejecting the interactions they are offered.

When your agent telephone rings, 8x8 Agent Console flashes the Phone tab and displays Voicemail Offered.
Answer your agent phone to accept the interaction.
Then, 8x8 Agent Console:

= _.f Note: The Reject interaction button is disabled if your contact center administrator has not granted
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m Plays a recorded message that notifies you the new interaction is a voicemail interaction.

m Tells you to press 1 to send a copy of the voicemail message to your email address as a WAV file attachment.

£, Note: The only way you can save a voicemail message is to send a copy of the message to
your email address. When you disconnect your agent telephone from the voicemail interaction,é
8x8 Agent Console permanently deletes the voicemail message. ;

m Begins playing the voicemail message.
8x8 Agent Console repeats the voicemail message until you hang up the phone or press End Call.

3. After listening to the voicemail message, hang up your agent telephone, or in the Phone tab of the Control Panel,
click End Call.
8x8 Agent Console permanently deletes the voicemail message. If you did not press 1 to send a copy of the
voicemail message to your email address, the message is permanently lost.

4. Click End Post Processing to change your status to Available, or click Work Offline if you need more time to
complete any post processing tasks.

Receive voicemail email notification
The voicemail email notification now provides the transaction ID, allowing you to track the queued voicemails better. An
email notification for a voicemail is generated as a result of:

= Voicemail Queue Notification: When a caller leaves a voicemail via a voicemail queue, an email notification is sent
to the email address configured for the voicemail queue.

m |VR Settings for Voicemail: A voicemail being sent to an agent from the voicemail queue. The agent requests an
email to be sent to the agent.

m Transferring to Agent Voicemail: A voicemail being sent to an agent after the caller calls and leaves a voicemail in
the agent’s voice box.
Additionally, you can retrieve the following information from a voicemail notification sent by email:

Tenant name, Cluster ID, Phone queue ID, Voicemail queue ID, Calling name, Interaction GUID of the inbound phone
queue, Transaction ID of the inbound phone interaction, Voicemail begin offset, Filename, Agent name, and Voicemail
retrieval delay.

Version 9.13 179



Process chatinteractions

8x8

Process chat interactions

In 8x8 Contact Center8x8 Agent Console, chat interactions provide a means of responding in real time to customer
inquiries.

Depending on the configuration of your contact center, the contact center's chat access page can be configured to allow
or require a customer to supply an account number, case ID, or other numerical information before beginning the chat
interaction. When you accept the new chat session, 8x8 Agent Console uses the information to automatically access
customer or case records in the Local CRM.

If the customer has not supplied any identifying information before beginning the chat, you can ask the customer via
chat window the information you need to create a new customer or case record.

8x8 Contact Center agents may be assigned to one or more chat queues. Chat queues prioritize and deliver chat
interactions to agents whose status is Available, and who are assigned to an enabled queue.

1 _: Note: As an agent you can process up to six concurrent chats from customers, and an unlimited number§
of chats with agents. |

Features

m Provide a means of responding in real time to customer inquiries.

m Process up to six concurrent chats from customers, and an unlimited number of chats with agents.

m Use the customer information in chat to automatically access customer or case records in the Local CRM.
= Agents and customers can request or allow Co-browsing sessions via chat.

= Provide multilingual support for chat.
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= Ability to use an automatic translation tool.

m  Access auto log and screen pop for chats.

Overview of chat interactions

8x8 Agent Console chat controls allow you to:
m Process chat interactions
m Handle multiple chats
m Handle multilingual chats
m Handle SMS interactions
= Handle Social interaction
m Transfer customer chats to a different queue
m Save chat logs

m Insert FAQ responses into chat interactions

Inbound chat work flow
Chat interactions flowing into 8x8 Contact Center stay in a chat queue until an agent is available. The following
sequence explains the inbound chat work flow:

A. When an agent's status is Available, the longest waiting chat in the queue is offered to the agent.

B. 8x8 Contact Center searches the Local CRM database for existing customer records based on account number,
case number, or any arbitrary data passed during the interaction.

C. Ifthe chat request is from an existing customer, the relevant customer or case record is presented to the agent
through screen pop. In the absence of a matching record, a new customer record entry pops up.

D. A screen pop occurs either before or after agent accepts an interaction, based on the screen pop settings
configured by contact center administrator.

E. The agent processes the chat, and may select transaction codes to indicate chat disposition. Selecting transaction
codes may be optional or mandatory based on the settings.

F. On ending the chat, the agent gets post-processing time for a final wrap-up before the chat terminates. If codes
are mandatory, the interaction stays in Post Processing mode until codes are selected.

G. At the termination of the chat, 8x8 Contact Center may create an auto call log. If the administrator has configured
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auto logs, one of the following auto log events occurs:
m screen pop auto log in view mode
m screen pop auto log in edit mode

= No screen pop

—f Note: Auto log of interactions requires administrator configuration.

The sequence of events in an inbound chat flow may be represented by the following chat flow diagram:

Inbound Chat Work Flow
ICR - Data Dip
Get Value L
iAccount Murnber) Agent Activities
Fhone {Email 1D} ’ N
_— (CaseID)
Inbound ) M;:c(:;;g SYes | Screen Pop Pracess Chat
[RR— N h “ | matchingrecard - Request
! i . Found
| Sesrchon !
| arbitrary data p

[ | S, /'l A
T Screen Pop Mew ]
! Select TCL Codes
Ho |- | enduserrecord | SeectTel Godes
[ End lchat

Agent Enters new End Post
custamer record Pracessing
Frockss and
....... Based on custorm CRM field End |Chat 0
Optional step requiring subscription p—— s
chatlog chatlog

Associates
with

Save logby identifying
customer Recor

Process chat interactions

8x8 Contact Center directs chat requests to agents via a chat queue. An agent must be in Available state to receive
these incoming requests. When an incoming chat is offered to an agent, the Chat tab blinks, indicating an incoming
request. The agent can accept, or if permitted by administrators, reject the chat request. On accepting, the agent status
changes to Busy. On rejecting the request, the agent status changes to On Break.
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Before you start

To receive chat interactions, agents must:

m bein Available state.

m be assigned to an enabled chat queue.

Process chatinteractions

Process a new interaction

Once the agents meet the pre-requisites, they are ready to process new interactions.

To process a new chat interaction:

1. Change your status to Available.

2. The Chat tab in the Control Panel blinks red indicating an incoming chat request.

Note: The Reject interaction button is disabled if your contact center administrator has not granted
the permission. This prevents agents from rejecting the interactions they are offered.

3. If the incoming chat is from an existing customer, the customer or case record pops for preview.
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Note: If the customer supplied account or case information when initiating the chat, 8x8 Agent
Console accesses the appropriate record and presents the record for preview. The screen pop

behavior may vary based on the settings.

Note: If the screen pop fails to open, clean up your browser cache and cookies and log back in.

If the request is from a new customer:

a. If the request is from a new customer, a new customer record entry form pops up.

BN e ] st e
B [ & NewCustomer (82) X

® Customer Chat Offered

Create New Customer
LS & O

Account Number: (will be set upon save)
* First Name: Voice:
* Last Name: Fax:
o Email Atemative
Queue 5% O~
Restrict Customer's Access
= Password:
INBOUND PHONE E| . e
Support Inb. 0 0 Om0Os
° U Generate Password
OUTBOUND PHONE Automatically

SuppoROU. 0 0 omods .
cHaT 3 ¢ Customer Type: Default
Phone: Email (Additional)
All Favorites  Recents [ h)
Company: Company search
Q b4
' o ) &
Comments:
© s35n2 solovey omozs
Show Statusin: OneTab ¥
Save Save as Draft

s BB

b. Enterthe details of the new customer, and save the customer record.
c. After processing the chat, click End Chat.
d. If chat log is enabled, a chat log is created and pops in edit mode.

e. Save the log by selecting the newly-created customer from the list.

The log is saved as a case.
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10.
11.

12.
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Preview the record details, and click Accept Chat.

f— Note: If you reject the chat, or failed to accept it before the acceptance interval lapses, your status
- is changed to On Break. '

- Note:The chat window capacity is 5000 characters to allow agents to communicate large bodies of
- = text, such as FAQs, via the chat window. :

Click Send.
Your chat entry is posted on the customer's chat window. You are also notified of typing in progress on either end.

Optionally, insert information from FAQs. For details, refer to Insert FAQ Responses into Chat Interactions.
Optionally, select transaction codes to indicate chat disposition.

To end the conversation, click End Chat.

The chat conversation ends. Your status changes to Post Processing to wrap up.

You can end post processing manually, or wait until the post processing timeout occurs.

At the termination of the chat, a chat log may pop up. The chat log opens in view mode or edit mode based on the
settings. Auto log occurs only if the administrator has configured it.

................................................................................................................................

Notes:
£~ -Achatlogopens in view mode if the chat request is from an existing customer. The log case is
;:f associated with that customer record automatically.
: - A chat log opens in edit mode if the chat request is from a new customer. While saving the log,
you are prompted to select a customer from the existing list.

................................................................................................................................

Edit the chat log case as desired, and save or save as a draft.
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Transfer customer chats to a different queue

Process chatinteractions

In 8x8 Contact Center 8x8 Agent Console, if you wish to transfer an ongoing chat to another queue, you can transfer it

with just a few clicks. During a chat, 8x8 Agent Console gives you the visibility to other chat queues, whether you are

part of them or not. Simply select a queue, and click “ . The chat terminates at your end, and transfers to an agent

available in the other queue. Learn more about receiving transferred chats with contextual information.

To transfer a live chat:

Version 9.13

Inform the customer about the transfer.

Click the Queues tab in the Control Panel. The Queues tab lists the chat queues available to accept the

transferred interaction.

Select the queue you want to transfer to and click -

m Sasha (Sasha)

.Busy Om:36s
L @ & 0O
Identification * Waiting

CUSTOMER LIST

® 18 0m:10s

Chat Transsction Agents Queues
v

EN11s End

to Acmejets. How -

FAQ Shortcut InsertFAQ | FAQ =

Sure; let me transfer you to & Sales
pr’ESE"(B(iVE.

4842

Check Spelling send

Sasha (Sasha)

1m:04s

L 3 A 0O

Identification ™ Waiting

CUSTOMER LIST

116 0m:18s

el Chat Tramsaction Agents Queues

All Favorites  Recents

Q v

Queue &€ 0O~

CHAT

Sales Chat 1 0 Om00s I
SupportChat 1 0 Om00s ¥

Transfer

rowereaty G 8

Menu

® Customer Chat Offered

AcceptChat || Reject Chat

L m B a&a 0

Identification

Waiting

CUSTOMER LIST

? "7

Chat _ Tra

ction  Agents  Queues

Transaction Information

Language:
Customer:
Company:
Subject:

Channel
Name:
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Number:

Queus:

Wait Time:

English
YA
NiA
/A

AcmeSupport Chat

AcmeSupport Chat

Sales Chat
Om:00s

e 8x8

Kaoru (Kaoru)
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Note: Agents may experience some delay in accessing the entire list of queues whether or not they§
are part of them. An exclamation symbol next to the Transfer button indicates the partial loading of

the queues. Depending on the number of queues and their sizes, it may take some time for the
entire list to load.

@ rPost Processing

Sasha (Sasha)

Available Take Break =

wom O &

.2

®©

QOptions

Past Processing

Phone Transaction

All Favorites

End Post Processing

Agents Queues
——

Recents

Q g

Queue {_g.g Q:g

® -

INBOUND PHONE

Supportinb.. 0 ) 0m:00s

SalesInbou... 1 [}

Y
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Transfer

Note: If you wish to transfer to an unattended queue, you receive a warning about the non-
availability of agents, or you may be blocked from transferring. You can disable the warning
message by selecting Do not show this message again only if your 8x8 Contact Center
administrator has given you the right permission. Disabling the warning message prevents you
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The chat is transferred to the queue instantly, and offered to the first available agent on the queue.

Accept transferred chats with contextual information

nm
B m R
=sm

o Busy Om:15s

wom O & O

.2

Options

Talking Mute Hold End Call

Phone Transaction Agents Queues
——

All Favorites  Recents

Q 7

Queue &€ 0O~
INBOUND PHONE

Supportinb... 1 0 0m:00s
|
Transfer
Powered by 8x8

from receiving this message again. Click Continue to transfer the interaction.

Alert

‘Warning
You are attempting to ransfer to a
gueue with no agents available, busy
or working offline.

Do you wish to continue?

Do not show this message again

Continue  Cancel

Process chatinteractions

As an 8x8 Contact Center agent interacting with customers via chat, when you know who your customers are, what
they’re looking for, and what they’ve already shared with another agent, you can serve them better and faster.
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Contextual information informs agents facilitating more productive conversations while handling customer issues. 8x8
Contact Center introduces the ability to hand off the conversation with interaction details when transferring a live chat.

Let’s say a contact center agent interacting with a customer via chat, has to transfer the customer to another
department. Transfer the live chat interaction to another queue. Upon transfer, the agent receiving the transferred chat
interaction can view the customer details gathered via the pre-chat form, name of the agent transferring the interaction,
and the chat transcript from the conversation. With all this information, the second agent quickly reviews the customer
information as well the context of the conversation, processes the chat interaction more effectively. At the termination
of the chat, the chat log includes the original transaction ID along with the chat transcript. The chat log created with the

first agent indicates the chat was transferred.

The transfer of information is supported throughout the customer journey, in a chain interaction where a chat interaction
is transferred to and processed by multiple agents. Every agent receives the information until that point.

£ Note: The chat history is bound to the customer and the channel, so agents can see chat history from aII§
i previous interactions with the customer on the same channel. Agents cannot see what happened on
another channel that the same customer might have used in the past.

Use Case

At Acmedets, agent Robin accepts a chat request from customer Mia, who is looking for information regarding a recent
sales order. Agent Robin pulls up the order information and processes the request. Mia then has a billing related
question. Robin must now transfer the live chat to their billing queue. She then informs Mia about the transfer and
transfers the conversation to the billing queue. Agent John receives the chat request, takes a quick look at the customer
information collected during pre-chat, accepts the chat to view the conversation details with agent Robin.

Agent Robin in the Sales department accepts the chat interaction from customer Mia and answers her questions.
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Robin Smith Robin Smith
@ Customer Chat Offered ® Busy 4m:36s
Accept Chat Reject Chat
a RS
Identification Waiting Identification Waiting
CUSTOMER LIST CUSTOMER LIST
? LCJ &6 ARy ® Qe 2m:03s
Chat Transaction Agents Queues
I
v
EN &5 End
Chat Transaction Agents Py
[11:04:59 AM] Hello Mia, Welcome to
Transaction Information Acmejets.
11:05-74 AM] Hi I hel, ?
Language English [ ] tiow may | help you
[11:05:45 AM] Hi, | would like to check the
Customer N/A status of my order number 2023.
Company MNAA [11:06:07 AM] Sure, | will check.
Subject /A [11:06:55 AMJ Our records indicote o delay in
the order processing. The new date will be in
Channel Name Acme-chat the second week of April
Channel Number Acme-chat [11:08:02 AM] Great, thanks.
Queue Acme-chat-scriptvari... [11:08:20 AM] | have a question about
Wait Time Om:00s billing. v
T tion ID 66
ransaction Insert FAQ  FAQ»
Enter your name  Mia
Fowerad by w8 5000
Fowerad by 818
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Step 2: Agent Robin transfers the interaction to the Billing queue

Mia has a billing related question. Agent Robin must transfer her chat to the Billing queue. He informs customer Mia
about the transfer.

LR N ] . .
e m Robin Smith

@ Busy 8m:00=

R, @ s O

R
Identification Waiting
CUSTOMER LIST
LJ 66 3m:00s

Transferring to the

billing queue

Chat Transzaction WRegents Quesues
I
All Favarites FRecents

Queue & @ @

CHAT

Acme-Billlng W
Transfer ’ B

Acme-cha.. 0O 0 0Om:00s

I B L Ip Lr I I
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Step 3: Agent John in Billing accepts the chat.

Process chatinteractions

Agent John in Billing accepts the chat and receives all the information about the customer along with the chat transcript

with agent Robin. The Transaction tab displays the following information:
m Transfer from: Indicates the agent who transferred the interaction
m Channel Name: The chat channel that received the interaction
m Queue: The chat queue that is currently offering the interaction
m Customer: Customer name if this is an existing customer
m  Company: Company name the customer is affiliated with
m Pre-chat information: Information collected via pre-chat (such as language and customer name)

m Transaction ID: The transaction ID of the chat interaction with this agent

B pas) New Customer (68) X

Google Chrome

vee-na30b.8x8.com

|dentification Waiting

CUSTOMER LIST

[C~F

Chat transcript

Transaction with agent Robin

details

ook

s indicate @ delay in the order pracessing. The new date will be i the second week of April.

[11:08:20 AM] | have a question about billing.

[17:08:27 AM] (Robin Smith) Sure, let me b

sfer you to our Billing representative.
on_ Agents Queues
Language English

Enter your name Mia
Smith * IP address 107.216.241.137 h)

Transaction Informati

Transfer from

Language Engl Referrer hitps:iwww.wischools.com/html/tryit. asp2filename=tryhtmi defauls
Customer N/A
Company N/A
Subject N/A
Channel Name | Acme-chat
Insert FAQ || FAQ»
Channel Number | Acme-chat
Queus Acme-Billing Your message
Wait Time Tm:02s

Transaction ID 68
Enter your name  Mia

5000

Zip Zip

Step 4: Agent John processes the customer’s billing question and ends the chat conversation.

Agent John chats with Mia, processes the interaction, and ends the conversation. Upon termination of the chat, the

chat log pops. It includes the current transaction ID as well as the previous transaction ID. It also indicates that the chat

is transferred from agent Robin.
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John Do
B A & Mew Customer (68) X  New Chat Log (68) X
Available 1m:02s ————
‘Work Offline Take Break - DetailS -
w B o * Subject:  john smith saved the chat Log
Description #Transaction Tnformationss Chat log with previous
* Transaction ID: 68 . . .
« Previous Transaction T0F 66 transaction information
Identification Waiting * Transfer from: Robin Smith
No items to show. *==pgent Information®*

= Agent primary language: en
= Agent secondary languages:
= Agent display name:

=sCustomer Informations*
= Language: en
* Enter your name: Mia
Agents = IP address: 187.216.241.137
= Referrer: https://wes.w3schools.com/html/tryit.aspdfilename=tryhtml_default

EN

=Transcript*=

transfer you to our Silling representat
Agent: [11:14:58] Hello Mia, This is John. How can I help?
Language English

Enter your name  Mia Customer: [11:16:47] Hi John, My bill number 1232 has an error. The number of items ordered shows 4. we actua

IP address
Referrer Agent: [11:17:17] Let me review the billing order and follow up with a corrected billing statement
Customer: [11:17:28] Sure, thanks
filename=sryhml
_Gefauit Agent: [11:17:44] Is there anything else I can help you with today?
Customer: [11:18:86] &11 good. [
[I1:1458 AM] Hella Mia. This is Joha. How

o bl Agent: [11:18:13] Have a great day, Mia.
[1:16:47 AM] Hi John, My bill number
1232 has an error. The number of items
ordered shows 4. we actually ordered

Your chat session has ended.

three

LIz A Attachment @ Attach files or drop files here

and follow up with @ correcte: (total maximum size is 20MB}
storement

[11:17:28 AM] Sure, thanks.

[11:18:08 AM] all good.
111213 A1

] Have o great doy, Mia.

Your chat session has ended.

Save Save as Draft Close

The chat logged with agent Robin indicates that it is transferred to the billing queue.
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2

& New Chat Log (66) x

-
*Subject:  Robin Smith saved the chat Log
Description:**Transaction Information*#*
* Transaction ID: &6
# Transfer to: Acme-Billing
* Transfer at: 4/8/2020, 11:13:04 aM
#*Agent Information*#%
* Agent primary language: en
* Agent secondary languages:
# BAgent display name:
**Customer Information**
* Language: en
# Enter your name: Mia
# IP address: 107.216.241.137
* Referrer: https://www.w3schools.com/html/tryit.asp?filename=tryhtml defaul
**Transcript**
Bgent: [11:04:53] Hello Mia, Welcome to AcmeJets.
Agent: [11:05:14] How may I help you?
Customer: [11:05:45] Hi, I would like to check the status of my order numbe
Agent: [11:06:07] Sure, I will check.
Agent: [11:06:55] Our records indicate a delay in the order processing. The
Customer: [11:08:02] Great, thanks.
Customer: [11:08:20] I have a guestion about billing. E}

Agent: [11:09:21] Sure, let me transfer you to our Billing representative.

Your chat session has ended.

