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What's new in the 8x8 Contact Center 8.4 release (with Unified Login and 8x8 Work)

8x8

What's new in the 8x8 Contact Center 8.4 release (with
Unified Login and 8x8 Work)

In this release, 8x8 unites the customer service quality of 8x8 Contact Center with the global communication power of
the 8x8 8x8 Work phone system. We introduce enhancements and new features that benefit agents, supervisors, and
administrators. This release guide gives an overview of the features and helps you with the transition.

Audience

This release guide is for 8x8 Work and 8x8 Contact Center users who have access to 8x8 Unified Login, and discusses
features and changes introduced in this release.

Features

Unified Login: This key feature in 8.4 benefits both administrators and agents. Unified login is the ability to log in to all
8x8 applications with a single username and password. For example, if you subscribe to multiple 8x8 services such as
8x8 Work, Switchboard Pro, 8x8 Analytics for Contact Center, etc., you can access all these applications with a unified
login. Go to the unified login URL, http://login.8x8.com, and log in with your credentials. The Application Panel
launches, showing all the 8x8 applications to which you have been granted access. You do not have to log in to each
application separately, or remember complex login URLs.

For Administrators

Administrators who serve 8x8 Work and 8x8 Contact Center tenants have the following new and improved capabilities:

= Ability to add 8x8 Contact Center agents: Create user profiles in 8x8 Account Manager and assign agent
capabilities to these users.
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What's new in the 8x8 Contact Center 8.4 release (with Unified Login and 8x8 Work)

Ability to add 8x8 Contact Center administrators: Assign administrator privileges to users to manage the contact
center and/or PBX functionality.

Ability to assign 8x8 Contact Center dedicated extensions: Use the hardware extensions dedicated to exclusively
handle inbound and outbound call traffic for agents. They must be associated with a 8x8 Contact Center agent to
receive, place, transfer, or make conference calls using the extension. Emergency services are not available with
8x8 Contact Center dedicated extensions.

Manage phone channels and manage phone scripts: Using IVR scripts, define the inbound dialing experience for
customers and direct them to a skilled agent quickly.

Enhanced 8x8 Contact Center dial plans: Use dial plans that handle private PBX numbers in addition to full public
numbers. Users are able to use system variables and create user variables.

For Agents and Supervisors

Agents and supervisors who serve 8x8 Work and 8x8 Contact Center tenants have the following benefits:

Version 8.4 Contact Center with 8x8 Work

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

Shared Presence: The presence status of 8x8 Contact Center agents and users in the 8x8 Work for Desktop and
8x8 Work for Mobile is shared in both 8x8 Agent Console and 8x8 Work client applications.

Assign Dedicated Extensions: 8x8 Contact Center agents are assigned to dedicated desk phones that are meant
to exclusively handle inbound and outbound call traffic for agents.

Extension-to-Extension Dialing: Users can call extension users across 8x8 Contact Center and 8x8 Work using
extension numbers. This release supports click-to-dial and call transfers between contact center agents and other
users in the company. Agents can get insight from experts, or connect the customer and the expert directly.

Instant Messaging: 8x8 Contact Center agents can chat with each other and with 8x8 Work for Desktop or 8x8
Work for Mobile users.

Call Parking: Agents can park a call to be retrieved by another agent or an extension user who may be currently
busy.

Improved Login Time for Agents: The time it takes to log in to 8x8 Agent Console has been greatly improved.
Improved Chat Window Capacity: We have increased the chat window capacity to 5000 characters.

Ability to Clone Tasks in Local CRM: Agents can replicate tasks quickly with a click on the task form creating a

new task.

Streamlined Access to 8x8 Analytics for Contact Center: Supervisors and agents can now launch 8x8 8x8
Analytics for Contact Center from 8x8 Agent Console, eliminating the need for a separate login.
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Known Issues

We have a few known issues that will be resolved in the upcoming release. For details, see Known Issues in 8.4.
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Unified Login (8x8 Work and 8x8 Contact Center users)

The 8x8 Work and 8x8 Contact Center integration offers 8x8 Work and 8x8 Contact Center administrators, 8x8 Contact
Center agents, and 8x8 Work for Desktop users the ability to log in once and access all the 8x8 applications to which
they have been granted access. This eliminates the need to log in to each application separately.

1. Goto https://login.8x8.com/

2. Enter your 8x8 username and password, and click Login.

& https:/flogin8xB.com/ssoflogin e || Q searn wE O3 AS

Use Single Sign On
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8x8

The 8x8 application panel launches, showing all the 8x8 applications to which you have been granted access.

€ & hitps//login88.com/applicationPanel e |[Q Fearcn |+ B + &

8x8,Inc. Application Panel © Acmefetsine ~

2

Virtual Office Online Virtual Contact Center  Virtual Office Account
Config Mgr Mgr

8x8, Inc. © 2013-2014

3. Select an application to launch.
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8x8 Work and 8x8 Contact Center Users

Users in 8x8 Contact Center are grouped into:

m Agents: Agents handle customer interactions channeled through the contact center. 8x8 Contact Center supports
regular agents and supervisor agents. Supervisor agents have the ability to monitor agent activity and to adjust
their participation in queues.

m Administrators: Administrators configure the contact center's resources and behavior. An administrator can be a
Primary Administrator with unrestricted access to all configuration objects, or a Secondary Administrator with full or
partial configuration rights.

Account Manager allows you to create user profiles and assign agent or administrator privileges to them for 8x8
Contact Center.

About User Profiles

In 8x8 Work and 8x8 Contact Center, creating user profiles and setting password policies are managed in Account
Manager. A user profile is required to identify users with access to your 8x8 system. When creating a new user profile,
the username must be globally unique. By default a user's email address is copied into the User Name field. If this
email address is not unique within 8x8, or you wish to create a username of your own, you must choose a username that
has never been used before. The system advises you if a duplicate exists at the time of creating the profile.

After creating a user profile, you can associate 8x8 services and general permissions to it. Typical assignments include
physical and virtual extensions as well as 8x8 Contact Center agent or administrative privileges.

The following fields must be filled out to create a user profile:
m First Name

m Last Name

Version 8.4 Contact Center with 8x8 Work 6
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= Email Address
m Username (must be unique)

Create a New User Profile [x]

First Name *
Last Name ™
Nickname
Email Address *
Job Title
Department
Location

User Name *

Sarah

[Thomas

sthomas
sthomas@8x8.com
Sales Associate
Sales

San Jose
sthomas@B8x8.com

SalesForce ID
Mobile
*=Indicates Required Fields

1 Phone #'s linked to : Sarah Thomas [ Sthomas @8x8.com]
VCC Agent

Exin# Outside Phone# Calling Mame Display Physical Extension VCC AgentPrimary Exin Route #'s fo VOC Channels

B - Any Physical Extension selected to Route #s to VCC Channels transforms into a VCC Dedicated Extension
Add CC Agent EXENSIon | yy.at requires a VCC Agent Login to function.

[Save ) Seve i Anotrer J§ Gancel |

Note: When creating a new user profile, the username appears the same as the email address by
default. The system administrator has the flexibility to change the username to something other than theé

email address.

You can create user profiles one at a time or in bulk. To create a single user profile, refer to Create a User Profile in
Adding Agents. Follow the instructions below to create multiple user profiles.
To create multiple user profiles

1. Log in to Account Manager.
2. Gotothe Accounts tab.
3. Select User Profiles.

4. Click Download CSV Template.
An Excel file that stores the user profile information is downloaded.

User Profiles @
ACCOUNTS

ser profiles below. User Brofiles are required to 3ssign users to system tools and festures inclucing

> Userpy o grant Account Manager privilages. Customize View

ou can hide or show columns, and create addiional
customized fel by clcking Edt Viewable / Hidden Fields

A1 O pete O prssied

p— = p—

(oo pees prem po—
y

Create and adit multiple profies at once by downloading the csv template, enter data in appropriate columns and then upload
uting the link to the right. ©

<

Uples CS Tempine

B Profiles_semejetsine_...csv ¥ Show all downloads...
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5. Save the file to your computer's hard drive once you have made all your changes.

Note: Do not make any changes to the 8x8 Internal ID column.

On the User Profile page, click Upload CSV Template, then click Proceed.
Click Add, and then locate the file you just saved.
Click Open, then click Upload.

© ® N o

Verify that the new information is correct and click Submit.

To change user profile password
1. Log in to Account Manager.
2. GotoAccounts tab.
3. Select User Profiles.

4. Find the agent from the list, and click Reset Password.

Account Manager Company Name: Acmlsts Inc

88 8x8,Inc. welc

HOME | PHONE SYSTEM | CONTACT CENTER | BILLING | REPORTING | ORDERS | ACCOUNTS | SUPPORT | VIRTUAL OFFICE ONLINE

John Smith | Sign Out
com Accoun t:| Business 2

Home > Accounts > Usar Prafiles Enter keyword
User Profiles @ rep
ACCOUNTS
lucing
) User Profiles - 2 gr: Customize View

‘You can hide or show columns, and create additional
customized fields by clicking Edit Viewable / Hidden Fisids.

View: ® Al © active O Disabled Create New User Profic [l Edit Viewable / Hidden Fickds

Emy Digkenzan Emy nain@ess.com
Maya Rudolph Naya

Naney @i

Rab Shasts

Sareh Thamas sthomas marzien fadsee @8x8 com
john smith johny nalini@8x8.com

3

it multiple pré;\es st once by dovnloading the csv template, snter dts in appropriste columns and then uplosd [ A T TS
the right.
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5. The Reset Password confirmation window opens.

An email with instructions on resetting the password will be sent to the below
email address for the selected user profile.

User ID EMILYD
Email Address nalini@2x5.com

To change the password, click on the link provided in the email.

Send Emai

Check the user ID and email address, and click Send Email.
6. Anemail is sent to the email address indicated in the agent's in user profile. To change the password, the agent
has to click the link provided in the email and follow the instructions.

The new password requires at least one uppercase letter and one numeric digit. In the Reset Password window,
hover over the question mark to see the requirements.

Password should have

- atleast one uppercase lefer,
- atleast one lowercase letter,
- atleast one numeric digit,

- atleast one special character from
2<>8)
ximum of 25

characters and
EEER - no white space.

{ Additionally, password should also be
- different from user name
O Requd Characiers Tof password

a
a
m Clear
Add Agents

The process of adding a 8x8 Contact Center agent involves two steps. Follow the procedure below to add a 8x8 Contact
Center agent.