Attachment: (® Attach files or drop files here

ftotal maximum size ¥
»

Overview of multi-chat

Process chatinteractions

Your 8x8 Contact Center administrator can configure each agent to handle up to six chats with customers, and an
unlimited number of chats with other agents of the same tenant. These settings determine your multi-chat capability.
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H Sasha (Sasha)

Customer Chat Offered

B Customers

Chat waiting time
(during chat) or post-

processing countdown
(after chat ends)

L g B & 0

Incoming chat, with
buttons to accept
or reject the chat

Identification Waiting ™ Customers 1-60of6 1
CUSTOMER LIST N
a%?s-amg\e Chrome: = | B et |
2 79 v X L F’nail
@ Secure | https://vec-vm4b.8x8.com/AGUl/popup_chat.php?slotld=slot_O&interactionld=i.
hd jat.gonzale|
EN 78 End g
SRS LN ssue .
Existing issue am.lancas
What is the o t
op-oul
issue you L A
would like to chat window P moryami
- discuss?
EN 73 End Having trouble finding a feature in the app iwon.namd
discuss? = [14:09:46] i, how can | help you?
ay.schneid
[14:09:48] Hi, how can | heip you?
AQ Shartc -
FAQ Shorteut InsertFAQ | FAQ r—
FAQ Shorteut InsertFAQ  FAQ- Your message
5000
5000
Powerad by sxs

Features
m Manages concurrent chats with multiple customers and agents.
m The chat list of customers and agents provides easy access to chats in progress.
m The chat list is sorted primarily based on waiting time. The longest-waiting chat is placed on top of the list.
= |cons differentiate customer-to-agent chat from agent-to-agent chats.
= Icons highlight unread chat messages.
m |cons indicate customers waiting for an agent's response.
m Icons send alerts if customers are waiting longer than the SLA.
= A pop-out chat window improves handling of multiple chats.
m Relevant customer records pop up when accepting chats.

m Customer information such as name, email, and transaction 1D display on the title bar of the popped-out chat
window.

m s able to sort the chat list by Identification: nickname, first name, last name, email, and transaction ID. By default,
the chat list is sorted by waiting time.

m Tracks messages from new customers via Transaction ID.

m Searches chat list by name.
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Handle multiple chats

8x8 Contact Center agents can handle multiple chats with customers and agents concurrently. Your status must be
Available to accept the first chat. After accepting the first chat, your status changes to Busy. Based on the number of
interactions allowed, chat requests continue to be offered to the agent until they reach the maximum allowed customer
chats. When a new chat request is offered, the chat tab indicates an incoming request by blinking if the Chat tab is not
in focus.

At the same time, the customer receives a message to wait until an agent becomes available. You can accept or reject
the chat at this time. On accepting a chat, the system looks to see if the chat is with an existing customer. If a matching
CRM record is found, the customer detail record is presented to the agent in a separate tab. In the absence of a
matching record, a new customer record opens.

The agent can now chat with the customer and be open for handling more chat requests.

Multiple chats can be:
m Customer-to-Agent Chat

m Agent-to-Agent Chat

Customers

Multi-chat table

To understand and handle multiple chats in 8x8 Contact Center, see the following table to learn the status icons found
in multi-chat:

Icon  Description

m A chat has arrived, and is waiting for the agent to accept.
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Icon | Description
- A chat is offered to the agent, and is waiting to be accepted or rejected.
Accept the offered chat.
i
Reject the offered chat.

There is one active customer chat for the agent. Orange indicates that the agent has sent their response to
the customer.

There is one active customer chat for the agent, pending the agent’s response. Red indicates that the
response is past SLA.

Indicates that the customer or second agent has sent an interaction, and is waiting for the agent's
response.

Indicates that the agent has read the message, but has not responded yet.

Indicates that the customer has sent an interaction and is waiting for longer than the targeted service level.
There is no such alert for an agent.

Indicates that the agent has read a message that was pending longer than 30 seconds.

There is one active agent chat for the agent. Orange indicates that the agent has responded to the other
agent, and not yet reached the targeted service level.

There is one active agent chat for the agent, pending the agent's response. Red indicates that more than 30
seconds have passed since the agent last responded to the other agent.

The following diagram shows multi-chat status icons from an agent's point of view:

®)

The agent point of view...
Before reach SLA:
(© Customer is waiting!
© customer sent a new interaction! |-
s waiting!
8 mn: 'Ew‘mmf" reractont Y A After the SLA:
Agent sent a new interaction!
W e (@ Customer is walting!
— © Customer sent a new interaction!
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Agent-to-Agent chat

8x8 Contact Center agents can have an unlimited number of chats with agents of the same functional group, such as
sales or support, in the same tenant. You can chat with other agents in your group to consult, seek advice, or inform of a
customer call transfer. You can initiate an agent-to-agent chat via a menu option in the Agent Status tab, or by clicking

&

next to the agent in the Directory tab. The Agent Status tab can be accessed via the Status tab in the Control

Panel. For details on how to connect with your company's experts via chat, see our content on connect with your
company's experts using 8x8 Expert Connect.

Features
= Ability to have an unlimited number of chats with agents of the same functional group in the same tenant.
m Agents can chat with other agents in a group to consult, seek advice, or inform of a customer call transfer.

m Easy-to-remember status icons shows active customer chats, status of the agent and customer responses, and if
their response is delayed.

m Receive chats automatically; there is no accept or reject button for agent-to-agent chats.

Process agent chat

To initiate a chat with an agent:
1. Inthe Control Panel, go to the Status > Agent Status tab from the Two Tabs view.

2. find the agent you wish to chat with from the agent list.
The agent list can also be accessed from Phone > Agents or Chat > Agents.

i p— Note: You need to be part of the same functional group to be able to see and chat with another
= = agent. Supervisors, however, can see and chat with the agents of other groups.

3. Click on the agent’s name and select Start a chat from the menu. The chat window opens. Alternatively, you can

|E%: ©

go tothe Directory tab, find the agent, and click . For details on how to connect with your company's
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4. Type your message, and click Send or press Enter.

Version 9.13
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experts via chat, see our content on connect with your company's experts using 8x8 Expert Connect.

Sasha (Sasha)

.Workl’ng(}f‘ﬂine Om:04s

L W3 a0

All Favorites Recents

Q A

Queue rgg %g @
INBOUND PHOME

™

Supportinb.. © © Om:00s
OUTBOUND PHOMNE

]

SupportQu.. 0 © Om:00s
CHAT

Sunnort Chat 0 0 Nmedls Yo7 |L|

All Favorites Recents
Q v
& Name @
SUPPORT

Sasha 5t Available

« Zufishan

Zufishan Singh w
Start a chat N
Make a call L 9

Fowered by 8x8

Table.

Note: Status icons indicate pending agent chat messages. These icons disappear when you
respond to the message. For a complete description of the status icons, refer to the Multi-Chat
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5. Click End to finish a chat session.

Process chatinteractions

automatically.

Note: There is no button to accept or reject agent-to-agent chat. The chats are received

As Agent B, the moment you receive a chat request from Agent A, the number on the chat tab starts blinking red as

shown in . In addition,
List.

To process an incoming chat from an agent:

1. In 8x8 Agent Console, click the Chat tab.

2. Start typing your response in the Your Message text box.

3. Click Send.

m Sasha (Sasha)

Available 3m:16s

L mp-2—a

Identification Waiting ™

AGENT LIST
© Kaoru Minami

Chat Transaction  Agents  Queues
—

v
Kaoru Minami End

[10:24:55] Hi 5asha

One active chat with
an agent. A darker

red natification show:
that the chat requires
your attention.

Agent A has sent an
interaction and is
waiting for your reply.

Agent A has sent you
a message, and is
currently typing a
second message.

agent is typing.

5000

d by 818

InsertFAQ | FAQ= Start typing your
message.

Available

indicates that a chat requires your response. Note that agent A appears in the Agent

Sasha (Sasha)

Am:ATs

One active chat with an

agent Algierorange

L W

Identification

AGENT LIST
(® Kaoru Minami
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ak v
o — )

Waiting ™

1m:39s

hat Transaction Agenis Queues
—

v
End

sha, -

1 get a chance to

review the documents | sent?

Insert FAQ FAQ ==

natification shows that
the chat currently has
your aftention.

Agent A has sent a
message that you are
currently viewing.

Yes; | was just replying to your email.

e

As Agent B, you reply
to the message sent

Check Spelling

—
496

Send

oy §x8

\kby Agent A
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Customer-to-agent chat

As an 8x8 Contact Center agent, you can chat with up to six customers. You need to be part of a queue to receive chats
coming to that queue. When a customer chat arrives in the queue, it is offered to the available agent who has been
waiting for the longest time.

Features

Agents can chat with up to six customers.
Agents can accept or reject incoming chats.
Chat is offered to the available agent who has been waiting in the queue for the longest time.

Agents can access the customer nickname, last name, first name, and email ID in the pop-out chat window's title
bar.

Remote customer assistance is offered via chat using the Co-browsing capability.

Before you start

First, you need to check if you are part of a chat queue to receive their chats:

1.
2.

Version 9.13

Log in to 8x8 Agent Console.
Click the Available state.

Click Profile in the main menu.

In My Profile page, go to Queue Assignment and open the Chat tab. Check if you are assigned to the right chat
queue.

B e ] Sasha (Sasha)
&S MyProfile x
Available TmiSds —_—
Chat Message Sound: one
L m e & 0
Show chat message browser notification
Reset preferences to default | Use the reset to restore preferences to system defaults
Al Favorites Recents
Q ?
Security (©)
Queue &8 O~
NBOUND PHONE Old Password: Security Question :
Supportinb_ 0 0 Om:00s E New Password : Security Answer :
OUTBOUND PHONE Retype Password
SupportOu.. 0 0 Om:0s
cHaT 3
External setup Assigned Queues
Al Favorites Recents ¥ g [=] =2 ao
Q v @ FBChat
External Usermame a2
# Name ~ &} - External Password : Support Chat
SUPPORT
Sesne Solovey 7m:s0s
Show Status in: OneTab ¥
s 88
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Process customer chats

To process a customer chat:

]
1. In 8x8 Agent Console, when a new chat is offered, click to go to the chat window.

'
o
2. Click to accept the chat. The tab changes to , indicating the number of active chats waiting.

3. Ifitis an existing customer, the chat list gets updated with the customer information. The customer's detailed
record also opens in a new tab.

4. Type your message in the chat window and click Send.

|E
: = _.y Note: Click to open a chat window. The title bar in the pop-out chat window shows the

customer nickname, last name, first name, and email ID. If it is a new customer, it shows the
Transaction ID.

5. The blue status icons indicates if a customer has sent you a message and waiting for your response. If the
customer waiting time exceeds SLA, the status icon turns red in the chat list. For details, refer to Multi-Chat Table.
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To accept a second incoming chat, click Accept. The customer chat list gets updated automatically.

Identification
CUSTOMER LIST
© =9
©ss

Ch

at  Transaction
—

EN &9

issue you
would like to
discuss?

FAQ Shortcut

Sasha (Sasha)

Om:31s

& ©

Waiting -~

0m:03s
Om:23s

Agents  Queues

End

Insert FAQ FAQ ==

7. Open the chat window as desired. When you are done chatting, terminate the chat session by clicking End.

v
8. To save the chat transcript, click  in the chat window, and select Save from the menu.
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9. Click End Post Processing to complete the session.

® Busy

Lo B & O

Identification

CUSTOMER LIST
LA

Chat  Transaction
—

EN3z

Post Processing

Sasha (Sasha)

Om:39s

Waiting -~

Agents  Queues

v

0m:02s

End Post Processing

existing issue?
What is the
issue you
would like to
discuss?

chat session has ended.

-

Process chatinteractions

Note: The customer name remains in the chat list while the post processing window is open.
Closing the pop-out chat window closes the window, but does not end the chat.

Offer remote customer assistance via chat

8x8 offers remote customer assistance via chat using the Co-browsing capability. Co-browsing is available by
subscription only and must be enabled by your administrator in Configuration Manager. Once the administrator enables
Co-browsing for chat, agents can invite customers for Co-browsing during a chat session in 8x8 Agent Console. With
Co-browsing, agents can quickly help customers find the information they are looking for, or clarify any questions they

may have.
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To start and stop Co-browsing:

1.

Log in to 8x8 Agent Console.

2. Accept the incoming chat interaction.

3. Open the chat interaction menu, and select Invite for Co-browsing.

Version 9.13

Sasha (Sasha)

Om:05s

& ©

Identification Waiting -

CUSTOMER LIST

© 93 0m:01s

Chat  Transaction Agents Queues
v

ENg3 St

issue you Clear

would like to

discuss?

I Invite for co-browsing I

Transaction Codes

FAQ Shortcut Show original excerpts

Ln
(=]
(=]
(=]

Send

Powered by 8!8

The customer is prompted to accept the invitation for Co-browsing, and clicks Yes, Start Sharing.
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Acmelets Support

English

You are now chatting with Sasha.

Are you sure you want to enable the agent to
see your browser window?

Yes, start sharing Mo

SO0
powered by 8x8 Inc.

The agent is notified when the customer accepts the invite.
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4.

Version 9.13

Click Join to continue.

Sasha (Sasha)

Om:32=

& @

Identification ™ Waiting

CUSTOMER LIST
[ - R om:01s

—
L

hat Transaction  Agents Queues
I

v
EM1s End

Co-browsing invite accepted.

Co-browsing session 3257 started.

loin

FAQ Shortout Insert FAQ FAQ ==

5000

sowered by 8!8

You can see the customer's screen now.
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Co-browsing @  Mode: Full-control @ Customer sharing

@Auto-fit @ 83% © 3 lose session

GHAT HELP 2 SHOPFING CART

TRAV EI_STORE HOME SHOP ABOUT BLOG CONTACTS

SEARCH
category e
0LD EUROPE TOUR

pice §25:89 - PRODUCT CATEGORIES

Add to cart

5. Click Auto-fit on the top header bar to automatically scale the view to fit your available space.
You can manually increment or decrement the zoom level to your desired value.

6. Toggle on highlight on the top header bar.
You can mark specific components in the page. The marks are visible for both agents and customers for a few
minutes or until the agent toggles it off. It also disappears when the customer moves away from the page.

£—)_ Note: Duringa Co-browsing session, if the customer is filling a form and entering sensitive

5 ;?y information such as SSN, it is hidden from the agent by showing **** instead of the real letters and :
numbers.
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7. Click Stop Co-browsing when the session ends.

Version 9.13

Sasha (Sasha)

Om:32=

@

Identification Waiting

CUSTOMER LIST
[ - R om:01s

—
L

hat Transaction  Agents Queues
I

w
EN'S Ced

L Clear
Co-browsing inv

ce __h rewsing se Stop co-browsing
loin

Transaction Codes
Show original excerpts

FAQ Shortout Insert FAQ FAQ ==

5000

sowered by 8!8

The customer can start or stop a Co-browsing session by clicking

Process chatinteractions
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in the Chat window.

Acmelets Support

English

You are now chatting with 5asha.

powered by 8x8 Inc.

Keep track of multiple chats

To keep track of multiple chats in progress, a chat list is maintained for customer chats and agent chats. When a new

chat is offered to an agent, the chat list is updated to show this new entry at the top of the appropriate group. A question

? i

mark () appears in the new message column next to the customer name. Icons to accept ( )and reject ()

Version 9.13
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offered chats appear in the same row.

e m Sasha (Sasha)

@ Customer Chat Offered

Lem B A O

Identification Waiting s
CUSTOMER LIST
7 87 W X
© s 0m:16s

Chat  Transaction  Agents Queues
Transaction Information

Language: English

Customer: N/A

Company: N/A

Subject: /A

;::‘::el AcmeSupport Chat
EI::E::: AcmeSupport Chat
Queue: Support Chat -

Pawered by 8!8

The chat session starts as soon as you accept the chat. A customer chat is displayed in the Customer List while an
agent chat is displayed in the Agent List. If the agent selects a chat, the chat information is shown in the chat panel with
the Transaction tab selected. If the agent accepts the chat, the chat continues as expected.

Manage customer-agent chats during service disruptions

In 8x8 Contact Center8x8 Agent Console, customer-to-agent chat interactions are now better handled during service
disruptions.

In case a customer abandons their chat with the agent, the interaction remains in the customer list waiting for the
agent's review. When the agent is reconnected to 8x8 Contact Center, both the active interactions and the ones which
were abandoned by the customer are updated with the correct status. The interactions remain in the customer list until
the agent acknowledges them and is ready to move on.
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In the previous behavior the abandoned interactions ended before the agent had a chance to review. The new
improvement keeps the agent in sync with 8x8 Contact Center and prevents ghost interactions that remain with the
agent. When the agent clicks on the interaction in the list, a message notifies them that the session has ended. The
message is also saved in the transcript for the supervisor's review later. For transcripts, see our content on how to
access chat transcripts.

o Busy 10m:12s

‘. Stop New
L& O a8 O

identification ™ Waiting
CUSTOMER LIST The customer list of
® ® Doe, John 0mSs0s chats includes active
® K sousa, Maria 1m48s and .abando.ned chat

interactions.

G 0 young, Bill 2m:37s \
© ¥ swift, Taylor Zm51s
© s Elish, Billie 3Im:04s

Chat Transaction Agents Queues
——

All Favorites Recents
Q v
& Name G]
UX TEAM
S Agent Four 2m:49s w

In the following use cases, the agent has multiple concurrent chat interactions. Whether there has been a connection
issue or the customer has simply abandoned the chat interaction, the agent can see the last few customer interactions
in the list. To avoid ghost interactions, click on each customer to see the status of their interaction. A message shows
the chat session has ended. Safely end the chat and go through the post-processing.
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Use Case 1
m Agent has two ongoing interactions with customers A and B.
= While the agent is focused on the chat with customer B, customer A abandons the chat.

m The post-processing time for customer A ends, but the interaction with customer A does not disappear from the
customer list as long as agent is focused on Customer B. Customer A will remain in the list for the agent to attend.

m If the agent clicks on customer A in the chat list, they see a message saying that the interaction has ended, but can
still review the conversation. Once the agent clicks away from customer A, it will disappear from the chat list.

Abandoned chat

Use Case 2
m Agent has two ongoing interactions with Customers A and B.
m There is a service disruption and the agent loses connectivity for a few minutes.

m The service is back up and all interactions remain in the list as long as the agent is focused on other chats, even if
the post-processing is ended and the Customer A has left.

m [f the agent clicks on Customer A in the chat list, they see a message saying that the interaction has ended.

= Agent can still review Customer A conversation. Once the agent moves away from Customer A chat window and
clicks on other customers in the list, Customer A disappears from the list.
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Stop new chat interactions

We have offered 8x8 Contact Center agents the flexibility to stop new chat interactions and wrap up the chat sessions in
progress while handling multi-chat. With this enhancement, agents winding up for the day can block new chat

interactions being offered to them and manage the workload better. In the Control Panel, agents are offered Stop New
and Resume buttons.

m Clicking Stop New blocks incoming chat requests.

m Clicking Resume allows incoming chat requests.

Features
m  Stop New is limited to queued chat interactions only.
m The Stop New button is only available in busy state during multi-chat.

m  Monitoring shows when agent status changes to Busy (stop new).

To stop new interactions:

1. While you are processing chat interactions, your status automatically changes to Busy.
2. Click Stop New from the 8x8 Agent Console Control Panel.

Your status changes to Busy (stop new). While in this state, you are not offered any new chats.

HH m Sasha (Sasha) Bh Sasha (Sasha)
@ Busy 0m:14s ® Busy (stop new) 0m:32s
Lem B & 0 Lem E a8 0
Identification Waiting ™ Identification Waiting ™

CUSTOMER LIST CUSTOMER LIST
©ss 0m:01s ©ss Om:18s
© sz om:12s © s Om:29s

3. Wrap up the existing chat sessions.

On wrapping up the last chat session, your status changes to Post Processing, and then to Work Offline, instead of
being offered a new chat.

To resume new interactions:

1. While in Busy (stop new) status, new chat requests are blocked.
If you wish to resume, click Resume from the 8x8 Agent Console's Control Panel.
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2. Any queued chat request is offered to you immediately.
Begin processing chat interactions.

Handle multilingual chats

As an 8x8 Contact Center agent, you are assigned with a primary language and one or more languages of fluency. If the
chat request is not in any one of these languages, you can use the automatic translation tool to process the request.
The tool translates chat conversations between you and the customers, offering the flexibility to communicate in a

language of fluency.

Chat Translation Flow

3

Auto Translate

Features
= Administrators can provide language choice in embedded chat.
m Customers can choose to chat in a language of their choice.

m Agents can handle customer chats in any of the supported languages.

Supported languages

8x8 Contact Center offers chat translation support for English, Russian, German, Japanese, Spanish, French, Chinese,

Portuguese, Italian, and Polish.
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Multilingual chat flow

The multilingual chat flow can be represented as follows:
A. A customer visiting a website initiates a chat by clicking the chat button.

B. A pre-chat form is presented to the customer to indicate language choice.

Welcome to Acmelets Support

We are here to serve you and make your journey smoath. If you have any
questions, we have skilled reps waiting to assist you.

Get started by clicking on the chat button.

Acmelets Support Chat
To get started, please answer a few guestions.

Which language would you like to chat in? *

English v
Pycaimi
Sk
Espaiio!
Francais
[ awel |
What is the issue vou would like to discuss? * M
Submit

powered by 8x8 Inc.

C. The customerfills in the form, selects a language to chat in, and submits the chat request.

D. The request enters the chat queue in 8x8 Contact Center, and is offered to an agent.
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E. On receiving a chat, the Control Panel indicates the language of choice for the chat.