Step 1: Create a User Profile and Assign an Extension

If you have created users already, you can edit their user profiles in Account Manager to grant them 8x8 Contact Center
agent privileges. Alternatively, you can create new user profiles for 8x8 Contact Center agents. Every agent must be
assigned a primary agent extension number which can be dialed by 8x8 Work or 8x8 Contact Center users to call the
agent. The extension number can be a virtual extension or a dedicated extension.
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= Virtual Extension: This type of 8x8 Contact Center agent extension number is not associated with a physical 8x8
phone. The extension number is linked to one 8x8 Contact Center agent channel script.

m Dedicated Extension: If you select a dedicated extension, the extension and Direct-Inward-Dial (DID) numbers
are permanently redirected to 8x8 Contact Center agent channels. The dedicated extension becomes a slave
controlled exclusively by 8x8 Contact Center. You can control it only via the 8x8 Contact Center 8x8 Agent Console
and the workplace phone setting. With a 8x8 Contact Centerdedicated extension, the agent may be able to receive
inbound calls (depending on the script) but cannot make outbound calls without logging in to 8x8 Contact Center as

an agent or supervisor.

Note: A 8x8 Contact Center dedicated extension does not support E911 calls. With either 8x8
Contact Center extension type, anyone calling an agent’s extension or DID number receives 8x8

Contact Center channel treatments as defined by the agent’s channel script(s).

This extension number is displayed in the directory with presence.

Assigning a user a virtual extension

You must create a user profile first to assign a virtual extension to a user.

To create a user profile and assign a virtual extension:

1. Log in to Account Manager.

2. Gotothe Accounts tab.
3. Select User Profiles.
4. Click Create New User Profile.
8@ -~ Accou:‘:rt:jr‘l:fir Company Name: Acmelsts Inc
user profiles @

ACCOUNTS

& raquired to azzign ussrs o system tool: and featuras including

rd scit sz,

. and to gran Customize View

>u

ou can hide or show columns, and create additional
customized fields by clicking Edit Viewable | Hidden Fields

all © active © Disabled GrﬂleanUsa'Pmﬂe Ecit Viewable / Hidden Fickls

EE——
Emiy naini@exs com

Waya naini@exs com

naini@exs.com

marzian fadses @818 com

sthomss marzen fadses@8x8 com

jonny naimi@8xs.com

v

<dit multipls profiles at ance by devnloading the csv template, enter data in appropriate columns and then upload
nk to th

< link ko the right. @
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5. Enter the user's first name, last name, and email address.
The username is populated as soon as you enter an email address. You can change the username, but it must be

unique.

Create a New User Profile [x]
First Name * Sarah
Last Name * homas

Nickname sthomas

Email Address * |sthomas@8x8.com
Job Title Sales Associste
Department Sales

Location San Jose

| User Name * sthomas@8x8_com

SalesForce ID
Mobile
*=Indicates Required Fields

1 Phone #'s linked to : Sarah Thomas [Sthomas @8x8.com]
VCC Agent

Exin# Outside Phone# Calling Name Display Physical Extension VCC Agent Primary Exin Route #'s fo VCC Channels

| Any Physical Extension selected to Route #5 to VCC Channels transforms into a VCC Dedicated Extension
Add \CC Agent EXENSION | 1,2t requires 2 VCC Agent Login to function.

[Sove [ Seve i Anctrer J§ Gance'|

6. Select the VCC Agent check box to assign 8x8 Contact Center agent privileges to the user.
You must assign a primary extension number to the profile in the next step. This step is mandatory to save the
user profile of a 8x8 Contact Center agent.

7. Click Add VCC Agent Extension.
The Add Extension window appears.

Create a New User Profile [x]

First Name * John

Last Name * Smith

Nickname Johny

Email Address * ichns@8x8.com

Job Title

Department
Location

User Name * Please enter or use auto suggest to add new Extension and click add button

SalesForce ID

T Extension 5007 +3

Add Cance1
VCC Agent |+

Exin# Outside Phone# Calling Name Display Physical Extension VCC Agent Pimary Extn Route #'s to VCC Channels

e Any Physical Extension selected to Route #s to VCC Channels transforms into a VCC Dedicated
L CNAS S SIS © e nsion that requires = VOC Agent Login to function

[Save | ave 706 Anotver I Gancel

+=
8. To assign a virtual extension to the agent, click for the system to suggest an extension. You can only get a

virtual extension using the auto suggest function. Click Add.
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The virtual extension number becomes the agent's primary extension.

Create a New User Profile x|
First Name * Hohn
Last Name * Smith
Nickname Johny
Job Title
Department
Location
User Name * lismith@8x8.com
SalesForce ID
Mobile

*=Indicates Required Fields

VCC Agent ¢
VCCAgent Route #s fo VCC

Physical Extension Primary Extn Cha 1

a007 NiA MIA - L

. Any Physical Extension selected to Route #s to VCC Channels transforms into a VOO Dedicated Extension
Add \CC Agent EXIENSION | ¢1,2t requires 2 VCC Agent Login to function.

[ Save Jif Save I Add Ancther Jif Cancel |

9. Click Save. The user profile is now saved with 8x8 Contact Center agent privileges and a Virtual Extension.

Assigning a dedicated extension to a user
In order to assign a dedicated extension to a user, you must complete two steps:
1. Assign a dedicated extension to a user profile.

2. Update the user profile with 8x8 Contact Center agent privileges.

To assign a dedicated extension to a user profile:
1. Gotothe Phone System tab.
2. Click View All Extensions.

3. Select an available extension from the list, and click Edit.

Account Manager Company Name: Acmeets, Inc

3R e P
e o B 5

HOME | PHONE SYSTEM | CONTACT CENTER | BILLING | REPORTING | ORDERS | ACCOUNTS | SUPPORT | VIRTUAL OFFICE ONLINE

Erierkeyword
@ Heb

group by clicking on Edit Multiple

Home > Phone Sysiem > Manags Extensions.

PHONE SYSTEW ay edit the extansion details individually ba clicking Edit next to each exts

> Extensions

Pending  Uniimited Extension 1001 (210)500-1784 Smith Palyoam SoundPaint IP 33 nalini@8x3.com -

Actve  Unimited Extenson 1002 (210)500-1795  Rob Snasta Vi

e Sofighone  mfadaee@axd.com

Astve  Unimited Extension 1003 (9500000000 Suzy Witessf  Vitusl Offcs Sofphens  suzyw@gmaieom

Acte  Uniimited Extension 1004 (8500000010 Harry Fotiar Vitusl Office Sofipnona  nalini@ExE.com

Actve  Unlimited Extension 1005 (350)000-0011 James Madison ‘Vitusl Offcs Sofiphone  Jmad@3xB.com .

«
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8x8

The Edit Extension page opens.

Edit Extension @ Help

Use the Expand B and Collapse B icons to view and edit this extension. Save Changes at the bottom of the page.
Expand Al

B Extension information

User Profile Create New User Profie  Enable Virtual Office Online ¢ @
External Caller ID:
Phene Number (210) 500-1795 (x1002) v @
First Name 7]
Last Name I [7]
Calling Name Display : (7]
Caller ID Option Locked to (7]
User?
Phane Number (210} 500-1785
Extension 2
Plan Unlimited Extansion
Equipment Polycom SoundFoint IP 335
@ ¥

VCC Dedicated Extension

= Extension Settings

Time Zone USiEastern v Travelling OQutside the Country @ ViewBilling Statements (7]
Preferred Codec G711U (30 kbps) ¥ | @ Hide in Auto Attendant Directory ) Allow Social Networking (7]
Emergency Service 2125 ONel DR, Sen Jose, CA 95131-2022 ¥ | Edt  Allow Music on Hold Selection @ Enable Inbound CallerID 7 @
Address

Permanent Caller ID Blocking Do Not Disturb
Outhound Calling  Allow International Caling v @ o
Options

4. Click the Select User Profile link.
A window appears, showing all available user profiles.

5. Find a user profile from the list, and click Select.
6. Selectthe VCC Dedicated Extension check box.

7. Click Save Changes. The extension number is now assigned to that user profile.

Note: You can also create a new user profile via Phone System > View All Extensions > Create
New User Profile. However, we recommend you to create a user profile by going to Accounts > User
Profiles, and then use the Phone System to assign a dedicated extension to the user profile. ;

If you selected an existing user who is not a 8x8 Contact Center agent, you must edit the agent's user profile to make
the user a 8x8 Contact Center agent.

To update a user profile with 8x8 Contact Center agent privileges:
1. Gotothe Accounts tab.

2. Select User Profiles.
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8x8

3. Search for the user assigned to a dedicated extension in the previous step. Click Edit.
You see the extension number show up in the profile.

HOME | PHONE SYSTEM | CONTACTCENTER | BILLING | REPORTING | ORDERS | ACCOUNTS | SUPPORT | VIRTUAL OFFICE ONLIN|

Home > Accounts > User Profiles

User Profiles

ACCOUNTS
Create and edit user profiles below. User Profiles are required to assion users to system tools and features
> User Profiles including extensions, and to grant Account Manager privileges. Customize View
Update User Profile
> Privieges i X1, e or snow coumns, anciore
2d fields by elicking Edit Viewal
First Name * Rick
riek LastName e [New User Profile
Nickname
Email Address * rick@6xg.com
Job Title
Department
o | Location
User Name * RICKSTEVES12
salesForce ID
Zendesk ID
NetSuite ID
Mobile
Create an Download CSV Template
upload usi

“=Indicates Required Fields
1

. . VCC Agent [
Phone #' linked to : Rick Steves [nalinig8xs.com]

Copyrght 2018 88, Inc.  www.8x3.com| Re

Route #3 o V
Channels

1001 14085067728 RickSteves Polycom VX
400

Any Physical Extansion selsctad o Routs #5 to VCC Channels ransforms into 3 VCC
AJdVEC AQEN! EXIENSION | peficated Extension that requires 2 VEE Agent Login to function

[Save | Cancel

4. Select the VCC Agent check box to assign the agent privileges to the user profile.

5. Select the radio button under the VCC Agent Primary Extn column to designate this dedicated extension
number as the primary extension number for the agent.

Update User Profile 6

First Name * Rick

Last Name * Steves
Nickname

Email Address * nalini@8x8.com
Job Title

Department

Location

User Name * RICKSTEVES12
SalesForce ID

Zendesk ID

NetSuite ID

Mobile

*=|ndicates Required Fields \

! . . - VCC Agent ¥
Phone #'s linked to : Rick Steves [nalini@8x8&.com]

1001 14085967728 RickSteves Polycom WX )

v
. K
Add VCC Agent Extension Any Physical Extension selected to Route #'s to VCC Channels transfol into a VCC

Dedicated Extension that requires a VCC Agent Login to function.

[Save | Cancl |

6. Click Save.

Version 8.4 Contact Center with 8x8 Work 14



8x8 Work and 8x8 Contact Center Users

8x8

This extension user is now assigned agent privileges and a dedicated extension.
Step 2: Specify properties for users

After you mark a user as a 8x8 Contact Center agent, you need to configure agent properties in the 8x8 Configuration
Manager. Agents created in Account Manager are listed under Users in 8x8 Configuration Manager. A default group,
called ungroup, is assigned to all agents. You can create a new group later and use it instead of the default group.

To configure user account properties:
1. Log in to 8x8 Configuration Manager.

2. GotoUsers.
If you assigned the 8x8 Contact Center agent privileges to the user in Account Manager, the user shows up in the
list.