Sasha (Sasha)

Om:19s

Identification ™ Waiting
CUSTOMER LIST
© 110 0m:08s

Chat  Transaction  Agents Queues
——

Transaction Infarmation
Customer:  N/&
Company: N/A
Subject: MN/A

;:?:::el AcmeSupport Chat
;Z:E::: AcmeSupport Chat
Queue: Suppert Chat -

Powered by 8!8

Process chatinteractions

F. On accepting the chat, agents can process the chat using their language of fluency, or use the automatic
translation tool. You can choose to hide the original language by selecting Hide original excerpts in the list.
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FR® 113

What is the
issue you
would like to
discuss?

Iﬁ.u:-:nu: c chat translation has been turned on. I

translated by Google

1

FAQ Shortcut

Your message

Hi, which setting are you looking for?

Version 9.13

Auto translate

J'ai du mal & trouver un parameétre dans I'application.

Clear

Invite for co-browsing
Transaction Codes

Show original excerpts

2

Insert FAQ FAQ ==

Sy
Check Spelling
Send
-
4962

Process chatinteractions

Note: Automatic translation is available only in the absence of language match or a secondary

Translation appears as a single line without the logo.

language match. The Google translation logo then shows under the chat window in the Control
Panel. The logo appears only the first time during an interaction. On the chat log, the Google
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—
L

hat Transaction  Agents Queues

w

FR 114 End
Whatisthe |'si dumal & trouverun @~
issUe you paramétre dans

would like to  I'spplication.

discuss?

Automatic chat translation has been
turned on.

translated by Google

FAQ Shortcut Insert FAQ FAQ ==
Auto translate 5000
Send

powered by 8!8

In the case of a primary language match, automatic translation is disabled.

G. By using the translation tool, messages from the customer are translated to the agent's primary language and vice-

Handle social interactions

Use Facebook and Twitter messaging to service customers directly and increase customer satisfaction with 8x8 Contact
Center Social Integration. By unifying the agent experience, 8x8 Social allows users to channel their messages from
social media into 8x8 Contact Center. Customers can contact the businesses and receive support from within their

social platform.

Version 9.13
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Agents handle social requests similar to handling the regular chat requests. They are offered chats when they are in
Available status. They will then follow the steps below:

m Accept a chat interaction received via a social channel.
m View the screen pop for existing users in the Local CRM (The screen pop may trigger when the chat is offered).
m For new customers, the system creates a new customer record automatically.

= Interact with the customer, save the transcript to the CRM and end the chat. The chat transcript is saved as a
closed case in the Local CRM.

m Access the chat transcript in the Local CRM.

Before you start

To receive chat interactions, agents must:
m Be assigned to an enabled chat queue

m Bein Available state

Accepting a chat

1. Change your status to Available.
The Chat tab in the Control Panel blinks red indicating an incoming chat request.

Version 9.13 220



Process chatinteractions

8x8

Agent - Accepting a Chat From Social Media

Y E
Do _/‘\ Note: The Reject interaction button is disabled if your contact center administrator has not granted
: : _i-'/j the permission. This prevents agents from rejecting the interactions they are offered. |

2. If the incoming chat is from an existing customer, the customer or case record pops for preview.

3. Preview the record details, and click Accept Chat.

L)

CT j is changed to On Break.

Note: If you reject the chat, or failed to accept it before the acceptance interval lapses, your status

4. Initiate the chat conversation with the customer by typing in the chat window. Click Send.
Your chat entry is posted on the customer's messenger window displayed on the social media page used to initiate
the chat.
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5. Notice the name and Social ID of the customer are displayed to agents in the transaction panel.

6. Optionally, insert information from FAQs. For details, learn how to Insert FAQ Responses into chat Interactions.

HH m Corin Mendez

@ Busy Tm:25s

L O B a8 0

Identification Waiting

CUSTOMER LIST
© K shasta Robin 7m09s

Agemts  Queues
Transaction Information
Language:  English

Customer:  Shasta Robin

Company:
Subject: facebook| Air Drone
Channel o o

Name:

Channel  cones an04840110
Number:

Queue: Facebook Chat

Wait Time:  Om:24s

Transaction

1839
Facebook .
EiDs 1836720516384805
Name: Robin Shasta
Account 10000011
number:

rowered oy @8

B & Shasta, Robin X

v Shasta, Robin 10000011

Voice: Email:

Fax: Company:

Alternative: Customer Type:

Social ID Test: KD Special:

Create Date: 06/15/2018 15:53:51 Last Activity:

Comments:

> Addresses

v Case Case1-50f7 |1 b W @ NewC
# Open Date  Status Subject
17 06/25/201... Closed Corin Mendez saved the chat Log
16 06/15/201... Closed Agent Seven saved the chat Log
15 06/15/201.. Closed Agent Seven saved the chat Log
14 06/15/201.. Closed Agent Seven saved the chat Log
13 06/15/201.. Closed Agent Seven saved the chat Log

> Task

Edit Close

N/A

Default

06/15/2018 15:53:51

ase = Switch to unitary view

o FRT

o FRT

@ FRT

o FRT

o SR

@ New Task

7. Optionally, select transaction codes to indicate chat disposition.

Version 9.13

popped earlier.

Once you wrap up the chat, click the menu button just above the chat window to bring up the menu. Select Save
to CRM to save the chat transcript as a closed case. It is automatically associated to the customer record that
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8.

10.

Version 9.13

Process chatinteractions

Agent - 3aving a Social Chat Log

it :L>/j need to manually assign it to the desired customer and close the case.

To end the conversation, click End Chat.

Your status changes to Post Processing to wrap up. You can end post processing manually, or wait until the post
processing timeout occurs.

After ending the chat, if you haven'’t already saved the chat transcript, you can save it. It creates a new
independent case which needs to assigned to the desired customer record.

Edit the chat log case as desired and save.

If the chat request is from a new customer, a new customer record entry in the local CRM pops up. Enter the
details of the new customer, and save the customer record. Supervisors can review all chat interactions in the

playback section of the Monitoring tool.

| |
Lo 7“ Note: You can save the transcript after ending the chat. It creates an independent open case. You
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Insert FAQ responses and rich media into chat interactions

In 8x8 Contact Center, if your contact center maintains an FAQ knowledge base, you can extract relevant data from the

knowledge base and insert these FAQ responses in a live chat session to assist customers. Using these FAQ responses

minimizes agents time in finding the right information, and maintains consistent delivery of information.

During a chat session, you can refer to the FAQs by shortcuts or by going to the FAQ knowledge base. Referring to
shortcuts requires prior definition of shortcuts while creating an FAQ such as <Price> for the pricing table. With new

enhancement, the chat editor in 8x8 Agent Console allows you to insert rich media FAQs such as text tags (bold, italic,

headers, etc.), images, and links directly into the messages and share with customers during an interaction. For tables,

or more complex html elements in FAQ, the FAQ is inserted as a link to the html content, and is not directly shown

within the chat conversation.
To insert an FAQ response during a live chat session:

3.

During a live chat, click FAQ above the chat window to open the FAQ window. You can search for and select an
FAQ from the list. You cannot expand or view each FAQ.

Lj.—'y Note: If permitted by the tenant administrator, you can view, add, delete, or edit FAQs by going to

the main menu and selecting Help > FAQ.

Select an FAQ from the list and click Insert.
You can insert as a link or full text.

FAQ Search:
Search
8 by question/answer 8 by shortcut @ by category
Al Favorites Recent
FAQ Category Language Shorteut @ Insertasa..
v g How can | register for the weekly.. Sales English Demo & A

Here is the link to register for the weekly product demo:
www.aemejets.com/Resources/productdemo

FAQ will be inserted as:
Insert
link ® full text -

Click Send to communicate this information to the customer participating in the chat.

To insert an FAQ shortcut:

Inserting an FAQ by shortcut requires you to know the shortcuts beforehand. Each shortcut is linked to an FAQ item it is

defined for. If you do not remember the shortcut, you can go to the FAQ knowledge base.

Version 9.13
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1. During a live chat, enter the FAQ shortcut that refers to the information customer is looking for in the Shortcut

entry window.

2. Click Insert FAQ.
A link to the FAQ inserts in the chat interaction window.

3. Click Send to communicate this information to the customer participating in the chat.

(L
B m Corrin (Corrin)
T

o Busy 4m:35s

L O a8 0

Identification Waiting ~

CUSTOMER LIST

®122 0m:37s
Chat Transaction Agents Queues
—

b
EN 122 End

-
ring if | could

FAQ Shortcut Insert FAQ FAQ ==
Sure! Let me attach the access link.

Here is the link to register for the weekly
product demo:

www.acmejets.com/Resources/productd
£mo
4785
Check 5pelling Send
o 8x8

To insert rich media FAQs:
1. During a live chat, locate and find an image on internet.

2. In the right-click menu, copy the image and paste it to the chat window and share it with your customers. Or, select
and add a local drive image to an FAQ. Then insert the FAQ in the live chat window.
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3. Click Send. The image is now sent.

] v | Rob Shasta

Available 24m34s

Work Offline Take Break
ESD . o

T
Identification Waiting
AGENT LIST
B pali 3m:26s

Chat Transaction Agents CQueues

I
v
Mali End
[11:23:33 AM] Hello Rob
[11:23:39 AM] Hella!
[11:23:57 AM]
-

Insert FAGQ FAQ »

5000

Pawened by BIE
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HTML tags in chat editor

Chat editor allows for rich media FAQs to be inserted directly into the chat conversation and sent to the other party, or it
can be inserted as a link to the html content. In case FAQ contains tables, or more complex html elements/content, the
FAQ will always be inserted into the chat/sent to the customer as a link to the html content, and not directly shown
within the conversation

f— Note: Tables and more complex HTML elements or contents are not supported by the editor and will
| always be inserted into the chat as a link to the HTML content.

Type HTML Tags
Supported tags (inserted| = Text Formatting: <div>, <article>, <blockquote>, <h1>, <h2>, <h3>, <h4>, <h5>, <h6>,
directly) <p>, <span>, <i>, <b>, <u>, <sub>, <sup>, <em>

m Links: <a>

m Lists: <ul>, <ol>, <li>, <dd>, <dI>, <dt>
= |Images: <img>
m Othertags: <hr>, <br>

Not supported tags <table>, <tr>, <thead>, <td>
(inserted as link)

Save chat logs

In 8x8 Contact Center, you may need to refer to your conversation with a customer after you end a chat session. 8x8
Agent Console gives you the option to save your chat conversations. At the end of a chat session, you can save the chat
transcription as a chat log. If the chat is from an existing customer, the chat log is automatically associated with the
customer record as a new case or follow-up.

To save a chat transcription:
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h
Click  on either the Chat window or the chat Popout window.

Select Save to CRM from the menu. A new case is generated for new customers.

................................................................................................................................

Note: For existing customers, the chat transcript is saved as a follow-up case.

................................................................................................................................

Select Transaction Codes.

Transaction Codes indicate the outcome of an interaction, and can be optional or enforced depending on the
company’s policy.

Click End to end the chat.

Click End processing to complete the session.

Note: If transaction codes are mandatory, you cannot end Post Processing until you select a code.
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Process 8x8 Contact Center SMS interactions

SMS has become a popular channel of communication in customer service. As an 8x8 Contact Center agent, you can
interact with customers via SMS channels. SMS messages received from customers are directed via the SMS channels
to chat queues. As a member of chat queues, receive these messages and interact with customers using the chat
interface. As agents, you can look up customer records if the message is from an existing customer, check for
outstanding cases and history of interactions to handle the conversation effectively.

Availability

SMS channels for receiving SMS messages can be configured in 30 countries (Learn more). SMS messages can be
sent to most countries in the world (note that the cost of sending messages to different countries varies based on the
country, with the US and Canada being the least expensive).

Features
m Connect and Communicate: As contact center agents, receive SMS messages from customers and
communicate in real time. Agents cannot initiate SMS messages.

» Route messages: Based on agent skills, SMS messages are routed via chat queues to available agents. These
messages are then directed to available agents based on rules/schedules/skills.

m Engage with customers effectively: Multitask and maximize your productivity by handling SMS messages from
up to six customers at a time.

m Handle interactions more efficiently by accessing the customer record via screen pop. When an existing
customer sends a message, quickly look up the popped customer record and learn about recent cases.

m Track past activity: Save the SMS interactions in a chat transcript and automatically link it as a case to the right
customer record for future reference. Agents always end SMS interactions.

Limitations

m  SMS conversations must be initiated by the customer (the external party). At this time, agents cannot initiate an
SMS conversation with a customer (or other external party).
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m  We do not support SMS messaging to short code numbers currently. We support messaging to toll-free and regular
phone numbers.

m The messaging does not support images or emojis. It is plain text only.

Agents: Handle an SMS Interaction

Agents receive SMS interactions via chat queues they are serving. When agents are available, an SMS message
received by a customer is routed via the SMS channel to a chat queue and offered to them. The chat tab blinks red,
indicating an incoming interaction. An incoming SMS message has its own distinct icon. If the message is from an
existing customer, the customer record pops. You can now review the customer details along with any historical cases.
Accept the chat and interact with the customer. Once the interaction is indicated as complete by the customer, save the
chat transcript and end the interaction. The chat log is saved as a case linked to the customer record.

Before you start

To receive or send chats using 8x8 Contact Center, you must:
m Be a member of the chat queue to which the chat is routed.

m Place yourself in the Available status.

To process an SMS interaction:

1. Inthe Control Panel, click Accept Chat or in the chat tab, click on the check mark next to the customer name to

accept the chat. If there is a customer match, the customer record pops.

BB & B RyMayax

~ Ray, Maya 10000

Voice: 5106766215 Email
Fax

Company:
Altenative: Customer Type: Defauit

Waiting Create Date: 01/09/2020 14:44:09 Last Activity: 01/10/2020 13:04:08
Comments:

> Addresses

~ Case Case1-30f3 1

# Open Date Status Subject

01/10/202021:20.00  Closed

th saved the chat Log ° PRT
01/10/2020 21:02:00 Closed

th saved the chat Log ° IR
Quese

1 01/10/202021:01:00  Closed Robin Smith saved the chat Log ° 2R
[11:33:06 AM] Hello

> Task ® New Task

> History

Edit

Powereaty 8x8
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2. Review the customer details along with any historical cases in the customer record.

Process 8x8 Contact Center SMS interactions

3. Respond to the messages and complete the interaction with the customer. You can insert FAQs with text-only

content.

Note: Images or emajis fail to relay to the customer.

Once the customer indicates that the interaction is complete, Click in either the Chat window or the chat pop-out

window. Select Save to CRM from the menu. A new case is created and linked to the matched customer record.

nsertFAQ | FAQ»

Powereaty 8x8

B B & [E Rey.Maya X RayMayaf#d) X

Closed By:
Last Activity:
Notified:
Priority.
Severity:
Category:
Subject:
Description:

Edit

Robin Smith Close Date:

01/17/2020 19:36:00
Status:
Medium Project:
Information Media Type:
Default Visibility:

Robin Smith saved the chat Log

**Customer Information™
= Language: en

* Name: +15106766215

= Account number: 10000000
= Company: Acme Jets Inc

= Email: mray@acme.com

* Quee: smsqueue1970

= Agent primary language: en
= Agent secondary languages:
= Agent display name
*Transcript™

Customer: [11:33:06] Hello
ACR: [11:33:06] Hello, you have reached Acme Insurance.
ACR: [11:33:06] Enter your customer ID

Customer: [11:33:07] 10000000

ACR: [11:33:07) We wil be with you shortly.

Agent: [11:33:54] Hello Maya, How may Ihelp you?

Customer: [11:34:45] Hi, | had filed a claim recently. | would like to check the status.

Agent: [11:34:57) Sure, let me check

Agent: [11:35:36] Itis in progress. We will send you an update next Monday.

Customer: [11:35:55] Great,thank you

Agent: [11:36:31] Sure, Have a great day.

01/17/2020 19:36:00

Closed
Default
Chat

Internal

5. Click End to finish the chat. The post-processing time initiates if your administrator has set it up for your tenant.
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6. Click End Post Processing, or wait for the chat to terminate.

Process an IM3 interaction

Version 9.13
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Process email interactions

Process email interactions

8x8 Contact Center email interactions provide a means of receiving and responding to customer inquiries. Processing

email interactions using 8x8 Agent Console requires access to Local CRM. If your 8x8 Agent Console is configured to

interoperate with an External CRM, the Local CRM continues to process all email interactions received by 8x8 Agent

Console.

When 8x8 Agent Console offers you a new email interaction, the Local CRM presents the email in the Display Panel.

Based on the email ID or case ID contained in the email, the Local CRM searches for matching records.

If the From field of the message contains the email address of an existing customer, the relevant customer record
pops up, and the incoming email is saved as a new case for the customer.

If the subject of the email bears a valid case ID from the Local CRM, the customer record pops up, and the
incoming email is saved as a follow-up of the relevant case.

In the absence of matching data, a new customer and case record are created.

For information about configuring your 8x8 Agent Console profile's email settings, see Configure Your Profile.

Features

The 8x8 Agent Console email controls enable you to:

Version 9.13

Accept inbound email interactions.

Reply immediately to an email interaction, or save a partial reply for later processing.
Transfer an email interaction to a different queue.

Insert pre-formatted answers to frequently asked questions into email replies.

Pull and optionally delete unread email messages from your email queues, if your agent account permissions allow
it.
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Inbound email workflow

Email interactions flowing into 8x8 Contact Center stay in an email queue until an agent is available. When an agent is
available, the longest-waiting email in the queue is offered to the agent. 8x8 Contact Center searches the Local CRM
database for existing customer records based on email ID or case number. If the email is from an existing customer, the
relevant customer record is presented to the agent via screen pop. In the absence of a matching record, a new customer

record is created.

A screen pop occurs either before or after the agent accepts an interaction, based on the screen pop settings configured
by contact center administrator. The agent processes the email and may select transaction codes to indicate the
disposition. Selecting transaction codes may be optional or mandatory based on the settings. The email processing
ends, and the agent gets post-processing time for a final wrap-up. If codes are mandatory, the interaction stays in post-

processing mode until codes are selected.

The sequence of events in an inbound email flow may be represented as follows:

Inbound Email Work Flow

Email Script — Data Dip

Get Value
{Email D} - ~
iCaselD) 7 Matching
F—— Custormer . yes

. 2 SN ‘ Process Email
,,,,,,,,,,,,,,,,, N, ase
Searchon | M Found?

arbitrary data J
elect TCL Codes

R
I ™ Mo Screen pop ]

End Post End Post
Processing Processing

Agent Activities
Fhone

Screen Pop
matchingrecord

....... Requires custornization J

Optional step requiring subscription Creates anew
caseand
custormer record

Creates a
caseffollow-up

Assoriates
with

Customer/Case
Record
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Accept email interactions

8x8 Contact Center directs emails to agents via an email queue. Agent status must be Available to receive these
incoming emails. When an incoming email is offered to an agent, the Email tab blinks, indicating an incoming request.
The agent can accept, or if permitted by administrators, reject the request. On accepting, the agent's status changes to
Busy. On rejecting the email, the agent's status changes to Working Offline.

Prerequisites

To receive emails, an agent must be:
= Inthe Available state.
= Assigned to an enabled email queue.

? Note: You can view or edit your queue assignments in the Agent Profile. For details, refer to View
| Your Assigned Queues.

If an email queue has pending emails, you can:
m Pull all queued emails at once.

m Accept one email at atime.

Notes:
E:_ - Pulling emails is a privilege given by the administrator in Configuration Manager.
= - You cannot receive emails (including attachments) larger than 30 MB via email channels.
Pull emails

In 8x8 Contact Center, pulling emails from a queue gives you the flexibility to quickly look at the sender or the subject of
the email, and then accept an email that requires the most immediate attention. The Status tab in the Control Panel
lists your email queues, and indicates the number of emails pending in a queue.

To pull emails from a queue:

1. In 8x8 Agent Console, set your status to Working Offline.
If your status is Available, 8x8 Agent Console may offer you a new interaction before you can complete pulling
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email interactions from an email queue.
2. Gotothe Queue tab in the Control Panel.
3. Click Pull or click the number of emails.

T m Sasha (Sasha)

@ Customer Email Offered

L WmEE A O

All Favorites  Recents
Q v
Queue {_g.g %g @ .
-
FBChat 0 0 Omods ¥
VOICE MAIL
SupportVoi.. © © Omo00s W

Support Em.. -:-DDr*:m: r

8x8 Agent Console pulls all emails from the queue, and presents the list in the Display Panel. Change the order of
emails by clicking the column heading. You can sort by wait time, case or follow-up number, email channel,
contact name, name of the company, or the email subject.

£, Note: If your 8x8 Contact Center administrator has given you the permissions to delete, you can
;?ﬂ identify unwanted emails from the list of pending emails, select, and delete them. To delete emails,
: see Delete Emails from a Queue. ;

4. Check the sender and/or subject of the email, and click under the Subject column of an email you wish to open.
The email is offered to you instantly. The email tab blinks red. The work flow is the same as accepting an email.

If the email is from an existing customer, a relevant case or customer record pops up for preview as well.

E Note: If you have multiple emails opened in tabs, the screen pop tab, which displays the case
& =) number and customer name, helps you navigate better.
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5. Click Accept Email.

Your status changes to Busy. The email creates a case, and opens in a new tab.

- Note: The Reject interaction button is disabled if your contact center administrator has not granted
=) the permission. This prevents agents from rejecting the interactions they are offered. '

6. Your status changes to Post Processing, and then back to Work Offline. The email saves as a case in the Open
state, and is assigned to you.
You can edit case details, reply, or create a new follow-up.

= To edit, click Edit. Read more
= Toreply, click Reply. Read more 2

= To create a new follow-up, click New follow-up. Read more 3
Accept one email at a time

To accept one email from the queue:

1. Change your status to Available.
If you have an incoming email, the Email tab in the Control Panel blinks red. If the incoming email is from an
existing customer, the customer record pops up for preview.

1In the edit mode, you can change case details such as the status, priority, severity, subject, and more. Select Notify to
notify another colleague or the customer about case details. For more details on editing case records, see Create and
Edit Case Records.

2|n the reply mode, you can respond to the customer email, or insert case details, attachments, or content from FAQ
knowledge base. The case information (original email) is attached automatically.

3You can create a new follow-up, respond to the customer email, or insert case details, attachments, or content from
FAQ knowledge base. The follow-up record does not include the original email.
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= Ssha asha)

Progress

L MDA O

Transaction Codes
Ema

PostProcessing | End PostProcessing

Queues
Transaction Information

Customer:  Nam, Jiwon

Company:  N/A

Subject:  Provisioning request

Ch. 1
anne! AcmeletsInc@gmail.com
Name:
Channel
e, AcmeletsInc@gmail.com
Queue:  Support Email
Wait Time:  0m:00s
CeselD: 11
Transaction .
ID: -

sonersay Gx8

B Eﬂl Nam, Jiwon[#11)X  Lancaster, Sam (#12)X

v~ Case 11 wnam,Jgiwon [10000015)
Created By: Customer (Nam, Jiwon)
Assigned To:

Closed By:
Last Activity:

Notified:

Priority: Medium
Severity: Information
Category: Defauft
To: Acmeletsinc@gmail.com,
€c

Beo None

Subject:
Description:

Provisioning request

Create Date:
Assign Date:

Close Dater

Status:
Project:
Media Type:
Visibility:

2 Edit @ Reply € New Follow-up

06/14/2018 16:37:48

Unassigned
Default
Email
Intemal

To whom it may concern at Acmelets,

> Attachment

Delete Edit

2. Preview the customer or case data, and click Accept Email.

Process email interactions

Your status changes to Busy. The email creates a new case or follow-up record, and opens in a new tab. The

screen pop tab that presents the email displays the case ID and customer name.

? Note: If you have multiple emails opened in tabs, the screen pop tab, which displays the case
number and customer name, helps you navigate better.

3. Your status changes to Post Processing, and then back to Available.

The email saves as a case or follow-up in the Open state, and is assigned to you. You can edit case details, reply,
or create a new follow-up.

Access related emails

8x8 Contact Center agents can access queued emails from the same customer, review and respond to them at once.

When a customer sends multiple emails within a short time interval regarding a case, all emails get queued. When an
agent opens the first email to respond, there is a link to view the queued emails from the same customer. The agent
can click this link to view all the queued emails, and review and respond in a single email if they are related to the same
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case. This helps agents consolidate their response in a single email and increase their efficiency while improving the

customer experience.

Features

m Allows centralized access to queued emails from the same customer.
= Improves customer experience with a consolidated response to multiple related emails.

m Increases efficiency by preventing multiple agents to work on related emails from the same customer.

Use case
Let's say a customer sends three separate emails regarding an urgent support issue to Acmedets customer service in a
short period of time. Three agents handle those emails:

= Agent A receives and accepts the first email from this customer, and responds.

m Agent B receives and accepts the second email from this customer, and responds.

m Agent C receives and accepts the third email from this customer, and responds.
The customer receives three emails from agents A, B, and C at AcmeJets (a poor customer experience). The time and
effort spent by these agents can be used more efficiently if only one agent handles the case. Agent A who responds to

the first email from this customer can also respond to other related emails sent by this customer. By accessing related
emails in the queue, agent A reviews and closes emails related to the same issue.

To access related emails:
1. Log in to 8x8 Agent Console as an agent.

2. Set your status to Working Offline.
If your status is Available, 8x8 Agent Console may offer you a new interaction before you can complete pulling
email interactions from an email queue.

Open the email queue in the Control Panel and click Pull.

4. Inthe Pending Emails, open the customer's email and start working on the case.

=
5. While crafting a response to the case, click the ~ Customer Queued Emails to open the list of queued emails

from that customer. The red dot indicates there are some related emails in the queue.
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B [ A& Mahesh, Rahaplizsx

Click to see all
related queued
emails by this
customer

< Back to Customer

v Case 1138 wahesh. raha (10c00ise Customer Queued Emails # Edit (R Reply € N

Created By: Customer {Mahesh, Raha) reote Date 12/07/2018 18:26:50
Assigned To Assign Date:

Closed By: Close Date:

Last Activity

Notified: Status: Unassigned
Priority: Medium Project: Default
Severity: Information Media Type: Email
Category: Default Visibility: Internal

To: gBmauricio@gmail.com,

cc

Bec

View source

Subject Dec7 Req 3

Description

» Attachment

~ Follow-up Follow-up 0 - 0 of 0
3 Create Date Subject Attachment

Edit Cancel

Process email interactions

6. Inthe customer's Queued Emails, click any row to expand or collapse. You can preview the email contents.

A customer's

[ & @@ lones Sarsh(#246/%  Emails (Jones, Sa.. X
- queued emails

Jones, Sarah - Queued Emails Opened from #246

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Nam eget ex vel sem faucibus bibendum. Ut aliquet tortor in odio imperdiet lorem bibendum est.
Duis rutrum omare torter, non sodales nisl. Suspendisse potenti. Duis imperdiet enim at nibh dignissim, vel placerat ex bibendum. Proin metus velit celit.

Date * Subject / Description Assigned to Queue name CasefFollow up #

A QUIS40  Couttyou esse add snotne bock tomy orde?ustresized s nesa i, PSSl GO 2

- 3:}5}3” m::o.:;:ij:::v book and it the cover is ripped. | wonder if | get retum itand..  ~"saned support 8

-~ g:}g#ﬁgls gf.:‘.:;iir;l:rm anothes book to my order? | just realized | also need this Unassigned soles a8

~ g:gfgw g:::;ir;gi‘adu another book to my order? | just realized | also need this.. oo a7ed sales =8
~ gr:smjgm m:ﬁir:if:ndu another book to my order? | just realized | also need this,,  Urassianed sales B

- gz’gfﬁlﬁ Z;::xir:é:::nau another beok 1o my order? | just realized | also need this.., e Manuel sales e

- 3:;;:.:515 E:::::ir;:::add another book to my order? | just reaiized | also need this., 7 o2 soles ers
e Unassigned sales 307

041540  Could you please add 2 more books to my arder #12347 They are:

Click refresh to
get the latest
gueued emails

Select the emaills you
handled and click Close
Selected.

P28 172205

t updated at 0

Refresh list

Cancel

7. Craft your single email response while checking the related emails.
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8. Click Refresh list to update the queued emails. The queued emails list is not automatically updated. The manual
refresh displays the exact date and time of the update.

11— Note: You can select up to 20 queued emails at a time. Change the order of emails, or sort them by
: desired fields. You can search by any field except Subject/Description. |

9. Click Send once your email is complete.

10. In queued emails, select the emails you have already handled and click Close Selected. It assigns the open
cases to you, closes the cases, and removes them from the queue.
For details, see our content on how to process email interactions.

Respond to emails

In 8x8 Contact Center, when you accept queued emails, they are saved as cases with the Open status, and are
assigned to you. If you respond to these emails, you create new follow-ups.

To respond to an email:
1. Goto Cases tab and open the desired case.

2. Click Reply.

A new tab opens to create a new follow-up for the case. The customer's email ID and the email content are
automatically populated. The email response automatically includes the email header, that is information about
sender, recipient, subject, date and time. The email subject contains the case number.

3. Select Signature.
4. Compose your response to the email in Description box.
5. Inthe Attachment section:

m Click Select files from cases/follow-ups.
A list of attachments linked to the case and/or follow-ups is displayed.
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B A Nam, Jiwon(#11)X
< BacktoCase
* Subject: Re: Provisioning request ~11
* Description: Hi Jiwon,
e can provision on the requested date. Please find the projected cost statement attached.
[Thank you,
rSasha S:Iove)d
g o
Attachment: I @ Attach files or drop files here I I@ Select files from ¢ ow-ups
(total maximum size is 20MB) -
Send Save Save as Draft Cancel

OR

m Click Attach files or drop files here to select a file from your computer.

6. Select the desired attachments.

Note: You can add email attachments that are already linked to the case or the follow-ups while

E:_f replying to or forwarding the email. There is no limit on the number of attachments, as long as they

do not exceed a total of 20 MB.

7. To save a draft of the interaction for completion at a later time, click Save as Draft. The follow-up record is added

8.
9.

Version 9.13

to the case as a draft.
OR
Click Send to send the completed reply.

To view your drafts, click the Cases tab.

In the Filters drop-down, select My Drafts from the list, and click Go.

From the list of drafts, select the draft you want to view. For information about working with cases, see Create and
Edit Case Records.
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Transfer emails to a different queue

In 8x8 Contact Center, after accepting an email, you may want to transfer it back to the same queue or another queue
to be handled by better skilled agents, or to tend to historical handling. You can transfer an email interaction to a
different queue after you accept the email and during the post processing time.

i m Sasha (Sasha)

@ Email In Progress

L m B S O

Transaction Codes
Email:

Post Processing End Post Processing

Transaction Queues

All Favorites Recents
Q 7
Queue & Q:g @ .

EMAIL ({Pull)

Sales Emai 1 0 Om00s W
SupportEm.. 1 0 Omo00s W

Transfer

Powered by 8x 8

Note: If you are a user of Unified Login and 8x8 Work, you can connect with an expert in your company
for advice via chat. For details on how to connect with your company's experts via chat, see our content§

on connect with your company's experts using 8x8 Expert Connect.

To transfer a new email interaction to a different queue:
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1. In the Control Panel and from the Email tab, accept an email interaction offered.

2. During post processing timeout interval, and from the Two Tabs view, go to the Queues tab in the Control Panel.

3. Select the queue to transfer the email interaction, and click -

Note: Agents may experience some delay in accessing the entire list of queues whether or not they§
are part of them. An exclamation symbol next to the Transfer button indicates the partial loading of

the queues. Depending on the number of queues and their sizes, it may take some time for the
entire list to load.

nm
B+ m Sasha (Sasha)
s

@ rost Processing

@m B & O

.2

COptions

Post Processing End Post Processing

Phone Transaction Agents Queues
——
All Favorites  Recents
Queue tal Q:g @ .

INBOUND PHONE

Supportinb.. 0

0m:00s

Sales Inbou... 1 om:00s

Transfer
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Note: If you wish to transfer to an unattended queue, you receive a warning about the non-
availability of agents, or you may be blocked from transferring. You can disable the warning
message by selecting Do not show this message again only if your 8x8 Contact Center
administrator has given you the right permission. Disabling the warning message prevents you
from receiving this message again. Click Continue to transfer the interaction.

Sasha (Sasha)

Om:15s

QOptions Alert
Talking hMute Hold End Ca
‘Warning
. You are attem pting to ransfer to a

queue with no agents available, busy
or working offline.
Do you wish to continue?

Phone Transaction Agents Queues
All Favorites  Recents

o\ v Continue = Cancel
Queue {_g.g Q:g @ .

INBOUND PHONE

Supportinb... 1 0 0m:00s

%]

Transfer
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Insert FAQ responses into emails

If your 8x8 Contact Center maintains an FAQ knowledge base, you can extract the relevant data from the knowledge
base and insert FAQ responses into an email to customers. Using these FAQ responses minimizes agents time in

finding the right information, and maintains consistent delivery of information.

You can insert FAQs in an email by referring to shortcuts or by browsing and searching through the FAQ knowledge
base. Referring to shortcuts requires prior definition of shortcuts for an FAQ item.

To insert an FAQ response in an email using shortcuts:

1. While crafting an email, click under the main email text to open FAQ options.

2. Enteran FAQ shortcut in the FAQ shortcut text box, and click Insert.
The full text of the FAQ response is inserted into the email body.

¢ Backto Case
* Subject Re: Product Demo Request ~12
* Description: Hi Rei,

Please find attached the access link for the upceming product demo.

Here is the link to register for the weekly product dema:
hitp:/www.acmejets.com/Resources/productdemo

I f<1 I% nsert Case Info
IFAQ nsert Browse I

Attachment: (@ Attach files or drop files here (® Select files from cases/follow-ups
(total maximum size is 20MB)

Send Save Save as Draft Cancel

To insert an FAQ by browsing through the knowledge base:
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1. While crafting an email, click under the main email text to open FAQ options.

Click Browse to open a list of available FAQs.

Search or sort to locate the desired FAQ.

A 0D

Insert the content as a link or as full text by selecting the relevant option.
The link or the full text content of the selected FAQ is inserted into the email body.

FAQ Search:

Demao X Search

by question/answer by shorteut by category

A Favorites Recent

FAQ Category Language Shorteut @  Insertasa.

i How can | regis.. Sales English Demao & A

o] @

FAQ will be inserted as:

Insert
link ® full text

Delete emails from a queue

In 8x8 Contact Center, you may be able to pull email interactions from an email queue, but not delete them. Agents can
delete emails only if their contact center administrator has configured their 8x8 Agent Console account to allow deleting
pending email interactions from a queue. If your 8x8 Agent Console account does not have delete permissions, you are
not able to see the Delete button or the check boxes to select emails.

Deleting a pulled email interaction from an email queue:
m Permanently deletes the interaction from the queue.

m Does not delete the customer record associated with the email from the Local CRM.

To permanently delete email interactions from an email queue:
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1. In 8x8 Agent Console, set your status to Working Offline.
If your status is Available, 8x8 Agent Console may offer you a new interaction before you can complete pulling
email interactions from an email queue.

2. Gotothe Status tab in the Control Panel.

3. Click Pull or click on the number of emails.

EE P——

® Customer Email Offered

B & Emails x

Accept Email || Reject Emait

Pending Emails

Pending Emails 1- 4of 4 1
All Favorites  Recents
Q ¥ [ WaitTime  Case/Follow-up Channel Contact Company Subject

Queue

£ support Email [4]
SupportChat 0 0O

FBChat

0:00:08 17 Acmeletsinc@gmailcom  Moriyama, Re Specialty Cookies...  New customer SpecialtyCoc
o o omos ¥y ) 0:00:07 18 Acmeletsinc@gmailcom  Nam, Jiwon Specialty Cookies.. Re; Setup
o 4 mos W[T 0:00:06 19 Acmeletsinc@gmailcom  Nam, Jiwon Specialty Cookies.. Provisioning request
o Feremes e 0:00:05 20 Acmeletsinc@gmailcom  Lancaster, Sam Specialty Cookies... Product Demo Request
Q v
Srame G e © 0

No items to show.

Show Status in:| OneTan ¥ ~
Delete Close

v BxB

4. Inthe list of queued emails, perform one of the following:
m Toremove individual email interactions from the queue, select one or more email messages.
m Toremove all email interactions in the list, select the check box in the column heading.

5. Click Delete.

8x8 Agent Console displays a delete confirmation dialog. In the dialog, click OK to permanently remove the
selected email interactions from the queue.
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Manage customers, cases, follow-ups, and tasks in Local
CRM

8x8 Contact Center provides customer and case management capabilities with its Local CRM. The Local CRM provides
a model for managing your contact center's interactions with customers, and stores your contact center's customer,
case, and follow-up data.

8x8 Contact Center's phone, chat, and email scripting can use information about an incoming interaction, such as a
phone number, a case number, or an email ID, to locate and display a customer or case record contained in the Local
CRM. As an agent, you can use the Local CRM to record and manage your customers, cases, and follow-up activities.

To manage customer relationships, the Local CRM provides the following hierarchy of standard objects:
m Customer
m Case
= Follow-up

m Task

Features
m Create customer instances with unique account numbers.
m Describe a customer’s feedback, queries, or issues via cases.
m Create cases to systematically track and solve customer issues.
m Quickly access cases in an expandable window.
= Indicate the status of a case as open or closed.

m Determine the case's status, visibility, severity, and priority.
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= Ability to create and track multiple follow-ups for each case.
= Record each communication regarding the case, as individual follow-up instances.
= Organize and track all interactions associated with a customer via tasks.
m Receive reminder pop-ups a few minutes before the scheduled call.
Customers

A customer object allows you to create customer instances with unique account numbers. A customer record stores
information, such as name, account number, email, address, and phone numbers, and offers the capability to
customize the customer object with custom fields.

Cases

A case object describes a customer’s feedback, queries, or issues. You can create cases to systematically track and
solve customer issues. You can quickly create, update, and view cases in an expandable window. You may indicate the
status of a case as open or closed. The standard definition of a case allows you to add additional attributes to a case by
stating the status, visibility, severity, and priority.

For example, a support agent at AcmedJets creates a case when a customer calls in reporting scheduling issues with
private jets. The support agent captures and records the customer reported issue by creating a case.

Follow-ups

A case may have multiple follow-ups before it is resolved. Each communication regarding the case from its creation
until it is closed may be recorded as individual follow-up instances. This may include notes and email communications
regarding the case. The Follow-up object allows you to track how a case is resolved by creating multiple follow-up
records.

Tasks

A Task refers to a call, email, meeting, chat, or any other type of contact made with a customer. A task organizes and
helps you track all interactions associated with a customer. The task object serves to create, and manage all tasks you
plan to perform or have performed, such as making calls or sending mails. For example, you can create a task to

schedule a phone call to a customer, and set a reminder. A reminder pops up a few minutes before the scheduled call.

Version 9.13 250



Manage customers, cases, follow-ups, and tasks in Local CRM

8x8

Integrate with External CRM

8x8 Contact Center also supports integration with an External CRM, such as NetSuite or Salesforce. If your 8x8 Agent
Console integrates with External CRM, your contact center supervisor provides you with the information you need to
use the CRM to manage your customers, cases, and follow-up activities.

CRM landing page

When you log in to 8x8 Contact Center 8x8 Agent Console, the Display Panel launches separate tabs for:

m Cases: lists cases assigned to you, and groups all related tasks, such as creating a new case, editing, and deleting
cases, as well as reporting.

m Customers: lists customers assigned to you with centralized access to related tasks, such as editing a customer
record or adding a case, a follow-up, or a task.

m Tasks: Lists tasks assigned to you with the ability to create new tasks, edit, or delete tasks.

B venu Sasha (Sasha)
erafie ) B Customers
1m31s —_—

B o |
Take Break + .
Customers B Report @ New
[ \e]
Filters Assigned To Me Go Search v
Recents
v Customers 1-60f6 1
® ~
1 Cobrowsing Last Updated  Customer Customer Type  Company. Email Voice  Action
§ Help * | Om00s 13/ Conz. t - 555555,
06/12/2018 .. Gonzales, Pat Default Specialty Cookies San... patgonzale.. 555555.. @ 2 f@
OUTBOUND PHONE
SupportOu- 0 0 Om00s 06/12/2018 .. Lancaster, Sam Default Specialty Cookies San.. samlancast.. 555555 © 2 f
cHaT
: 06/12/2018 .. Moriya Default Specialty Cookies San... re.moriyam. °/ @
Al Favorites Recente 06/12/2018..  Nam, Jiwon Default Specialty Cookies Ne..  jiwon.nam ° /@
Q g
- 06/12/2018 ..  Schneider, Kay Default Specialty Cookies Ne..  kay.schneid.. 555555.. © 2 @
dume @ nacrea ¥ 7
06/12/2018 .. Zamini, Roshan Default Specialty Cookies Ne...  roshan.zami.. 555555.. © £ @
No items to show.
Show Statusin: OneTab ¥
Delete All
retts 8x8

Customize lists of customers and cases

Selecting a CRM tab lists customers, cases, and tasks. Click Filters to filter the list as follows:
m Assigned to me: open cases and customers whose cases are assigned to you. This is the default option.

m Assigned to my group: open cases and customers whose cases are assigned to your group members.
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m Created by me: cases and customer records created by you.

m My Draft Customers or My Drafts (for cases): cases and customer records saved by you as drafts.

Create and edit customer records

8x8 Contact Center allows you to create a new customer record at any time using the New Customer link in the
Customers tab, if your administrator has granted the necessary privileges. While processing an interaction, 8x8 Contact
Center searches the Local CRM for existing matching data. In the absence of matching customer records, agents are
prompted to enter a new record via screen pop.

The following describes the use of the default customer fields. Depending on how your contact center administrator has
configured your Local CRM, the customer creation tool may display additional customer fields.