N
3. Find the agent you added, and click or Edit.

User » Edit User » General

Rab Shasta
Back to user list

General Properties Phone Queues Supervisor | Internal CRM | Interactions.

Enabled m * Software language English (US) 7]
First Name Rob * Agent Group ungroup D
LastName Shasta * Role System Default 7]
Email Address RobShastalaee@8x8.com VCC agent and secondary
administrator.

Usemame ag1872145

Comment
Login Id ROBSHASTAVOVCC

Save Cancel

4. Open the General tab.

f— Note: The First Name, Last Name, Email Address, Username, Password, and Login ID fields are
{ inherited from the user profile in Account Manager. You cannot edit them here.

5. Click the Agent Group drop-down list to change the agent's group. By default, the agent's group is ungroup.
You can create agent groups by going to the Groups page in 8x8 Configuration Manager.

6. Click Save.
For configuration details, refer to Add Users in 8x8 Configuration Manager.
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8x8 Work and 8x8 Contact Center Users

A John Smith (acmeietsinc01)  MyProfie | Co-browsing | Help | Logout
Home N
User » Edit User » Phone o

Security
Groups
Users
Queves Rob shasta
Channels < Backto userlis
Scripts.

General, | [ Properties || Phone Queues | | Supenvsor | [intemal GRM| [ interactions
cm
Support Center Workplace Outbound Calling
Broadcast

 Workplace phone: Qutbound Phone Codes [Default To Group INONE]
Integration

= Workplace SIP UR Calling Line 1D * 14085965026

Status Codes

EA Allow agent to change workplace phone. Dial Plan [Tenant Defauit
Transaction Codes

Allow agent to change workplace SIP URI can be ovemidden by Outbound Phone Codes

Qutbound Phone @ o e worke! h by ut
Wallboard Agent Access #'s and Voicemail Automatic Call Record ‘Agents Recording Controls
Chat design Primary Agent Diectory # (3002 Jfvavie VR ] 5 % otinbound aveve cans

[T Enable sgent volcena 0| % ofdrect inbound cals *

0 % of outbound calls

* can be overridden by IVR Ve recorcing settings

Channts and Serts ket s At
 Chamet ame Callng Name ispay_ Publc Numb
o Shasta Rob shasia Tat6z020340

it Name -PEX Number |

"Script Name - Public Nu...  PBXi
AgentDID script 3002

save Cancel

Note that the agent's extension number appears in the Workplace Phone field when you first assign an extension
to a user. Enter the agent's Workplace phone or Workplace SIP URI at which the agent wishes to be reached.
OR

You may allow or prevent the agent to set this parameter later via 8x8 Agent Console. The workplace phone
number can be set to any dedicated extension number or a DID number as needed. The workplace phone cannot
be set to any channel numbers in the tenant except a 8x8 Contact Center dedicated extension number. The
workplace SIP URI is used when the agent has a soft phone approved by 8x8 installed on their workstation.

Select the Enable in IVR check box if you wish this 8x8 Contact Center Agent extension number to be recognized
in the IVR during a Menu or Get Value input operation.

Note that the Primary Agent Directory Number field is automatically populated with the agent's extension
number.

Note: In the Channels and Scripts linked to this Agent table, for a dedicated extension such as;
3002, both Public Number and PBX Numbers are populated. However, if the extension number
is a virtual extension such as 6002, only the PBX number gets populated since there is no

corresponding DID assigned to this extension number.

10. Click Save.

Add Administrators

When a 8x8 Contact Center order is placed, the Primary Administrator is created in both 8x8 Configuration Manager

and Account Manager. The Primary Administrator is then marked with a yellow star in Account Manager Privileges. The

Version 8.4 Contact Center with 8x8 Work



8x8 Work and 8x8 Contact Center Users

8x8

Primary Administrator has complete account access; other administrators cannot delete or revoke privileges from the
Primary Administrator. However, you can create users in Account Manager and provide administrator privileges to
them. These users become Secondary Administrator.

The process of adding a 8x8 Contact Center administrator involves three steps:
Step 1: Create a User Profile

You can create new user profiles and configure them as 8x8 Contact Center administrators. The administrators you
create serve as Secondary Administrator.

To create a user profile:
1. Loginto Account Manager and go to the Accounts tab.
2. Select User Profiles.

3. Click Create New User Profile and enter the user information.
The username is populated as soon as you enter an email address, but can be edited. It must be unique to the

PBX.
First Name * Wohn
Last Name * Smith
Nickname Wohny
Email Address * liohns @8x8.com
Job Title agent
Department Support
Location
User Name * {ishns @8x8.com

SalesForce ID
Mobile

*=Indicates Required Fields

VCC Agent

Extn# Outside Phone# Calling Name Display Physical Extension VCC Agent Pnmary Extn Route #s to VCC Channels

Any Physical Extension selected to Route #' to VCC Channels transforms into a VOC Dedicated
/|
Add VCC Agent EXIENSION | £y nsion that requires 3 VCC Agent Login to function.

[Save | Save/ Add Anotrer ) Gancel

4. Select the VCC Agent check box if you want the administrator to also serve as a 8x8 Contact Center agent. The
new user then appears as both an agent and administrator under the Users tab in 8x8 Configuration Manager.
If you only want to create a 8x8 Contact Center administrator, clear the VCC Agent check box.

5. Click Save.
The new user profile is created and listed under User Profiles in Account Manager. You now need to assign
privileges to the new user.

Step 2: Assign Privileges

You must assign or update privileges to grant the new users the 8x8 Contact Center administrator privileges. Assigning
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administrator privileges gives users the abilities of a Secondary Administrator.

A oD

To assign privileges to new administrators:
Log in to Account Manager.

Go to the Accounts tab.

Click Privileges.

Click Assign New Privileges.

HOME | PHONE SYSTEM | CONTACTCENTER | BILLING | REPORTING | ORDERS [ ACCOUNTS|| SUPPORT | VIRTUAL OFFICE ONLINE

privileges @t

Assian or updat privileges 5o other users can access Account Manager

v v v v v v v
v v v v v v v
v v v v v v v

ounts » Privieges enerieywars Em

5. Select the user profile you created in Step 1.

© © N o

To allow other people to view or manage this account, first select a User Profile, then define which areas of this account they can access.

) acmejet
Create New User Profile aemeletsine

Select All
Rob shast PSR
| Thomas Jefferson Contact Cent
George Washington Billing
s ol Reporing
James Madison Orders
e
John Smith (210) 500-1794 EXT 1001 Support
2y Wnfeco (850) 0000000 EXT 1003

Harry Potter (850) 000-0010 EXT 1004

[ o] Carce |

Assign User Privileges o

userpoies Il ccom barorPreges C—
To assign privileges to existing user(s), select the user. Select the account privileges for this ‘Apply these privileges to these PBXs:

Select the VCC Admin privileges check box.

(Optional) select all Account Manager Privileges, or the ones that apply.

Select a PBX from the list if you have multiple PBXs.
Click Add.

The new user is added to the 8x8 Configuration Manager administrators list.

8x8 Work and 8x8 Contact Center Users

You can use an existing user's profile as a template and copy the privileges for the new user.

How do | copy privileges?

1.

Log in to Account Manager.

2. Gotothe Privileges tab.
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3. Select a user profile you want to use as a template, and click Copy.

HOME | PHONE SYSTEM | CONTACTCENTER | BILLING | REPORTING | ORDERS | ACCOUNTS | SUPPORT | VIRTUAL OFFICE ONLINE
> Prmieges Sneckepuors =Em

privileges @ten

Assion or update prvileges 5o other users can access Account Manager.

NENENENENEN
SNENENENENEN
NENENENENEN
ANENENENENEN ¢
NENENENENEN
NENENENENEN

ANENENEN

4. Select an existing user profile from the list that you want to copy the privileges to, or create a new one.

Account Manager

HOME | PHONE SYSTEM | CONTACTCENTER | BILLING | REPORTING | ORDERS | ACCOUNTS | SUPPORT | VIRTUAL OFFICE ONLINE

Home > Accounts > Prviges > Copy Privieges Ererkepmors Em

iame: Acmetets, Tnc

Copy Privileges @ren

AccounTs,

95 X
of(850) 000-0000 EXT 1003
850) 000-0010 EXT 1004

on (850) 000-0011 EXT 1005

5. Click Copy.

Step 3: Specify Administrator Properties for Users

After assigning 8x8 Contact Center administrator privileges to a user profile in Account Manager, you can log in to 8x8
Configuration Manager to review and configure user properties. The new administrators are automatically assigned the
System Default role in 8x8 Configuration Manager. The System Default role has viewing permissions by default.
However, you can modify it by allowing other permissions such as Write, Create, and Edit.

To configure an administrator:
1. Log in to 8x8 Configuration Manager.
2. Gotothe Users.

v
The new administrator appears under the admins list witha  next to it. The Secondary Administrator is indicated

with (2).

S
3. Find the 8x8 Contact Center administrator you added, and click or Edit.

The administrator's information such as name, email, login ID, workplace, and SIP phone appears.
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8x8.Inc. L AcmelJets Inc (acmejetsine01)  MyProfile | Help | Logout

Home "
User » Edit User » General
Security
m Thomas Jefferson
TN < oo o user it
Scripts
cere
m Enabled = * Software language English (US)
First Name Thomas
LastName Jeftersan *Role System Default -
_ Super User
Broadcast Email Address. tomaj@8x8.com
e — \CC Agent
EEE | Usenane aaziss System Detauit
Comment
Loginta TOWAI@SX8 COM
Outbound Phone
Codes.
Save Cancel
Wallboard

Note: The First Name, Last Name, Email Address, Username, Password, and Login ID fields are
inherited from the user profile in Account Manager. You cannot edit them here.

4. The administrator is assigned to a default role called System Default. If you have created another role, select it

from the drop-down list. You can create roles by going to Security > Roles. Refer to Add a Role for more details.

5. Click Save.
For configuration details, refer to Add Users in 8x8 Configuration Manager.
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Manage Phone Channels

A phone channel processes inbound phone interactions in a 8x8 Contact Center tenant. A tenant can have two types of
phone channels:

m Service channels: A service channel is a regular phone channel associated with a telephone number. It is
automatically created when a number is ordered for the tenant through provisioning. You can edit a service
channel, and enable or disable it in 8x8 Configuration Manager. An IVR script is linked to the service channel by
default.

m Agent channels: An agent channel is associated with 8x8 Contact Center agents and is automatically created
when you create a 8x8 Contact Center agent in Account Manager. You can edit an agent channel, and enable or
disable it in 8x8 Configuration Manager. A default IVR script is linked to the agent DID and agent PBX extension.
The administrator can create a custom script and configure it for the agent. See Phone Scripts for more details

about the two default agent scripts.