To create a customer record:

1. Click New Customer link in the Customers tab.
8x8 Agent Console displays the Create New Customer page.

2. Enterthe customer's First Name and Last Name.
You must specify the customer's name before you can save the new customer record.

3. Enterthe customer's Email address.
Each customer email address must be unique. You can save email addresses that has up to 254 characters.

4. Enterthe customer's address in the Primary Address and Secondary Address areas.

5. Select to Save the customer or Save as Draft.

Edit or delete customer records

After you create and save a customer record, you can edit the information or delete a customer record, provided that
you have the permissions to delete and edit. Contact your 8x8 Contact Center administrator to learn about your
permissions.

To edit a customer record:
1. Click the Customers tab. A list of customers appears.

2. Click one of the actions items available to view or edit the customer record.
OR
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Select and open a customer record from the list, and then click Edit at the bottom of the page.

B Customers

Customers B Report @ New Customer

Filters Assigned To Me Go Search v

Customers 1-60of 6 1

Last Updated  Customer Customer Type  Company Email Voice Action

06/04/2018 ... Gaonzales, Pat Default Specialty Cookies S...  patgonzal... @ 7 W
06/04/2018 ... Lancaster, Sam Default Specialty Cockies 5. sam.ancas.. @ Z W
06/01/2018 .. Lewy, Babara Default Specialty Cookies babara.lev.. @ 7 W
06/04/2018 .. Moriyama, Rel Default Specialty Cookies 5. reimoriya.. @ W
06/04/2018 ... Nam, liwon Default Specialty Cookies N...  jiwon.nam... @ 7 W
06/04/2018 .. Schneider, Kay Default Specialty Cookies N...  kay.schnei... @ W

View customer records

When you open a customer record, you are able to view the customer details such as name and account number, as
well as cases, tasks, and the history of changes made to the customer record.

Manage customers, cases, follow-ups, and tasks in Local CRM

change the order, select and drag the column to the desired location.

m Details: Includes voice, email, company, phone, address, etc. The customer last name, first name, and account
number appear as a link in title. Clicking Back to Customers takes you back to the customer list.

Version 9.13
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m Case: Includes the cases or records of interactions with the customers created during or after an interaction. You

Version 9.13
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B Customers

< Back to Customers

Iv Nam, Jiwon [10000007]

Voice:
Fax:
Alternative:

Comments:

> Addresses
> Case
> Task

> History

Edit

Phone: 15555555555
Create Date: 06/04/2018 11:16:57

Primary representative at Specialty Caokies NY

Email: jiwon.nam(@specialtycookies.com
Company: Specialty Cookies New York
Customer Type: Default
Email (Additional): jiwon.nam@gmail.com
Last Activity: 06/04/2018 11:37:38
® New Case
@ New Task

can view cases in Table view or Unitary view. Table view lists all cases associated with the customer in a tabular

format. Unitary view shows one case at a time, and can be navigated using the pagination tools. Table view is the

default view when you first open cases.

B Customers
< Back to Customers

v Case
# Open Date
5 06/04/2018 11...
4 06/04/2018 11...

06/04/2018 11...

2 06/04/2018 11...
1 06/04/2018 11...

> Task

> History

Casel-50f5 1 @ New C
Status Subject
Open Customer Request 2

Unassigned

Open

Closed

Closed

Customer Request Additional Follow-u

p

Customer Request Additiona

Customer Request Follow-up

Customer Request

ase

‘= Switch to unitary view

o /T
o /FRT
o FRT
o /BT

@ /BT

@ Mew Task

If a case is created as a result of an incoming email through the email channel, you are able to see the To, CC, and
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BCC fields in the details.
To view the email fields and source of email from the Customers tab:

1. In 8x8 Agent Console, go to the Customers tab.
2. Select a customer, and go to Case to see the list of cases.

3. Highlight a case from the list, and select Switch to unitary view. The case details display, and information in
the To, CC, and BCC fields. Clicking View source allows you to see the email protocol routing.

Customers
< Back to Customers
v Nam, Jiwon (1c000007)

Voice: Email:

fiwon.nam@specialtycookies.com
Fax: Company: Specialty Cookies New York
Alternative: Customer Type: Default
Phone: 15555555555 Email (Additional): jiwon.nam@gmail.com
Create Date: 06/04/2018 11:16:57 Last Activity: 06/04/2018 11:37:38
Comments:

Primary representative at Specialty Cookies NY

> Addresses

v Case #6 /5 cases P »
Case #5 @ # R § © Showfdlow-ups
Open Date: 06/04/2018 11:34:02 Status: Open
Subject: Customer Request 2

Description: Hi Sasha,

| 'would like to thank you for your assistance on my previous item. A new request has come in, and | would like to
discuss it with you

Edit Cancel

You can see one case at a time. Use the pagination tools to go to other cases.

4. Click to see all content.

m Task: Includes tasks such as calls, emails, meetings, chats, or any other type of contact made with a customer.

m History: Includes the history of changes made to the customer record.

Create and edit case records

When you process an interaction in 8x8 Contact Center with an existing customer, you create or edit a case record of
the interaction either during or after the interaction. You can create, edit, and save a case record, which the CRM pulls
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out during the next interaction with the same customer, enabling you to process the case efficiently. Create follow-up
records to handle subsequent interactions with the customer regarding the same case. When the customer needs
information, you may respond by emailing the case information to them.

The Cases tab allows you to:
m Create a case record.
m Edit an existing case record.
= Create a follow-up record.

m  Send case information notifications.

) Best Practice: Edit an existing case record if you wish to re-word a case record or change the case

5 E :_ attributes such as Status, Priority, Severity, etc. Create a follow-up record for each subsequent
= interaction of the same case.

The following describes the use of the default customer fields. Depending on how your contact center administrator has

configured your Local CRM, the customer creation tool may display additional customer fields. You can notify the
customer while creating a case.

To create a case record:

1. Go to the customer for whom you are creating a case, and click New Case.
OR

Click New Case in the Cases tab.
8x8 Agent Console displays the Create New Case page.

2. Select a Customer to associate with the case.
3. Change the Status to Open to assign the case to an agent.
4. Click Notify if you want to send the customer a case notification or email.

a. Select the From address. It can be an agent's or group's email address. Email addresses can have up to 254
characters.

b. Select the To address from the list of recipients, such as the customer, if not populated automatically. Select
CC and BCC recipients if needed.
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£~ Note: Based on the configuration of your contact center, the To email addresses may populaté
E:_ﬁ automatically, eliminating the need to manually enter the information. You still need to add the
: CC and BCC addresses either from the available list of recipients or manually. ;

£, Note: If HTML support is enabled for CRM, you can create content in the Description field

E:_ﬁ using the CRM rich text editor. For details on using the CRM rich text editor, see Understand
. == YourRich Text Editor. !

d. Click to add an image. Copy and past the URL link of the page or image you would like to insert, and
enter a descriptive name for the image in the Alternative Text box.
Alternatively, you can drag and drop the images or paste them from your clipboard quickly. When you embed
a high resolution image in your case, a follow-up, or FAQ, they are compressed automatically for faster
processing and for saving bandwidth. If needed, open the Image Properties dialog box from the right-click

menu to adjust the image size. The maximum size allowed for image attachments is 20 MB. With drag and
drop, you can add images up to 10 MB.

lantronics
nk-QUG-SIP-CPE60-pmS3:
nk-QUG-SIP-T48G-T49G-p
. Vealink-SIP-T46g-T42G-T41P-C
" Vealink-SIP-T46g-T42G-T41P-C

Hello Rob,

In response to your email, | am sharing the details of our wircless headset that offers a
seamless calling experience. Here is the photo.
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? Known Issue: Copying (Ctrl-C) and pasting (Ctrl-V) images is currently not supported on
| Internet Explorer 11. You can drag and drop the images.

O p— Note: You must set the right values for the Default From and Default Signature fields in your
= = profile to automatically populate the From and Signature fields in the Notification tab.

Optionally, insert FAQs or attach files to the case record.

You can insert FAQs using shortcuts, or by browsing through the FAQ knowledge base. Shortcuts link to the
FAQs. For details, see Insert FAQ into Email Responses.

m Toinsert an FAQ shortcut, enter the shortcut and click Insert FAQ.

m Click Browse FAQ to browse through the FAQ knowledge base, and insert the desired FAQ responses either
as full text or links.

m Attach files by browsing or by dragging files from the local file system.
Perform one of the following tasks:
m Click Save as Draft to save a draft of an incomplete case record.
m Click Save to save a completed case record. You can access and edit the case record later.

m Click Send to mail the case record. If the To and From addresses populate automatically, the mail is sent,
successfully creating a case record.

C— Note: Based on the configuration of your contact center, the To and From email addresses
| may populate automatically, eliminating the need to manually enter the information.

If your contact center configuration does not allow automatic populating, enter the addresses manually.

Edit or delete case records

After you create and save a case record, you can edit the information or delete a case record provided that you have the
permissions to delete and edit. Contact your 8x8 Contact Center administrator to learn about your permissions.

To edit a case record:
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1. Click the Cases tab. A list of cases appears.

2. Click one of the actions items available to view, edit, or delete the case record.
OR
Select and open a case from the list by clicking the case number. Click Edit at the bottom of the page.

Cases &

Cases B Report @ Nev

Filters Assigned to me Go Search v

Cases1-20f2 1

# Last Updated Customer Customer Type  Company Subject  Status @ Create Date  Action
06/04/2018 .. Nam Jiwon Default Specialty Coo... Custo..  Open N 06/04/2018. @ Z W
06/04/2018 ..  Nam Jiwon Default Specialty Coo... Custo. Open N 06/04/2018.| @ Z W

View case records

When you open a case, you are able to view details, attachments, follow-ups, and history.

Note: You can configure the order of columns in the result page to arrange them in a particular order. To
change the order, select and drag the column to the desired location. '

m Details: Includes information such as the case ID, customer name, account number, status, the agent who created

the case, and case description. To view the entire description, click to expand the comment pane.
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Cases 5‘5
< Backto s
v Case b Mam, liwen [10000007) £ Edit R Reply ©F New Follow-up
Created By: Sasha Solovey Create Date: 06/04/2018 11:34:02
Assigned To: Sasha Solovey Assign Date: 06/04/2018 11:34:02
Closed By: Close Date:
Last Activity: 06/04/2018 11:41:27
Notified: Status: Open
Priority: Medium Project: Default
Severity: Information Media Type: Email
Category: Default Wisibility: Internal
To:
=
Bec:
View source
Subject: Customer Request 2
Description:
Hi Sasha,
> Attachment
> Follow-up
Edit Cancel

If a case is created as a result of an incoming email through the email channel, you are able to see the To, CC, and

BCC fields in the details.

Attachment: Lists all attachments associated with a case and its follow-up records. You can either sort the
attachments by name or date, or filter them by the case or follow-up attachments.

To view and open case attachments:

When downloading CRM attachments, based on the privileges granted to you, you either have the ability to open
and save the CRM attachments from emails by clicking the attachments, or are restricted to just saving them

locally before opening them. With this restriction, you can exercise caution before opening an attachment, and look

out for insecure attachments.
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1. In 8x8 Agent Console, go to the Cases tab and open a case.

2. Open Attachment.

B Customers
—

< BacktoC
v Case 5 n (101 # Edit B Reply ¥ New Follow-up
Created By: Sasha Solovey Create Date: 06/04/2018 11:34:02
Assigned To: Sasha Solovey Assign Date: 06/04/2016 11:34:02
Closed By: Close Date:
Last Activity: 06/04/2018 12:26:26
Notified: Status: Open
Priority: Medium Project: Default
Severity: Information Media Type: Emai
Category: Default Wisibility: Internal

To:
E=
Bec:

ource

Subject: Customer Request 2
Description:
v Attachment All From case From follow-ups sort by name
Sort by name
Sort by dat
Be Acmelet.. 06/04/2018 13:50:28 ortpy date

Edit Cancel

m Click From Case to view only the attachments associated with a case.
m Click From Follow-ups to view only the attachments associated with the case follow-ups.
m Click All to view all attachments associated with the case and its follow-ups.

3. Click the desired attachment to download the file.

m Follow-up: Lists the case follow-ups. A case may have multiple follow-ups before it is resolved. Each
communication regarding the case from its creation until it is closed may be recorded as individual follow-up
instances.

m History: Includes the history of changes made to the case.

Create follow-up records

When you process an interaction in 8x8 Contact Center with an existing customer, you create or edit a case record of
the interaction either during or after the interaction. You can create, edit, and save a case record which the CRM pulls
out during your next interaction with the same customer, enabling you to process the case efficiently. Create follow-up
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records to handle subsequent interactions with the customer regarding the same case. When the customer needs

information, you may notify them of the follow-up.

The following describes the use of the default follow-up attribute fields and lists. Depending on how your contact center

administrator has configured your Local CRM, the follow-up creation tool may display non-default follow-up attributes.

8x8 Contact Center creates follow-up records automatically when you respond to an email interaction. Replying to a

case also creates a new follow-up record.

To create a follow-up record:

1.
2.

Version 9.13

Click the Cases tab, and open a case you would like to follow up.

Click Reply or New Follow-up.
8x8 Agent Console displays the Create New Follow-up page.

If your administrator enables HTML support for Local CRM, the CRM rich text editor shows.

For details on using the CRM rich text editor, see Understand Your Rich Text Editor. If you are processing an
email interaction, you can also use the Email tab in the Control Panel to create a follow-up record. For details
about creating a follow-up record while processing an email interaction, see Process Email Interactions.

In the new follow-up page, update follow-up properties.

................................................................................................................................

................................................................................................................................

In Notification, select Reply or Reply All to notify the customer with an email of the follow-up message.

a. Select the From address. It can be an agent's or group's email address. Email addresses can have up to 254
characters.

b. Select the To address from the list of recipients, such as the customer, if not populated automatically. Select
CC and BCC recipients if needed.

¥ — Note: Based on the configuration of your contact center, the To email addresses may populaté
E :_ automatically, eliminating the need to manually enter the information. You still need to add the
* CC and BCC addresses from the available list of recipients, or manually. ;
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c. For Subject and Description, enter the subject of your email and your message regarding the case.

Note: If HTML support is enabled, you can create content in the Description field using the
CRM rich text editor. For details on using the CRM rich text editor, see Understand Your Rich

Text Editor.

d. Click e to add an image. Copy and past the URL link of the page orimage you would like to insert, and
enter a descriptive name for the image in the Alternative Text box.
Alternatively, you can drag and drop the images or paste them from your clipboard quickly. When you
embed a high resolution image in your case, a follow-up, or FAQ, they are compressed automatically for
faster processing and for saving bandwidth. If needed, open the Image Properties dialog box from the
right-click menu to adjust the image size. The maximum size allowed for image attachments is 20 MB.

With drag and drop, you can add images up to 10 MB.

Hello Rob, QUG-SIP-THBG-TH9G-p

2 Vealink-SIP-T46g-T42G-T41P-C

In response to your email, | am sharing the details of our wireless headset that offers a | = yeaink.SP-Tabg-T426-T41P-C
i

response fo'y
seamless calling experience. Here is the photo.

Known Issue: Copying (Ctrl-C) and pasting (Ctrl-V) images is currently not supported on
Internet Explorer 11. You can drag and drop the images.
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d. Select Signature for the email message.

1— Note: You must set the right values for the Default From and Default Signature fields in your
- profile to automatically populate the From and Signature fields in the Notification tab.

5. Optionally, insert FAQs or attach files to the follow-up record.
You can insert FAQs using shortcuts or by browsing through the FAQ knowledge base. Shortcuts link to the FAQs.
For details, see Insert FAQ Responses into Emails.

m Toinsert an FAQ shortcut, enter the shortcut and click Insert FAQ.

m Click Browse FAQ to browse through the FAQ knowledge base, and insert the desired FAQ responses either
as full text or links.

m Attach files by browsing or by dragging files from the local file system.
m Drag and drop your images or paste them from your clipboard quickly. Open the Image Properties dialog box
from the right-click menu to adjust the image size.
Perform one of the following tasks:
m Click Save as Draft to save a draft of an incomplete case record.
= Click Save to save a completed case record. You can access and edit the case record later.

m Click Send to mail the case record. If the To and From addresses populate automatically, the mail is sent,
successfully creating a case record.

i— Note: Based on the configuration of your contact center, the To and From email addresses may
populate automatically, eliminating the need to manually enter the information.

If your contact center configuration does not allow automatic populating, clicking Send takes you to the
Notification tab.
View follow-up records

A list of follow-ups related to each case appears under the case record. You can see the follow-ups listed in the Table
View when you open each case record. By default, the most recent follow-up appears at the top of the list. To check the
follow-up details, change the Table View to the Unitary View, or click Switch to unitary view.
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B Customers
< Back to Customer
> Case 5 Nam, Jiwon [10000007]

> Attachment

~ Follow-up Follow-up 1 - 20f 2 1 ‘= Switch to unitary view
# Create Date Subject Attachment
b.2 06/04/2018 13:5... Fw: Re: new request o R
5.1 06/04/2018 13:5...  Re: New request o R

> History

Edit Cancel

Click on a follow-up link to view the details. To see the complete description, click in the follow-up comment pane.

Note: You cannot edit a follow-up record.

Create and edit tasks

If your contact center is configured to generate auto logs for voice interactions such as call, voicemail, web callback,
campaign, etc. 8x8 Contact Center converts these logs to task records and associates them with the relevant customer
records. These call logs are also referred to as system-generated tasks. For example, your contact center can be
configured to generate an automatic call log as soon as a call is terminated, and save it as a task.

You can also create a task manually in 8x8 Contact Center to organize and help you track all interactions associated
with a customer. A task can be created for a call, an email, a meeting, a chat, or any other type of interaction. The task
object serves to create and manage all tasks you plan to perform, such as making calls and sending emails, or the tasks
you have performed in the past.
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Features

Task fields are customizable. You can add new fields, and edit existing fields.

Interactions logs for phone are created and saved as tasks.

Tasks are automatically created for all campaign calls that are processed.

Tasks are created for calls scheduled during a campaign.

An agent can create, view, edit, and search for tasks.

An agent can view all tasks assigned to them, and also list all tasks pertaining to a customer.

The transaction ID is cloned, but a new task ID is generated every time you clone.

Transaction codes associated with a call are added to the call log and saved in customer record for easier access.

A new task ID is created, and all field values in the task form are cloned except the history, date and time the task is
created, and date last modified.

If an agent tries to delete a parent task, a warning is shown to inform the user that the parent task and its
information are being permanently deleted.

The parent task shows all tasks being cloned from the parent listed under the History tab.
Only one parent level is allowed for each cloning task.
The child task shows a link to the original task, and next to the task number.

If a parent task is deleted, the child task shows the parent task in the history, but the link to the parent task is
removed.

The agent can see the clone button only if the administrator has enabled the agent to edit and create tasks under
User > Edit User > Internal CRM in Configuration Manager.

View system-generated tasks

If configured by your contact center's administrator, a voice interaction log appears upon termination of the interaction.

Depending on your contact center's configuration, you may get the interaction log in edit or view mode. If it is an existing

customer, the log is associated with the customer record automatically. For new customers, however, when saving the

log, you are prompted to select a customer from the existing list. The log is then saved as a task under the customer

record. If you were required to select a transaction code, the code appears in the Task window and makes the record
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more accessible in the future. If you have more than one transaction code, they appear separated by commas.

Customers
< Back to Customer

Edit Task

Customers: Nam, Jiwon [10000007] Customers List

Task Number: 3 * Created by: Sasha Solovey
* Assignedto:  Sasha Solovey * Phone: 15555555555

Email: Subject: Call Log

Due Date: 06/04/2018 11:27 ] Status New

Media Type: MNone

Call Type: Inbound

Description: This call was made by Jiwon Nam about a new task.

Enable Reminder

Create Date:  06/04/2018 11:25:50 Last Modified Date: 06/04/2018 14:07:04
Transaction Id: 465 Campaign Name:
Call Duration: 9 Transaction Code: Customer Request
«
Save Cancel

Note: AMD, CCB, and Auto-TCL services create system-generated transaction codes. Transaction
codes record the outcome of each interactions using codes such as "Answer machine detected", "Call
rejected", "Mobile number blocked", "Temporary failure", etc.

X Mkechat Mi X Callog(1242) X Google, Echip.. X CallLog(1243) X Macadaeg,le.. X CallLog() X CallLog(1244) X AAASari, A& X 4 b v

Edit Task

0810502019 12:1051
02-303-304.
2

Status  Due Date Last Modified Date  Transaction Code

Closed  25/07/2019113..  25/07/2019 11:36:... System Codes: Mobile number blocked

cwTransscion | Closed  25/07/2019113.. 25/07/2019 1136:... System Codes: DNC blocked
“ 24/07/2019 162..  24/07/2019 16:25.... System Codes: Call rejected
Closed  24/07/2019 16, 2019 16:08:.. System Codes: Callrejected

Closed  15/07/2019 152..  15/07/2019 15:21 ISVslemCodesAnswevmacmnedelecled

i 8x8

See Select Transaction Codes to learn how to select transaction codes during an interaction.
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Create tasks manually
You can create independent tasks to schedule a phone call to a customer, and set a reminder. A reminder pops up a
few minutes before the scheduled call. You can create a task in multiple ways:

m Create an independent task: In the Tasks tab, you can create an independent task, or associate it to a customer.

m Create a task for a customer: In the Customers tab, you can open a customer record, and create a new task.
The task is automatically associated with that customer.

m Clone a task: Replicate tasks with a click on the task form. This way, agents can clone a task, creating a new task
ID, and associate each cloned task ID with the same original inbound transaction ID. Example use case: !