2 John Smith (acmeieisincd1)  MyProfle | Cobrowsing | Help | Logout

Channels » Channel list o

Phone Email Chat
e Channel list ¥ Fitter Channel lst

Service Channel = 20 records Configure Sort & Clear All Sort

inked {0 ag Calling Name Di

enablea
disabled
aisabled
disabled 14087136754 senvice

senvice - - 14085965026
senvice - - 18557714472
senvice - - 14067136753 t
5 5 14087136754 ivrscriptdefault
enablesshasta, Rob agent MARZI FAD Rob Shasta 16192029340 Agent DID script__ 3002 Agent Extension ser

Codes o
Wallboard Agent Channel

|2 ¢ 4|9

Both types of channels, Service and Agent, are listed under Channels in the 8x8 Configuration Manager.
Channels > Phone provides the following information under the Channel list:
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Phone
Channel

Status
Channel
Name
Type
Linked to
Agent

Calling
Name
Display
Public

Number

Script
Name-
Public
Number

PBX
Number

Script

Manage Phone Channels

Description

Indicates if the channel is enabled.

Indicates the channel name.

Indicates if this is a Service channel or an Agent channel.

Indicates if the channel is linked to a specific agent.

Refers to the Calling Name Display (CNAM) that is used when outbound calls use the associated
public number as outgoing Calling Line ID (CLI).

Indicates the external phone number or the Direct-Inward-Dial (DID) of the channel.

Indicates the IVR script associated with the agent's public number. It directs external callers to the
agent's call-handling script.

This is the system-assigned number used for agent presence and internal calling to the agent.
Channels linked to agents get a PBX number on migration. Adding and linking a new channel to an
agent, adds the PBX number to the channel.

Indicates the IVR script associated with an agent's PBX number. Internal calls to this agent's PBX

Name-PBX | number receives this script treatment.

Number
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Manage Phone Scripts

Manage Phone Scripts

Phone scripts are now grouped under the Phone tab in 8x8 Configuration Manager. Other IVR scripts, such as chat and

email scripts, also appear under their own tabs: Chat and Email. Moreover, two new default scripts are introduced that

allow direct agent routing from a public telephone number and agent's extension number. These default scripts can be

edited by administrators:

m Agent DID script: A default script for an agent's public number. This script directs external callers to agents who

are assigned to the channels.

m Agent Extension Script: A default script for an agent PBX or extension number. This script supports extension-

to-extension dialing.

You can choose the above scripts as your tenant's default for an agent's DID and extension numbers.
To select a default script for direct agent routing

1.
2.
3.

Go to 8x8 Configuration Manager.
Go to Scripts > Phone.
Select the default radio buttons for the agent DID or extension script.

Click Save.
The selected scripts become the tenant's default. The next time you create a new 8x8 Contact Center agent in

Account Manager, the default DID or extension script is automatically assigned to the agent. Alternatively, you can

modify and save the agent's default script per your tenant's requirements.
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Scripts » Script list

hone | [5Gt [
scriptlist
4 Add new phone script FEE EBIE) [ recoss [ ConoueSot @ ClearAlsor
2042015 160031 [

yos 12042015 180031 o o

yes. 1210412015 18:00:31 Migrated ivr script default Cad

s Taiots 1221
Moot sgenceaut DD scrpt  yes 12292015 104504
Modtedsgenceautextscrbt  yes 12292015 108730

Sove. ] [ Cancal_]

You can always view or change the assigned scripts for the new agent under the Users tab.

To view or change an agent's phone script

1.
2.

Go to 8x8 Configuration Manager.

Go to Users.

h

Locate the user and click

Open the Phone tab.

The tenant's default scripts appear under the Public Number and PBX Number boxes.

User » Edit User » Phone

Admin Pubs
< Backto userlist

General | [ Propetties || Phone Queues || Supenisor ||internal CRM | Interactions

Workplace Outbound Calling

© Workplacephone: [1005 | Outbound Phone Codes
O Workplace SPURE [ ] Calling Line ID * 14085967671 %
[0 Allow agent to change workplace phone Dial Plan Tenant Default
7 Allow agent to change workplace SIP URI

=can beoverrdden by Outbound Fhone Codes

Agent Access #'s and Voicemail Automatic Call Recording ‘Agent's Recording Controls
Primary Agent Directory # M EnableinVR [0 | % of inbound queue calls * ® Agent does not have recording controls.
B Enatle sgentvoicemail [0 %ot directinbound cais* © gentis avleto starecording *
[0 %of outbound catis © Agentls abletostat and pause recording
= can be overridden by TR Veice recording settings = can be overidden by VR Voice recordng sttings

Channels and Scripts linked to this Agent

Public Number Script Name - Public Number | BX#

Script Name - PBX Number
(Admin, Pubs Admin Pubs 14087080163 |Agent DID script ¥ 1205 Agent Extension script i

Manage Phone Scripts

Note: ivr script default is not an agent routing script, but a default script for Service Channel.

If you have created another phone script, you can change the agent's assigned scripts here. Refer to 8x8

Configuration Manager to learn how to create new phone scripts.
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6. Click the default script name for an agent. A drop-down menu appears.
7. Choose another script from the menu.