1. Click the Tasks tab.
The list of your open tasks shows by default.

2. Enterthe details of the task. The task fields are customizable in your CRM. You may create custom fields, or edit
existing fields.

m Status: When you create a task, assign a status to indicate how the task progresses.

m Phone: Optionally, enter the phone number of the customer.
m Media Type: Refers to the media of a task, such as phone, email, chat, or voicemail.

m Due Date: Select a date to complete the task using the calendar. This creates a reminder. You can enable
the reminder option to automatically generate a reminder.

m Assigned To: By default, the task is assigned to the agent who creates it. To assign the task to another user,
select a user from the drop-down list. You can assign a task only to a single user.

m Email: Optionally, enter the email address of the contact. Email addresses can have up to 254 characters
m Call Type: Refers to whether the call is inbound, outbound, or Direct Agent Access.
m Subject: Enter a subject or short description of the task.

m Description: A note describing the task.

1A receptionist at a dental clinic uses tasks to create appointments. Once he creates an appointment for a family
member through a task, he can copy the task to create appointments for the rest of the family. Agents can increase
their efficiency using the clone feature, eliminating the manual work of entering data, and speeding up the process.
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m Enable Reminder: Optionally, select the check box to set a reminder on the task. This option is enabled only
if you specify a due date.

3. Click Customers list to associate it with an existing customer.

4. Click Save.
You have created a task successfully.
If you have selected Enable Reminder check box when creating the task, a reminder pops up at the specified
time before the scheduled call.

5. Click the Scheduled Call to view the task details and the associated customer record.
The reminder continues to pop up until the task is completed or dismissed. See Reschedule Campaign Calls.
To create a task for an existing customer
1. Open a customer record, and scroll down to the Task area.

2. Click New Task.

B Customers
< Backto Customers
> Nam, Jiwon 110000007

> Addresses

> Case @® New Case
v Task Task1-3of3 1 E Switch to unitary vie
# Due Date Status Subject Transaction Code
06/04/2018 11:.. New Call Leg @ 7
06/03/2018 11...  Closed Request Response @ 7
1 05/31/2018 11... Closed Request Response @ £

> History

Edit

3. Enterthe desired attributes to the new task.
Note that the task is associated with the customer.

4. Save the task.

To clone a task
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1. In 8x8 Agent Console, click the Tasks tab.
A list of your open tasks appears.

2. Open an existing task from the list.

B Customers
¢ Backto Customer
v Task 3
Customer: Nam, Jiwon [10000007] Created by: Sasha Solovey
Assigned to: Sasha Solovey Phone: 15555555555
Email: Campaign Name:
Transaction Id: 465 Enable Reminder: N
Call Duration: 9
Transaction Code: Customer request Status: New
Media Type: Naone Call Type: Inbound
Due Date: 06/04/2018 11:27:00 Create Date: 06/04/2018 11:25:50
Last Modified Date: 06/04/2018 14:13:38
Subject: Call Log
Description:
This call was made by Jiwon Nam about a new task.
> History -
Edit Clone Cance

£,

=

Note: If you wish to create a new task, you need to save it first before being able to clone.

3. Click Clone.
A confirmation window appears.
4. Click OK to confirm cloning.
The page to edit the task opens with the information already populated.
Note that the task number indicates if it is cloned from another task.
5. Click Save.
The cloned task appears in the list.
The new task shows the link to the original task.

Note: Deleting a task or a cloned task is available to agents only if they are granted the right privileges.
Your confirmation is required to delete a parent task with a cloned child.
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Manage tasks

After you create and save a task, you can edit the information or delete a task record, provided that you have the delete
and edit permissions. Contact your 8x8 Contact Center administrator to inquire about your permissions.

To edit a task:
1. Click the Tasks tab. A list of tasks appears.

2. Click one of the actions items to view, edit, or delete the customer record.
OR
Select and open a task record from the list by clicking the task number. Click Edit at the bottom of the page.

View task history

You can view the task history including the details and changes a task has gone through since its creation.
Click Tasks tab or go to Tasks nested under the customer record.

Customers

< Backto Customer

v Task 3

Customer: Nam, Jiwon [10000007) Created by: Sasha Solovey
Assigned to: Sasha Solovey Phone: 15555555555
Email: Campaign Name:

Transaction Id: 465 Enable Reminder: N

Call Duration: 9

Transaction Code: Customer request Status: New

Media Type: Naone Call Type: Inbound

Due Date: 06/04/2018 11:27:00 Create Date: 06/04/2018 11:25:50
Last Modified Date: 06/04/2018 14:13:38

Subject: Call Log

Description:

This call was made by liwon Nam about a new task.

~ History History 1 -4 of 4 1 ‘= Switch to unitar

Create Date Create Agent  Activity Description

Old Subject: Call Lag
06/04/2018 14:..  Sacha Solovey EditTagk  |eW Sublect Call Loginew fask

0ld Phone:
New Phone: 15555555555

06/04/2018 14:.. Sasha Solovey Edit Task Old Description:
MNew Description: This call was made by liwon Nam about a new task.

Edit Clone Cancel
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List the tasks of a customer

You can list all tasks pertaining to a customer record.

To list all tasks:

1. Go to a customer record, and click Tasks.

A list of all tasks associated with the customer record opens.

2. Click any record to view the task details.

Search CRM data

The search feature in 8x8 Contact Center 8x8 Agent Console allows you to search for customers, cases, and task

records in your CRM based on specific criteria. You can perform a basic search on standard fields, or an advanced

search based on any CRM field defined in a record. For example, you can search for a customer by last name or email

address in a simple search. You can look for records based on multiple criteria, such as cases created in the last week in

pending status. You can refine your search with a multitude of CRM search operators as described in the following

table:

Search Operator
=equals
=i equals (ignore case)

> greater than

< less than

>= greater or equal

<=less of equal

* contains

* i contains (ignore

case)

I not contains

Version 9.13

Description
match the string exactly
match the string exactly (case insensitive)

applicable to a numeric field. Search for a value greater than a specified

value.
applicable to a numeric field. Search for a value less than a specified value.

applicable to a numeric field. Search for a value greater than or equal to a

specified value.

applicable to a numeric field. Search for a value greater than or equal to a
specified value.
Search for a part of a word.

Search for a part of a word (case insensitive)

Search for a record which does not contain a specified string.

Example
Last Name = Hansen
Last Name = hansen

Case Number >1200

Case Number <1200

Case Number >=1200

Case Number <=1200

Case Subject * Delayed

order

Case Subject * delayed

order

Case Subject ! Sales
Orders
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Search Operator Description

li not contains (ignore | Search for a record which does not contain a specified string. (case insens-

case) itive)

A starts with Search for a record which starts with a specified string.

Aj starts with (ignore | Search for a record which starts with a specified string. (case insensitive)

case)

E empty Search for a record where the field value is empty

IE not empty Search for a record where the field value is not empty

> after Search for a record with a date value after a specified date.

< before Search for a record with a date value before a specified date.

>= after (inclusive) Search for a record with a date value after a specified date including the

date.

<=before (inclusive) Search for a record with a date value after a specified date including the

date.

To perform a search for CRM data:

Go to the corresponding CRM object tab such as Customers, Tasks, or Cases.

Click Search.

Example

Case Subject !i sales

orders
Phone 2510

Phone 7i support

Do not Call E
Phone |E

Assign Date >
01/29/2012

Assign Date <
01/29/2012

Assign Date >=
01/29/2012

Assign Date <=
01/29/2012

Select your search parameters in the simple search. To perform an advanced search, click Advanced. Click

Search for a customer, case, or task as desired. See more details on searching for customers, cases, and tasks.

Search for customer records

The 8x8 Contact Center customers are accessed from the Customers tab. By default, the Customers tab lists

customers that are assigned to you. You can also access customer records that are:
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assigned to your group
created by you
in draft state

all customer records
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E Note: The ability to view, create, edit, and delete customer records is available to you if your
= = administrator grants the necessary privileges.

You can search and retrieve customer records using basic or advanced search.

m Basic Search: Allows you to search for customers by last name and/or email address. Click Search to retrieve a
list of all customers.
To perform a basic search for customers:
1. Click the Customers tab.
2. Click Search.
8x8 Agent Console displays the basic search interface.
3. Click the Search button to retrieve all customer records.
OR
Perform either or both of the following, and click Search:
o Entera customer Last Name.
o Enter a customer Email.
A list of customer records matching the search criteria displays.
m Advanced Search: Allows you to search for customers by any field defined in the customer record. You can create
nested queries by using the AND logical operator.

Additionally, you can look for multiple values for a field. For example, to access all customers types, you can search
for multiple values such as the default, premium, platinum and basic statuses.
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Customers
Customers B Report (® New Customer
Advance Search
© Company contains Specialty Cookies
] Customer Type equals
[©] Default
Basic ~
Premium EEl
Platinum
Search Clear Hide search ~
Customers 1-6of6 1
Last Updated Customer Customer Type  Company Email Voice Action -
06/04/2018 ... Gonzales, Pat Default Specialty Cookies Sa..  patgonzal.. @ Z
06/04/2018 ... Lancaster, Sam Default Specialty Cookies Sa..  sam.lancas.. o 2 0
06/04/2018 ... evy, Babara Default Specialty Cookies Ne..  babaralevy... o 2 0
06/04/2018 ... Moriyama, Rel Default Specialty Cookies Sa...  rel.moriya... @ 7 W
06/04/2018 ... MNam, Jiwon Default Specialty Cookies Ne...  jiwon.nam... © 7 W
06/04/2018 ... Schneider, Kay Default Specialty Cookies Ne..  kay.schnei. @ 2 W

Use the advanced search feature to search for a larger set of default and custom fields than are available in basic
search. To perform an advanced search, click Advanced from the simple search window.

Search for cases
All 8x8 Contact Center cases are accessed from the Cases tab. By default, all cases assigned to you are listed. You
can also access case records that are:

m assigned to you

m assigned to your group

m created by you

= all drafts

Note: The ability to view, create, edit, and delete case records is available to you if your administrator
grants the necessary privileges.

You can search and retrieve case records by performing a basic or advanced search.
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m Basic Search: Allows you to search for cases:
o by case number
o by case subject
o created by specific agents or customers
o assigned to specific agents or groups

m Advanced Search: Allows you to search for cases by any field defined in a case record. You can create nested
queries by using the AND logical operator.
Additionally, you can search for multiple values for a field. For example, to access all cases that are pending and in
the open status, you can search for multiple values such as the open and pending statuses.

Cases &
Cases [ Report & New Case
Advance Search
© Last Name equals Nam
© status equals
® Unassigned
Open _
Closed B
(Deleted Values)
Search Clear Hide Search A
Cases1-20f2 A
# Last Updated Customer Customer Type  Company Subject  Status @ Create Date  Action
5 06/04/2018.. Nam Jiwon Default Specialty Coo.. Custo.. Open N 06/04/2018.. @ #
06/04/2018.. Nam liwon Default Specialty Coo.. Custo..  Open N 06/04/2018.. @ # @

Use the advanced search feature to search for a larger set of default and custom fields than are available in basic
search. To perform an advanced search, click Advanced from the simple search window.

Perform a Basic Search for Cases

To perform a basic search for cases:
1. Gotothe Cases tab.

2. Inthe Display Panel under Cases, click Search.
8x8 Agent Console displays the basic search interface.

3. Click Search to retrieve all cases.
OR
Perform any or all of the following, and click Search:
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o Enter a case number.
o Enter a case subject.

o Select an agent or customer who created a case.

o Select an agent, or group to retrieve cases assigned to them.

A list of case records matching the search criteria displays.

To perform an advanced search for cases:

Go to the Cases tab.

In the Display Panel under Cases, click Search.
8x8 Agent Console displays the basic search interface.

Click Advanced.

Select one of the following search criteria and enter a valu:

o Company, account, case number, category, media type, etc.

o The case assigned date, created date, last activity date, etc.
o Status, priority, severity, visibility, etc.

o The history activity.
A list of case records matching the search criteria displays.

Click Search to retrieve the cases.

Manage customers, cases, follow-ups, and tasks in Local CRM

You can search the closed cases in History Activity. This feature helps supervisors investigate customer complaints

regarding agent's lack of response. It particularly helps investigate a case that has been accidentally closed by an agent.

For example, when processing related emails from a customer, an agent closes a case assuming it is related to the

case he has reviewed. The unhappy customer may escalate the issue. With the improved search filter, the customer's

complaint is now easier to track.

Cases

Cases [ A Ferreira Rafael (#1032)X  Mahesh, Raha X

Advance Search
Hiscory Activity

°}

° 2

° 2

°7

®/
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Features
m  Gives supervisors visibility on why the agent has closed the case.
m Improves customer experience by quickly addressing the issue.

m Facilitates tracking the closed cases.

Use case

Let's say a customer sends three separate emails to AcmedJets customer service over a short period of time. Subject A
and B are regarding an urgent support issue, but Subject C inquires about a sales order. Agent A reviews the
customer's emails and crafts his response in a single email. He then closes the case for subjects A, B, and C, assuming
that subject C is also related to this urgent issue. The customer escalates the matter after he does not hear from the
agent. The case supervisor investigates the complaint and finds out that agent A has in fact closed this case along with
other two cases (A and B).

To track closed cases:
1. Login to 8x8 Agent Console either as an agent or a supervisor.
Open Cases, and click Advance Search.
Select History Activity from the list.

Select the Close Case check box, and click Search. All closed cases are listed.

o &~ oD

Open the case in question and check the History description. It shows the case is closed due to related issue (#).

BB © 0 & neonronax  Emas (ohesh Roho) X e, Ratelz1032

Case 1032 e

Attachment

Follow-up

History

yyyyyyy

8x8
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Search for tasks
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All 8x8 Contact Center tasks are accessed from the Tasks tab. You can search and retrieve task records by performing

basic or advanced search.

m Basic Search: Allows you to search for tasks:

(e}

[©]

o

by Task Number
by Task Subject
created by specific agents

assigned to specific agents

Go to the Tasks tab.

In the Display Panel under Tasks, click Search.
8x8 Agent Console displays the basic search interface.

Click the Search button to retrieve all tasks.
OR
Perform any or all of the following, and click Search:

o Entera task number.
o Enter a task subject.
o Select an agent who created a task.

o Select an agent or group to retrieve tasks assigned to them.

A list of task records matching the search criteria displays.

m Advanced Search: Allows you to search for tasks by any field defined in a task record. You can create nested

Version 9.13

queries by using the AND logical operator. Additionally, you can look for multiple values for a field. For example, to

access all media types, you can search for multiple values such as the phone, chat, email, and voicemail statuses.
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Tasks A

Tasks B Report @ New Task

Advance Search
© status equals New

© Media Type equals
® None
Phone
Voice Mail
Chat
Search Clear Email Hide search ~
(Deleted Values)

Tasks 1-1ofl 1

# Subject Status Due Date Last Modified Date  Transaction Code Action

new ta.. New 06/04/20... 06/04/2018 14:31:.. @ /T

Use the advanced search feature to search for a larger set of default and custom fields than are available in basic
search. To perform an advanced search, click Advanced link from the simple search window.

Delete CRM data

8x8 Contact Center agents can delete customer, case, and task records from the Local CRM if the contact center

administrator has granted the necessary permissions. If you do not have the permissions, you cannot delete data.

Before you begin

Before deleting CRM data, note that:

Deleting a customer record permanently removes the customer information as well as all associated cases, follow-
ups, and attachments.

Deleting a case record permanently removes the case information as well as all associated follow-ups and
attachments.

Y ou cannot restore any portion of deleted CRM records.

To delete CRM data:
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Log in to 8x8 Agent Console.

From the three CRM tabs (Customers, Cases, Tasks), select the object you wish to delete the data from. Based on
your permissions, you can delete customers, cases, or tasks.

Click Delete next to the CRM record to delete records individually. You are prompted to confirm.
OR
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Click Basic or Advanced Search to search and retrieve the data records you wish to delete.

B Tasks A}

Tasks @ Report ® New Task

Advance Search

Status equals Closed

®
Basic
Search Clear Hide search »
Tasks 1-20f2 1
Subject Status Due Date Last Modified Date  Transaction Code Action
Request Response Closed  06/03/20.. 06/04/2018 11:27:... @ /T
Request Response Closed 05/31/20.. 06/04/2018 14:07:... @ /@

Delete Selected Delete All

4. From the list, select desired records and click Delete Selected.
A message indicates the number of records selected for deletion, and warns that all data associated with the

records will be deleted as well.
5. Click Ok to proceed.
To delete all records:

a. Click Delete All.
You are prompted to enter your password to prevent accidental deletion.

b. At the prompt, enter your password to log in to 8x8 Agent Console.

c. Click Delete Now.

Understand your rich text editor

If support for HTML email is enabled by your 8x8 Contact Center administrator, agents gain access to a rich text editor

in the following pages in 8x8 Agent Console:
m CRM Create Case

m CRM Edit Case (for non-read-only cases)
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CRM Create Follow-up

CRM Notification of cases and follow-up records

The rich text editor in 8x8 Agent Console is Unicode-compatible and fully localized. It allows you to create or edit cases

and follow-up records with the following features:

Rich font properties

Insert images

Insert hyperlinks

Insert HTML-formatted FAQs
Insert HTML-formatted signatures

Easy-to-use spell checker

Menu elements of the rich text editor

If enabled by your administrator, the rich text editor in the 8x8 Contact Center CRM lets you create or edit cases, and

follow-up records with varying indent options, font types, font sizes, font styles, paragraph styles, and lists. The

following table lists the name and role of each menu element in the rich text editor:

Element Name Action Values

Font Style: Bold Set the font boldface attribute.

Font Style: Italic Set the font italic type.

Font Underline the selected text.
Style: Underlined

Font Style: Text Set the font text color.
color

Font Style: Back- Set the font background color.

ground color

Paragraph Format | Set a paragraph style to the selected text. Normal (default)

Heading 1
Heading 2
Heading 3
Heading 4
Heading 5
Heading 6
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Element Name

Font Name

Font Size

Font Style: Sub-
script

Font Style: Super-
script

Align Text
List Style

Insert Item: HTML
Link

Insert Item: Image

Spell Checker

Insert Item: Table

Action

Set the text font family.

Set the text font size.

Turn the selected text into a subscript.

Turn the selected text into a superscript.

Position the text in the editor.

Turn the selected text into a list.

Insert an HTML link.

Insert an image.

Check your spelling. While spell check is enabled, mis-
spelled text shows up as red.

Insert a table into your written text.

Values

Formatted
Address
Normal (DIV)

(Default)

Arial

Comic Sans MS
Courier New
Georgia

Lucida Sans Unicode
Tahoma

Times New Roman
Trebuchet MS
Verdana

8,9,10, 11, 12, 13 (Default), 1

16, 18, 24, 36

Left, Center, Right, Justify

Numbered list

Bullet list

Decrease indent level
Increase indent level

URL to a web page

URL to a web image
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The CRM rich text editor in 8x8 Contact Center, enables you to insert images while creating cases and follow-up
records. In the Description field, you can choose to insert an image by placing the cursor in the desired location.

To insert an image in Case Description:

Version 9.13

From the Cases tab, click New Case or create a new follow-up.

Enter the Subject and Description.

In the Description field, place the cursor where you want to insert an image.

Click

from the menu. You may be prompted to allow scripted windows by your browser. If prompted, click

where instructed, and then click Temporarily Allow Scripted Windows in the contextual menu.

Click

again. The Image Properties dialog box opens, prompting for a valid image URL. Copy and past the

URL link of the page or image you would like to insert and enter a descriptive name for the image in the

Alternative Text box.

Alternatively, you can drag and drop your images or paste them from your clipboard quickly. When you embed a
high resolution image in your case, a follow-up, or an FAQ, they are compressed automatically for faster
processing and for saving bandwidth. If needed, open the Image Properties dialog box from the right-click menu
to adjust the image size. The maximum size allowed for image attachments is 20 MB. With drag and drop, you can

add images up to a maximum size of 10 MB.

& My Profile %

Cases [@

Notify @ None

~ Details

In response to your email, I am sharing the details of our wireless headset that offers a
ing experience. Here is the photo

D. prrs
D- srange

Neme
TH0G

= 1Headset Plantronies

= Vealink-QUG-SIP-CPSG0-pmS3

™ Vealink-QUG-SP-T4BG-T49G-p

" Vealnk-SIP-Teég-T426-T41P-C

" Vealink-SIP-T46q T426-T416-C
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Explorer 11. You can drag and drop the images.

Manage customers, cases, follow-ups, and tasks in Local CRM

7 Known Issue: Copying (Ctrl-C) and pasting (Ctrl-V) images is currently not supported on Internet

6. Click OK. The image at the specified URL gets inserted in the description field. You can right-click the image and

select Open image in new tab.

B A3 Nam, liwon %
< Back to Custome
v Details

* Subject:

* Description:
[A] Format Font Size X, X

ad | 5 =

m
M =
I Ic

g

8x8: .

QUEUE WORKING

NAME AVAILABLE ALERTING BUSY OFFELINE

body

8 o
® Attach files or drop files here @ Select files from

(total maximum size is 20MB)

Attachment

Save Save as Draft

Insert hyperlinks in case description

The CRM rich text editor in 8x8 Contact Center, enables you to insert hyperlinks while creating cases and follow-up
records. In the Description field, you can choose to insert hyperlinks by selecting a text string and linking it to a valid

URL. When you click on the linked text, the browser opens the hyperlink.

To insert a hyperlink:
1. From the Cases tab, click New Case or new follow-up.

2. Enterthe Subject and Description.

3. Inthe Description field, select the text to be displayed as the hyperlink.
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&
4. Click
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from the menu. You may be prompted to allow scripted windows by your browser.

5. Click where instructed and then click Temporarily Allow Scripted Windows in the contextual menu.

&
6. Click

email.

again. A dialog box opens, prompting for a valid link. You can link to a URL, an anchor in the text, or an

7. Enteravalid URL, and click OK. The link gets inserted in the description. If you click the linked text, a new browser

opens the hyperlink.

B A3 Nam, liwon %
< Back to Customer
v Details

* Subject:

* Description:
[A] Format Arial

'5

m
M =
I Ic

g

Hi Jiwon,

Size X, x?

B ¥ B

body span

Attachment: @ Attach files or drop files here

Save Save as Draft

Thank you for considering AcmeJets:|pIease see our list of subscri puons|and
let us know which subscription package best suits your erganization

@ Select files from
(total maximum size is 20MB)

Insert FAQs

8x8 Contact Center supervisors can create HTML-formatted frequently asked questions (FAQs) and save. Agents can
send the existing FAQs to customers. If your contact center has prepared answers for FAQs, and those answers include
shortcut definitions, you can use those shortcuts to quickly insert the prepared answers into chat responses, email

responses, and email notifications while creating cases and follow-up records.

To insert an FAQ from the Cases tab
1. Gotothe Cases tab.

2. Create a new case or new follow-up.
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3. Place your cursor in the Description field where you wish to insert the FAQ.

4. Below the Description field, click to reveal your FAQ options.

5. You can enter an FAQ shortcut in the box that appears.
OR
Click Browse to select an FAQ from a list.

6. Enter or find the related FAQ, and click Insert.

7. Click Send, Save, or Save as Draft.

1. During an active chat with the customer, enter an FAQ shortcut in the small text box above your main chat entry
box.
OR
Click FAQ>> to select an FAQ from a list.
2. Click Insert FAQ.
The FAQ content gets inserted in the response.

Insert signatures in case description

In 8x8 Contact Center, you can create elaborate HTML-formatted signatures to be rendered in the email notifications
sent to customers by creating a signature in your profile, saving it, and inserting in the Description field of notification
emails.

To create a signature:
1. Goto Menu > Profile in the Control Panel.
2. Under Personalization, create a signature using HTML tags.

To create HTML tags you need to type a command before and after each line. Refer to the following table for most
common examples:

Command Formatting Action
<b>..</b> Bold Text
<i>.</i> Italic Text
<u>..</u> Underline Text

<sup>..</sup> Superscript: Smaller text placed below normal text
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3.

Command Formatting Action
<sub>...</sub> Subscript: Smaller text placed below normal text

<small>...</small>| Small: Fine print-style text

Manage customers, cases, follow-ups, and tasks in Local CRM

B &Y My Profile x

Personal
* First Name : « Workplace Phone: 5555555555
= Workplace SIP
Last Name URI:
Display Name : Make Verification Call Use the call to setup agent voicema
* Email Address:  sasha.solovey@acmejets.com

* Current Country:  United States of America

Personalization

Date Format : MM/DDAYYYY Email Signature :

Defautt Signature { No Default Signature ) <b=Sasha Selovey</b>
) <i>Support Agents/i»

Default "From" : { No Default From ) <isAcmelets, Inc.<fis

Use email inbound channel
address as default if available

Interaction Sound : None

Chat Message Sound:  None
Show chat message browser notification

Reset preferences to default Use the reset to restore preferences to system defaults

Save Cance!

Click Save.

To insert a signature in Case description:

1.
2.

Click to open or Edit a case or follow-up.

Under Details, place the cursor in the Description field where you wish to insert the signature.

Click Insert Signature.
Your HTML formatted signature gets inserted in the email content.

Check spelling in case description

The 8x8 Contact Center spell checker in the rich text editor scans and flags the words that may be spelled incorrectly.
The spell checker highlights all unknown words. You can replace a highlighted word with a suggestion, orignore it.
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words by not clicking on them.

Note: You do not have the option to ignore a suggestion in the context menu. You can simply ignore the

To spell check your content in the Case Description:
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AR

W
Click to enable spell check and turn off text editing or text formatting mode. The spell checker marks all
unknown words in red.

Click a highlighted word to open a pop-up window with a list of suggested words.

B Customers
< Back to Customer
~ Details

* Subject:

= Description:

ABc
v

The CEM View Case and CRM View Follow-up pages have changes similar to
those described above for the CRM home page. When support for HTML mode is
enabled, a fixed-size area is used to display the content of the case/follow-up

e n field.

descriptor

descriptions
describing
desecration

Ignore word

body

g =
@ Attach

Attachment: ch files or drop files here @ Select files from ¢

ow-ups

(total maximum size is 20MB)

Save Save as Draft Cance

Replace the word with a suggestion, or ignore the word.

AR

When all the spell checking is done, click to turn off spell check and return to the normal editing mode.
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Create CRM reports

8x8 Contact Center agents can use their 8x8 Agent Console account to create and save CRM reports that summarize
their customer and case activity. CRM reports can be viewed in a browser window. If your computer has Microsoft Excel

installed, you can generate a report as an Excel spreadsheet.

. £~ Note: If enabled by your 8x8 Contact Center administrator, as an agent, you can create or download
;:f custom reports to extract the desired customer data. You can always run a report even if the ability to

download the report is disabled.

Refer to the following information on creating CRM reports:
m Create CRM Customer Reports
m Create CRM Case Reports
m Create CRM Task Reports

Create CRM customer reports

=—_ Note: If enabled by your 8x8 Contact Center administrator, as an agent, you can create or download
E:_ custom reports to extract the desired customer data. You can always run a report even if the ability to

T_‘] download the report is disabled.

To create a CRM Customer Report:
1. Gotothe Customers tab.

2. Inthe header area, click Report.
8x8 Agent Console displays the Customer Reports page.

3. Inthe Customer Reports page, click New Report.

8x8 Agent Console walks you through the three-step New Report wizard.
If your contact center administrator has added custom fields to your Local CRM, the custom fields appear in the list

of fields.
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In Step 1 of the New Report wizard:
a. Inthe Report Title text entry area, enter the name of the report.
b. Select a vertical or horizontal layout.
c. Inthe Fields to Include area, select the fields to be included in the report.

d. Click Next.
8x8 Agent Console displays the next step in the wizard.

In Step 2 of the New Report wizard, for each customer field you chose in Step 1, create optional filtering

statements.

a. Foreach report field, choose a logical operator, then in the adjoining text entry area type (or if applicable,
select) a filter.

b. Click Next.
8x8 Agent Console displays the next step in the wizard.

In Step 3 of the New Report wizard, perform the following:
m Specify a company from the existing list of customer base by clicking Search.

m Choose the primary and secondary report fields 8x8 Agent Console uses to order the data contained in the
customer report, and choose the sort order of the two fields.

Produce and save the report. Perform one of the following:
m To save the report configuration without running the report, click Save.
m To run the report without saving the report configuration, click Run.
m To save the report configuration and run the report, click Save and Run.

m If the agent computer has Microsoft Excel installed, to produce the report in the agent computer's Microsoft
Excel program without saving the report configuration, click Run in Excel.
After 8x8 Agent Console produces the report in Excel, click Save in the New Report wizard to save the report
configuration.

Create CRM case reports

£—, Note: If enabled by your 8x8 Contact Center administrator, as an agent, you can create or download
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A CRM case report provides both customer and case information. The customer-related fields can be used to filter

report data, and appear in the Case, Follow-Up, and Attached fields.

8x8 Contact Center provides three preset reports by default. You cannot edit these reports, but you can create a new
report.

= Internal Case Report

m supervisor Case Report

» Management Case Report

To run a default CRM Case Report:
1. Gotothe Cases tab.

2. Inthe header area, click Report.
8x8 Agent Console displays the Case Reports page.
The Case Reports list contains three default case reports:

= Internal Case Report
m supervisor Case Report

m Management Case Report
3. Torun one of the default reports, select a date range and click Run next to the desired default report. If you want

to create your own report, follow the steps below.

To create a new CRM Case Report:

1. Inthe Case Reports page, click New Report.

8x8 Agent Console walks you through the three-step New Report wizard.
If your contact center administrator has added custom fields to your Local CRM, the custom fields appear in the list

of fields.
2. In Step 1 of the New Report wizard:
a. Inthe Report Title text entry area, type the name of the report.
b. Select a vertical or horizontal layout.

c. Inthe Fields to Include area, select the fields to be included in the report.
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d. Click Next.
8x8 Agent Console displays the next step in the wizard.

3. In Step 2 of the New Report wizard, for each customer and case field you chose in Step 1, create optional filtering
statements.
a. Foreach report field, choose a logical operator, then in the adjoining text entry area type (or if applicable,
select) afilter.

b. Click Next.
8x8 Agent Console displays the next step in the wizard.

4. In Step 3 of the New Report wizard, perform the following:
m Specify the date range for the report.

m Choose the primary and secondary report fields 8x8 Agent Console uses to order the data contained in the

case report, then choose the sort order of the two fields.
5. Produce and save the report. Perform one of the following:
m To save the report configuration without running the report, click Save.
m To run the report without saving the report configuration, click Run.
m To save the report configuration and run the report, click Save and Run.

m [f the agent computer has Microsoft Excel installed, to produce the report in the agent computer's Microsoft
Excel program without saving the report configuration, click Run in Excel.
After 8x8 Agent Console produces the report in Excel, click Save in the New Report wizard to save the report

configuration.

Create CRMtask reports

¥ — Note: If enabled by your 8x8 Contact Center administrator, as an agent, you can create or download
;& :i custom reports to extract the desired customer data. You can always run a report even if the ability to

download the report is disabled.

You can extract specific task information by generating customized task reports. 8x8 Agent Console allows you to
create a custom task report in just three simple steps using a wizard. The reporting wizard allows you to select the
specific data you wish to report on. For example, you can generate a report to summarize the tasks generated in a
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particular month.

Generated on 06/05/2018 14:50:00 (GMT-8) by Sasha Solovey.
CRM reports are currently limited to 65,000 rows of data. If your report would return more than that, consider splitting it into multiple smaller reports using date ranges or other limiting criteria
WeeklyTasks
Dates: From: 0601201 To: 060512002 Sorted by: Customer Company ASCENDING
Time Zone: (GMT-8) Pacific Time
Customer Fields Tast Filds
Aooount Number Customer Company | Yoice | Number |Subjeot Create Date |DueDate | Assigned To |tatus | Media Type |Call Tape
10000007 | Specialty Cookies Mew Yark 3|CallLog:new task | 06041201 112550 | 061042018 1:27:00 | Sasha Solovey |New Mane Inbaund
10000007 | Specialty Cookies Mew York. 2|Request Response | 08044201 11:26:37 | 061032018 1:26:00 | Sasha Solovey |Closed | Mone Outbound
10000007 | Specialty Cookies Mew Tork. Q. e DBAA20TE 126139 201 1 Sashafolovey |Closed |Mone Inbound

To generate a report for tasks:
1. Gotothe Tasks tab.

2. inthe header area, click Report.
8x8 Agent Console displays the Task Reports page.

3. inthe Task Reports page, click New Report.

B A TaskReports X

Task Reports
Enter the date range for tasks.
From Date o]
To Date =
[ Select All Dates

If you are creating a new report, click the New Report button. Or to work with an existing report, select the report and click on any of the
Action buttons.

Report title Action

8x8 Agent Console walks you through the three-step New Report wizard.

If your contact center administrator has added custom fields to your Local CRM, the custom fields appear in the list
of fields.

2 _ﬁ Note: To edit an existing report, select the report from the drop-down list of Task Reports, and
= = click Edit.
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5.
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In Step 1 of the New Report wizard:

B () & TaskReports x

New Report

want included in your
report

Comments
Phane
Customer Type

Email (Additional)

Back Next

* Report Title: | WeeklyTasks
TimeZone: | (GMT-8) Pacific Time
® Vertical Layout Horizontal Layout
* Fields to include
Customer fields Primary address
8 Account Numbers Street (ine1)
First Name Street (ine2)
Last Name City
% Company State
@ Voice Zip
Altemative Country
Fax
Ema

Secondary address
Street (ine1)

State

Zip

Country

Task fields
Numbers

@ Subject
Description

@ Create Date
Last Modified Date

(@ Due Date
Created By

@ Assigned To
Campaign Name
Phone
Emai
Transaction ID
Call Duration

@ Status

@ Media Type

®@Call Type

o o

e

d. Click Next.

8x8 Agent Console displays the next step in the wizard.

In the Report Title text entry area, type the name of the report.

Select a vertical or horizontal layout.

Manage customers, cases, follow-ups, and tasks in Local CRM

In the Fields to Include area, select the fields to be included in the report.

In Step 2 of the New Report wizard, for each customer field you chose in Step 1, create optional filtering

statements.
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B A TaskReports %

New Report

Step

Choose items you want
displayed in each field

Choose the specific items you want displayed in each field of the report. To display all the items in a field, leave it blank
Customer fields
Account Numbers :
Company :
Woice :
Task fields
MNumbers
Subject :
Create Date :
Due Date:
Assigned To:
Status
Media Type :
Call Type :

Back Next Cancel

a. Foreach report field, choose a logical operator, then in the adjoining text entry area type (or if applicable,
select) afilter.

b. Click Next.
8x8 Agent Console displays the next step in the wizard.
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6.

In Step 3 of the New Report wizard, perform the following:

Manage customers, cases, follow-ups, and tasks in Local CRM

B [ & TaskReports x

New Report

Step
3 Specify optional sort
order

Specify Date Range
From Date 3

To Date 3
Specify optional sort order, then click command button to save or run the report

Primary sort order None
® Ascending () Descending
Secondary sort order None

® Ascending () Descending

Back Save Run Save and Run Download

NOTE: to run the report successfully, database query should not exceed 30 seconds

Specify the date range for the report.

Choose the primary and secondary report fields 8x8 Agent Console uses to order the data contained in the

case report, then choose the sort order of the two fields.

7. Produce and save the report. Perform one of the following:

Version 9.13

To save the report configuration without running the report, click Save.

To run the report without saving the report configuration, click Run.

To save the report configuration and run the report, click Save and Run.

If the agent computer has Microsoft Excel installed, to produce the report in the agent computer's Microsoft

Excel program without saving the report configuration, click Run in Excel.

After 8x8 Agent Console produces the report in Excel, click Save in the New Report wizard to save the report

configuration.
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Access 8x8 Analytics for Contact Center

8x8 Analytics for Contact Center is a new generation tool that extracts raw contact center metrics and presents data in
easily comprehensible visual charts. As an agent, you can see your performance metrics and assess your productivity.
For example, you can answer questions such as: How many calls have | answered this week? Or, What was my average
processing time in the last month?

Using 8x8 Analytics for Contact Center, you can see information such as total number of transactions presented to the
agent, the total number of accepted, rejected, or abandoned calls, total processing time, and so on.

To access and learn about the capabilities of 8x8 Contact Center for Analytics, refer to 8x8 Analytics for Contact
CenterUser Guide.

Note: 8x8 Contact Center users in Canada must continue to access the 8x8 Business Intelligence app
for analytics. '

Access the 8x8 Business Intelligence app (for Canada users only):
1. Login to 8x8 Agent Console.

2. Click in the Control Panel.
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3. Select Business Intelligence to launch the 8x8 Analytics for Contact Center tool.
The dashboard launches in a separate browser window.

8x8,Inc. FAQ  Help Welcome, ag218871 @acmejetsincdl

& Home
Lo
Dashboards
@
¢ R EREEER EREEREEEE RN
© 2 B
o} ¢ |

(=
Reports Favorites

Report File - Favorite File s

No data available in table No data available in table

4. Use the navigation menu on the left to access dashboards and create custom reports.

Create an agent-based report

Agents can create reports only for themselves, but supervisors can create a report for the agents they supervise.
1. Goto Create Reports from the navigation menu.

2. Click the drop-down and select Agent Transactions.
All the available metrics for agents show up in Measures.

3. Select the desired metrics such as Total Accepted, Total Rejected, Total Processing time etc.
4. Select the desired agent groups by adding Agent Group in Dimensions.

5. Then select a time range for the report such as a desired day, week, month, quarter, or year in Dimensions.
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6. Click torun the report. The report appears in a table.

Version 9.13

Categories
Agent Transactions
Measures

» Measures

g Processing Time
Avg Post Processing Time
Total Hold Time

Total Trans In Progress
Total Work Time

Accepted %
Rejected ¥

Avg Handle Time

Transfers %

Avg Hold Time
Dimensions

Agent
o)

Agent Name

M

Measures

Total Presented

Total Accepted Week  AgentGroup
Total Rejected 201541 ADV Tech support
Billng Team

Total Abandoned
Customer Success
Total Processing Time
Escalation Team
Total Post Processing Time

Columns

Rows
Relative Week
Week
Agent
Agent Group

Filter

Total Presented

Total Accepted

Total Rejected  Total Abandoned | Total Processing Time

o

3 2

seus20

01820

Info: 12:36 / 8x5 /0255

Total Post Processing Time.
onaz20

13615

Access 8x8 Analytics for Contact Center
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Customer Experience overview

Customer Experience provides contact center agents with an interaction overview specific to the agent, as well as an
overview of the caller's experience once the call enters the contact center. It shows a detailed view of the recent calls
with full filtering options, helping agents assess and improve their performance and quickly find the call detail

information.

An agent can launch 8x8 Customer Experience from 8x8 Agent Console, eliminating the need for a separate login.

Features

8x8 Customer Experience:
= Givesinsight into the interactions handled by agents such as call type and direction, call duration, caller name, and
more, inside 8x8 Contact Center.
m Presents a graphical view of the complete caller journey from the time it enters the contact center until the time the
call is terminated.
= Allows for advanced search of all interactions such as inbound and outbound calls, agent or system-generated
calls, and more.

= Allows you to download interactions data in Excel and PDF format.

Login

To access Customer Experience in 8x8 Contact Center:
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1. Log in to 8x8 Agent Console using the URL and login information

2. Clickthe Application Selector in the Control Panel.

Sasha (5asha)

3h:29m:48s

Take Break

Custorner
Experience

w

Identification Waiting

Mo items to show.

Chat Agents

3. Select Customer Experience.
The dashboard launches in a separate browser window.

8x8 Customer Experience

> Tenant
(Unsaved Fite) Date Range: Today X Queue: Sales nbound X
~ Date Range

Yesterday
This Week
This Month
Al History.
Custom

v cal

Cal Direction <
Inbound

Outbound

CallType
Queved
No Queue
Direct Agent Routing

~ hour
O Last 0100 hours R — %
@ Today
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Log in (for users of Unified Login and 8x8 Work)

1. If you are a 8x8 Contact Center user with Unified Login and 8x8 Work, go to https://login.8x8.com/.

2. Inthe 8x8 login page, enter your username or email and click Continue.

8:8 8x8 Login x 4+

& Cc 0 @ https://ss0.8x8.com/v2/login?username=robin.shasta

Username / Email Forgot?

robin.shasta

By continuing you agree to 8x8 terms and conditions

3. The 8x8 application panel launches listing all the applications available to you.

PR

C (Y @ appssxcom
8x8 Application Panel o seeonsssenn

My Applications

5 10 the following

¢ Configuration Manager for
%

Quality Management & £82 Admin Console [ Analytics for Contact Center
‘C Contact Center

Speech Analytics

) contact Center Agent © contactNow () Customer Experience and
%€ Ppost-Call Survey Analytics
A for outboun

‘Admin porta

Meetings My 8x8
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L _‘ﬂ Note: You are able to go back to the old application panel at any time by clicking here at the top of
| the page. '

— Note: If you have logged in to the 8x8 Agent Console already, click the Application Selector

in the Control Panel and select Customer Experience to launch this app.

Access Recent Calls

With 8x8 Contact Center Customer Experience, agents can filter by channel, queue, agent, time, etc. to get a detailed
view of their recent calls. They can answer questions such as the type and direction of the call, who answered the call,
how long the call remained in the queue, whether the call was hung up by caller, agent or the system, how long the call
was on hold, caller's phone number, name, and much more.

Use cases

As a contact center agent, you can find:

Use Case Description

Repeated Calls | Find out if the incoming calls are legitimate coming from real customers, or they are machine-gen-

Count erated spam calls made from the same telephone number. Spam calls can affect the productivity
of the agents and increase unnecessary work load, not to mention the impact on branding or social
image of your company.

Calls thatare | View if the calls are hung up by the customer or the agent.

hung up by the

agent

Calls thatare | View the calls that are rejected by the agent, to determine the agent's performance.

rejected by the

agent

Agents who 8x8 Contact Center requires agents to perform verification calls in the agent application. If an agent

Version 9.13 304



8x8

Use Case

have per-
formed veri-
fication calls

Calls that are
put on hold

Calls that are
transferred

The type of call
transfer

The amount of
time calls
waited in
queue

The number of
times agents
put themselves
on mute

Customer Experience overview

Description

forgets to complete this requirement before their first live call, the agent's phone may not work prop-
erly as a 8x8 Contact Center agent workplace phone to receive calls.

View number of times a call was put on hold. An agent who puts a call on hold more than two or
three times may require additional training. The length of the hold time is also used to track agent
performance.

View number of times a call was transferred. An agent who transfers too many times may require
additional training. It can also indicate an issue with the IVR if calls are not routed to the right
agents. See the example for transferred calls.

View the type of transfer such as calls transferred to a queue or another agent.

Find out how long the calls have waited in the queue.

View the number of times agents put themselves on mute during a call. Excessive mute counts
may be an indicator to research root cause of behavior.

Example for transferred calls

To achieve any of the above results, a simple search is all you need. For example, transfer count shows the number of

times a call is being transferred to another agent or queue. The following steps show how to achieve such results:

To track the number of transfers:

1. In Customer Experience, open Recent Calls.

o > © DN

Version 9.13

Under Call section, select Inbound for Call Type.
Under Call section, select Transfer Count and enter other range of transfers.
Click Submit.

The results appear in the right panel, showing the calls with number of transfers within the range.
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Access and download Recent Calls

You can not only filter by channel, queue, agents, etc. and view the details of your most recent calls, but also download
it on PDF or Excel and save for future references.

To access and download your Recent Calls:

Version 9.13

In the Customer Experience dashboard, click to open Recent Calls.

Apply the desired filters and click Submit. The search results appear on the right. For details, see our content on
available filters for Recent Calls.

Note: For a faster search, save your filters and apply them the next time you need.

Click to show or hide Column Settings. For details see our information in Column Settings.

For a quick search in the Recent Calls tab, use the free-text search capability.

8x8 Customer Experience

ars LD &
onge: Allistoy X Hangup by SysomX

Last (0100 ' hours

Today

Yesterday CallDirection~ Call Type Coluaton () CalDate | CalStrtTime ) CalerName  TimeinR WaitTimeln (5 Hangup by Agents Actio

This Week Queve

“This Month Inbound Queued 0022333 062012018 10:46:48 Atton 0005421 00:0001.4 System Kara @
© Altistoy

Custom Inbound Queued 00:4027 4 05/09/2018 07:40:49 Cell Phone QC 00:00:411 00:00:047 System Kara @
v can Inboun Queued 0006498 osio2018 ta1348 CelProne QC 0000406 0000075 System Kara o
Call Direction Inbound Queued 00:01:248 03/16/2018 0903:10 Richard Walters 00:00:464 00:00:27.1 System Kara @

nbound

Outbound
Caltype

Queved

No Queue

4 matches in this page.

306



8x8

5.

6.

7.

8.

Version 9.13

Customer Experience overview

The data appears according to the tenant’s default timezone. Click ® and click to change the timezone.

8x8 Customer Experience

. & ¥ & (BMT=+3) Moscow Standard Time @
Recent Calls BN ey
I} [Unsaved Filter] Date Range: All History X
Caller
Agents CallDate | Call Direction Call Duration Gallstart Call Type Caller Name Hangup by
ime
VCC Transaction ID ag319798 086/19/2019 Inbound 00:00:49.2 17:05:50 Queued Client 1 Caller
ag319798 06/19/2019 Inbound 00:0027.7 170458 Queued Client 1 Caller
V' Date Range ag319798 06/19/2019 Inbound 0000339 170351 Queued Client 1 Agent
<
Last hours 29320075 06/19/2019 Outbound 00:00.05.4 170213 No Queue 2g320075 Agent
Today
29319798 06/192019 Inbound 00:04:552 165811 Queued Client 1 Caller
Yesterday
This Week
e es 29320075 06/19/2019 Outbound 00:01:382 14:42:33 Queued 29320075 Agent
This Month
i) ag320030ag3L.  08/19/2019 Inbound 0000301 1433.44 Queved Client 1 Caller
Custom
0075 nsranata uthound nnonann 142240 P smaonn7E
e m Page 1 of235 b w50 Showing 1- 50 of 11741

To refresh the filtering results, click Reset.

Notes:
-The Reset button only refreshes your current search. For a new search, click Reset, enteryour
search criteria, and click Submit. If you do NOT select afilter, today's date and time from midnight§

S (00:00) to your current time is automatically selected. If you do NOT select a specific IVR script, allé
i = scripts used during the time period is included in the report. :

-If you choose to save your search filters, remember to set the ending time till the end of the day (for;
example, select 23:45, or type 23:59 manually) to include all calls in that day. '

To start a fresh search:
a. Click Reset.
b. Click OK for confirmation.
c. Enter new search filters, and click Submit.

For more actions:

m Click or  todownload your results with today's date and time stamp. The timezone changes are also

reflected in these reports.
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n Click to log out of Customer Experience.

@

a Click under Actions to see Call Flow and more information about each individual call.

Available filters for Recent Calls

You can filter calls coming to your contact center by channel, queues, date, and more. For a complete list of filters in

Recent Calls, check the following table:

Available
Filter Description
Groups
Tenant m Channel: Choose a phone channel from the list. You can search by a service channel number, or
channel name.
m Caller: Search by the inbound caller's name or caller's phone number. Searches can be done using *
as wild card in the string.
m Transaction ID: A unique ID assigned to each interaction that enters 8x8 Contact Center.
Date Specify the date and time range to filter data displayed, such as a few hours in the past, the whole month

Range and history

Call m Call Direction: Select the direction of calls such as Inbound or Outbound.

m Call Type: Select the type of calls, such as Queued, No Queue, Verification, and more:

@]

o

Version 9.13

Queued: Select the calls that entered a queue after IVR.

No Queue: Select the calls that did not go through a queue, such as outbound calls made
directly on PSTN by an agent.

Direct Agent Routing: Select the calls that were routed to an agent directly.
Agent-to-Agent: Select calls that were made between agents.

Agent Verification: Select verification calls, the calls placed by an agent at the beginning of
their shift to test if they can receive calls.

Post Call Surveys - Callback: Select system-dialed Post Call Survey calls in response to call
back opted by customers.

Hangup in IVR: Select the inbound calls that hung up in the IVR.
Hangup before IVR: Select the inbound calls that hung up before reaching IVR.

Voice Mail: Select the calls that were forwarded to voicemail, such as calls that are rejected by
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Available
Filter
Groups

Version 9.13

Customer Experience overview

Description

an agent.
o Call Forwarded: Select the calls that were forwarded to an external number or an IVR.
o Direct Agent Access: Select the calls that went directly to an agent.

o Web Callback: Select the calls that were web callback. The web callback calls are requested
by visitors who do not want to wait in the queue.

o My Recording: Select the calls that were placed by agents to record personal greetings.

Hangup By: Select Hangup filter option(s) to report on an agent, caller, or system. System hangup is
an event terminating a call, for example, reaching the IVR Default Termination or an IVR Exit point
with a hangup object.

Outcome: Select one or more calls outcome such as calls rejected by an agent, calls that the caller
spoke to an agent, or calls that have gone to a voicemail, etc.

Transfer: Select one or more call transfer options to report on, such as transfer to an agent, another
number, a queue, or a blind transfer.

Scheduled Hours: Select calls during open or closed hours of the business.

IVR Exit Points: Select one or more conditions to report on, such as transactions that were queued
from the IVR, or calls hung up in the IVR.

Repeated Calls Count: Enter the number of times a call was repeated (coming from the same
caller's number) within a specified time. With the help of this filter you can analyze cases such as:

o Call efficiency.
o Track spam calls coming into the call center.

o Detect poor response from the call center agents, whether the issue was resolved after the
first call, or the agent lacked the knowledge to resolve the issue.

o Whether the callback option was effective.

o Whether the routing option was designed properly.
Call Duration: Select calls that lasted a specific time range; for example, calls that lasted from 1 to
45 seconds.

Time in Queue: Enter the duration of the time the call waited in a queue. This shows the total wait
time before connecting to an agent, and includes the time spent in multiple queues (such as if a call
was transferred to multiple queues).
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Available
Filter Description
Groups
= Time in IVR: Enter the amount of time a call or transaction spent in IVR before it was routed to a
queue or agent. This includes the time spent in multiple IVR menus.
m Transfer Count: Select a range count on the number of times a call was transferred.
Agent = Handling Time: Filter the time agents spent handling calls in seconds, minutes, or hours.
Calls = Total Hold Duration: Enter the total duration of time the call was placed on hold by an agent.

= Hold Count: Enter the number of times a call was placed on hold by an agent.

m Mute Count: Enter the number of times a call was placed on mute by an agent. The ability to count
the number of mutes can address the need for Hold and Mute SLA reports, or detect any undesirable
behavior by agents who may mute customers to fake one way audio.

Save your search filter

You can save your search filters, and run them the next time you need for a faster search. For example, you can search
for all the inbound queued calls you or your agent have received in the last month which lasted under 20 seconds, and
save your search criteria. If you want to include all calls in the day, you must set the ending time to the end of the day
(either select 23:45, or manually enter 23:59).

To save your search filter:

1. While in the Recent Calls, select the filter criteria you would like to apply.

8x8 Customer Experience

' Date Range

Last 0100 [¥] hours
Today
Yesterday
This Week
This Month
® Al History
Custom

o oeico] \ Mg Swod

v call

Call Direction
2 Inbound
Outbound

Call Type

2. Click Save As.

3. Entera Criteria Name and Criteria Description.
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4. Click Save As again.
Your search filter is saved and added to the filters drop-down list. You can apply your saved filter to the active calls.

5. To update or modify your saved search, make changes in the filters, and click Save.

To delete the saved search from the filters drop-down list, click next to that search in the list.

Change Column Settings

View information such as call duration, call date, time in IVR, total hold duration, and much more via the Recent Calls

tab. Select even more options by going to the Column Settings  at the right-top corner of Recent Calls. The following
information can be viewed in Recent Calls:
Settings Description

Column Set- | = Abandon Time: Shows the duration from the time the call enters the queue until the caller hangs
tings up before speaking to an agent.

m Agents: Shows the agent who received or rejected the call, or was unable to answer it.
m Call Date: Shows the date the call was made. You can sort the column by call date.
m Call Direction: Shows the direction of calls such as Inbound or Outbound.

= Call Duration: Shows the duration of the call in hours, minutes, seconds, and milliseconds
(HH:MM:SS.MS).

m Call Start Time: Shows the start time of the call in HH:MM:SS. You can sort the column by date,
but not by time.

m Call Type: Shows the type of calls such as Queued, No Queue, Verification, etc.

m Caller Name: Shows the caller's name or number as it is presented to 8x8 by the caller's phone
carrier.

m Caller Phone Number: Shows the caller's phone number.

m Destination Number: Shows the destination number such as web callback.

m Dialing Channel: Shows the channel number the call has been made to or from.

= Hangup By: Shows the party who disconnected the call, such as agent, customer, or system.
= Hold Count: Shows the number of times the call was put on hold.

= Max Hold Duration: Shows the longest hold time for each call.

m Mute Count: Shows the number of times an agent has muted a customer.

m Queues: Shows the queue name the call was put into.
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Settings Description
m Time in IVR: Shows the amount of time the call was in IVR in hours, minutes, seconds, and

milliseconds.
m Total Hold Duration: Shows the total hold duration for each call if a call was placed on hold.
m Transaction ID: A unique ID assigned to each interaction that enters 8x8 Contact Center.

= Wait Time In Queue: Shows the wait duration before the caller speaks to an agent.

Access Call Flow

8x8 Contact Center Customer Experience Call Flow diagram shows each call's journey from the time it enters the
contact center until the time the call is terminated. The event information is represented by Icons.

(o}
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Call Timeline

Call Flow also tracks multiple call legs in the customer experience. Multiple transaction IDs displayed for a single
interaction means that the customer call was involved in multiple legs of communications. This may include multiple
agents or queues along the call path.

Call Flow provides three visual views of the call journey from the time it arrives in 8x8 Contact Center until the time it is
terminated:

m Call Detailed View: Presents the end-to-end customer interaction, a detailed call analysis of a customer call
going through different phases such as: the time an inbound call comes into the system and answered by 8x8
Contact Center, the time the IVR script is applied to the call, when the call is forwarded to a queue, and the amount
of time the call spends in the queue until the call is terminated. You can collapse or expand the IVR events by
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clicking + or - next to the IVR icon. Collapsing the IVR events allows the call center managers to focus more on an
agent's call interactions in a Call Flow.

m Call Timeline: Is an interaction recording presenting a linear view of the call journey. When you Play the timeline
recording, it highlights the IVR events depicted by Call Flow icons in the order the call was processed through the
system. Individual timeline rows are displayed for agents and the caller on separate lines as well as for the inbound
leg, agent leg, and customer leg of the calls.

m Call Duration: The Call Duration shows a pie chart with duration time data for the call being viewed. The Call
Flow pie chart shows a call's time break-down. The pie chart is read clockwise, and follows the coloring of the
legend: IVR Treatment Time, Wait Time in Queue, Hold time, Mute Duration, Handling Time, and Application
Processing Time. The Application Processing Time is the total time of a call minus other times spent for IVR
treatment, wait time in queue, etc. during a call.

The following table shows the top row legend in the Call Flow diagram that presents critical information pertaining to

the call and related queues:
Legend (top

Description
row)

Transaction | Indicates the unique ID for each leg of the call. A 8x8 Contact Center Transaction ID is assigned to
ID each interaction that enters 8x8 Contact Center. For example, two transaction IDs indicates the call
has been transferred.

Call Dir- Indicates if the call is an inbound or outbound call.
ection

Hangup By | Indicates if the call is ended by the agent, customer, or system.
Call Date Lists the date of the call in MM/DD/YYYY format.
Call Start | Lists the start time of the call in HH:MM:SS format.

Time
Agents Lists the name of the agents that handled the calls.
Tenant Presents the name of your tenant.

The following table shows different groups of icons in a Call Flow, designated by colors. Each icon represents an event
or activity that is taking place during the call. Hover over or click each icon to see an information box. The IVR events
can be collapsed and expanded by clicking + or - next to the icon. In long calls, it helps focus on agent call interactions.
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Legend (icons by

color)

Description

Customer Experience overview

Indicates incoming calls, when the call is ringing, and when the call is answered.

Indicates IVR script events such as forward to queue, say, or get digit, schedule, open,

closed. You can collapse or expand the IVR events by clicking + or - next to the IVR icon. It

helps focus on agent call interactions.

Indicates outbound events, such as dialing an external number, Queued call back or a Post

Call Survey call back.

Indicates the duration of time the call waited in queue.

Indicates the actions and events handled by the agent.

To access Call Flow:

1. Inthe Customer Experience dashboard, click

@

2. Click

Recent Calls

len
\ce Cooke
\ce Cooke
\ce Cooke
len

\ce Cooke
len

\ce Cooke
\ce Cooke
\ce Cooke
\ce Cooke
len

\ce Cooke

to open Recent Calls.

next to the desired call record, or double-click a call row to launch and display the Call Flow diagram.

Call Direction

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

Inbound

[Unsaved Fiter] Date Range: All History X Hangus

Call Type
Queued
Queued
Queued
Queved
Queued
Queued
Queued
Queved
Queued
Queued
Queued
Queved

Oueued

by System X

Call Duration

0022333

0004549

0004271

0006515

00:4027.4

0001322

0006:498

0001452

000637.1

0000:49.1

0001170

0001248

0006583

Call Date

06/20/2018

06/06/2018

05/23/2018

05/23/2018

05/09/2018

05/03/2018

05/01/2018

04/30/2018

03/21/2018

03/20/2018

03/19/2018

03/16/2018

03/14/2018

1

Call Start Time

10:46:48

123031

08:08:48

07:13:05

07:40:49

16:42:26

08:13:48

1156:23

03:42:17

05:35:50

05:22:52

09:03:10

1022:27
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Caller Name

Alton

LOWE JEFFREY

LOWE JEFFREY

LOWE JEFFREY

Cell Phone QC

Oisin Glynn

Cell Phone QC

CARBALLEA M.

Matthew Marcha,

Matthew Marcha,

Robin Demoperso

Richard Walters

CellPhone CA

50 v

Timein IVR

00:05:42.1

00:01:08.10

00:00:47.1

00:0535.8

00:00:41.1

00:00:413

00:00:40.6

00:00:405

00:05:33.10

00:0035.7

00:00312

00:00:46.4

00:0531.1

Wait Time In
Queue
00:00:01.4
00:00:08.4
00:00:15.4
00:00:06.3
00:00:04.7
00:00:30.5
00:00:075
00:00:00.8
00:00:04.1
00:00:03.4
00:00:03.6
00:00:27.1

00:00:04.8

Hangup by
System
System
System
System
System
System
System
System
System
System
System
System

Svstem

& B>

AR &

Actions

0

6 66 6 6 6 6 6 6 6 0

Showing 1 - 21 of 21
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In the following example, the Call Flow presents a simple call coming to the queue, answered by the first agent

and transferred to the second agent in the same queue.

(CC Transaction ID: 29022904 Call Type: Inboung

t Call Date: 05/18/2017 12:44:34  Agent

Rob Shasta, jsmith  Queues: AcmejetsSales  Tenant: qdsaxdemo

;“&‘

alt Time: 00:00:09.10
VR: 00:00:03.7

M Remaining Duration:00:04:11.6

Call Timeline
> oSEo7 1zaas

L e e S e T A T T et
v

T e | > ° > 9 > °
ol - ’
1. The call comes in to 8x8 Contact Center.

2. The call is treated with an IVR and the caller selects an option from the IVR menu. The call is then forwarded

to a queue.

3. The call is offered to an agent; the agent's workplace phone number is being dialed. The agent accepts the

call to connect with the caller.
4. The agent transfers the call to the second agent.
For more actions:
a Click in Call Timeline to track the call journey.
The tracker takes you to every second of the call highlighting the event.

b
7
a Click to show and hide Call Duration details.

(X

s Click to close the Call Flow browser window.

m
m Click - to log out of the Customer Experience application.
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FAQ

Refer to the following frequently-asked questions for more information regarding 8x8 Contact Center 8x8 Agent

Console:

Why is my access to 8x8 Agent Console is denied?

If your access to 8x8 Agent Console is being denied due to IP address restrictions, an automatic email is sent to your
8x8 Contact Center administrator. The administrator is then able to give you the access authorization.
How do | search for closed cases in history activity?

FAQ

Supervisors can investigate customer complaints regarding agents lack of response using a new filter. The new History

Activity filter helps investigate a case that has been accidentally closed by an agent. As an example, when processing
related emails from a customer, an agent closes a case assuming it is related to the case he has reviewed. The
unhappy customer may escalate the issue. With the improved search filter, the customer's complaint is now easier to

track.

Cases

Cases [ & Ferreira, Rafael (71032 Mahesh, Raha X

¥

3 Last Updated
1135 12/07/2015 16:26:43
1134 12/07/2018 16:03:35
1133 12/07/2015 155118

1132 12102018 11:27:27

Customer

Customer Type  Company

02bsba  Default

ba  Default

Cases 1-200f 955

Subject

sdfsdf

Create Date

12/07/2015 16:26:43

12/07/2018 15:58:43

12/07/2015 15:39:32

12/07/2018 09:25:54

B Report @ New Case

Basic

Hide Search A

Action

o7
o7
o/

o7
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Features

m  Gives supervisors visibility on why the agent has closed the case.
m Improves customer experience by quickly addressing the issue.

m Facilitates tracking the closed cases.

Use case

Let's say a customer sends three separate emails to Acmedets customer service over a short period of time. Subject A
and B are regarding an urgent support issue, but Subject C inquires about a sales order. Agent A reviews the
customer's emails and crafts his response in a single email. He then closes the case for subjects A, B, and C, assuming
that subject C is also related to this urgent issue. The customer escalates the matter after he does not hear from the
agent. The case supervisor investigates the complaint and finds out that agent A has in fact closed this case along with
other two cases (A and B).

To track closed cases:
1. Login to 8x8 Agent Console either as an agent or a supervisor.
Open Cases, and click Advance Search.
Select History Activity from the list.

Select the Close Case check box, and click Search. All closed cases are listed.

o &~ oD

Open the case in question and check the History description. It shows the case is closed due to related issue (#).

B () & Mahesh Rahox  Emeils (Mahesh, Rahe) X

Case 1032

8x8
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