8. Click Save.
The new scripts are now in effect for the agent.
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Enhanced Dial Plans

8x8 Contact Center dial plans now handle private PBX numbers in addition to full public numbers. New system dial
plans are equivalent to prior system dial plans with added support for PBX number dialing. In the new system dial
plans, the International Numbering Plan (ITU-T E.164) no longer allows unfiltered pass-through dialing. Dial plans take
numbers dialed by users, or numbers originating from other 8x8 Contact Center components, IVR callback, web
callback, click-to-dial, workplace phone, etc., and apply editing rules to yield one of the following:

= A valid global public phone number (known as E.164)
= A valid PBX number
m A call disallowed message number

= A warning tone generating number

Features
= Ability to change the order of the rules by dragging and dropping
= Ability to use private PBX numbers
m Ability to use system variables and user-defined variables

= Dial plan editing results are no longer automatically prefixed with a plus (+) sign

Built-in system dial plan rules

A set of new system dial plan rules are designed for 8x8 Work and 8x8 Contact Center tenants. Users cannot edit the
system default dial plans, but they can copy a rule and edit it based on their needs.
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Summary Frofle || AudioFiles || Schedules || Dial Plans

Available Dial Plans

Add New Dial Plan: s New Plan Configure

To copy a system pre-configured rule:
1. Log in to 8x8 Configuration Manager.
2. Gotothe Home page.
3. Gotothe Dial Plans tab.

=]
4. Click  next to a default system rule that you wish to modify.

A message appears asking you to click Save to keep a copy.

5. Click OK.
The dial plan creates a copy of the default plan.

6. Enter a new name for the Dial Plan.

7. Click Save.
A copy of the default dial plan is created and added to the list of available dial plans. You can modify the new dial
plan according to your tenant needs.

System variables

In 8x8 Work and 8x8 Contact Center, a set of new variables are introduced in dial plan:

System Variable Used for

$PBXID VOPBX ID/Name

STENANT Tenant name

SAGENTLOGIN Agent username if available for the call
SORIGNUMBER Original dialed number

For example, using $PBXID variable in your dial plan rule allows you to call any extensions in the PBX that has seven

digits or less:
Dialed String Match Pattern Rewrite Translation Rule Comment
MN[0-9)1,7)*$ $1-SPBXID Send 7 digits or less to the host PBX of tenant
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Note: The E.164 system dial plan is no longer a pass-through. A new rule is added to validate the dialing§
number. |

User variables

Users can create variables based on their specific needs.
For example, a user defines SET MYAREACODE variable below for his area code. When he enters a telephone
number, the system dials the area code (1510) first and then dials the number.

Dialed String Match Pattern Rewrite Translation Rule Comment
SET MYAREACODE 1510 my area code
A([1-9][0-9][0-9][0-9][0-9][0-9][0-9])$ SMYAREACODES1 add area code

Test Compiete

sunmary. || Profie. || AuioFies || Sohades || Ol Pians

yyyyyyyy =] (i) ey tsi0457

Enlera phone number and then press Test 1o apply dialpian for tosting

To see what dial plan rule is currently applied to your tenant
1. Log in to 8x8 Configuration Manager.
2. GotoHome.
3. Gotothe Dial Plans tab.

®
4. Click or Edit to open the rules.
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5. Enter a number in the Test Number text box and click Test.
A green check mark appears next to the dial plan rule that is applied in your tenant.

Home » Dial Plans

[Tostcompies

[ | [ Sehedules | | Dial Pans
< Retun To DialPlan List

Ol Pin Name. [USWIVOVGS [ oot rmoer o060 == +o0084040404 ~
o s

OeteutPian
4 Ao New Rse
[~ Oer| Dwoa strngMatcnpatom  RewnteTransiaon  RueCommem  DoewRue  TostMawn
179115 0084039001 Block Emorgency o
2xa11s +00084059002 BlockSenves ) v
30103l +00084039003 Block Carter Access Codes (CAC) ex. 10-10-321 o
4 e 1900R 510946 00084059004 BlookPremium Rate 11 104 fomat ) v
) 00084040404 Block Al Other Paters ° v |
et desgn i &
7 a00a10816 00012439004 SlockPromium Rate 10 Digt Canada NANP Fornat o
819109113 spox0s1 exension daing o
9 (12SN0SHAZAOSHONOI'S 51 11 Digh USICANANP Formatwih overoed o
10 1RSI0 SOOI st 10Digt Canada NANP Pian wihovriad o
1 101(1-910516,14)8 51 Intomatona usig Access Code 011 )
12 Me(19108H6. 1478 51 E 164w pus sgn )
13 SET AREACODE 510 setareacote o
1408 TSAREAGODES! add reacose o

Drag and arop to change order of Dial plan uis.

| save | cancal |

How do | change the order of my custom rules?
1. Log in to 8x8 Configuration Manager.
2. Gotothe Home page.
3. Gotothe Dial Plans tab.

1 Acmelets Inc (acmeieminc0t)  MyProfle | Cobrowsing | Help | Losout

Home » Dial Plans
Sunmary || Profle. || AusioFies | | Scheduies || Dal lans
Avallable Dial Plans.
Plan Type-
Natonal Numbering Plan (ACMA NNP) ‘Sysiem Pre-Configured ©
s Be
1 SystemDial Par: inematonal Kumbering Plan (TU-T E.164) ©
Be
aured e
System Pre-Configured ©
61 Acmedets Custom [EAY]
62 Acmedets inematona custom 0
[se [ Cancel. |

[
4. Click or Edit to open arule.
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5. Click to select the custom rule and drag it to the desired location.

Home » Dial Plans

Summary || Frofle | AudioFies || Sehedues || DialPlans

String Match Patorn Rowrite Transiation Delete Rule  Test Match

9115 +00084039001
| 208115 +00084030002
380109435 00084039003
00084039004
+00084038002

PJooooo000

Backward Compatibility

= All prior dial plans are automatically adjusted to compensate for the plus (+) sign change.

m The original International Numbering Plan (ITU-T E.164) allowed any digit sequence starting with a plus (+) sign to
pass through without any digit modifications. The updated equivalent dial plan now includes E.164 number validity
checks along with some special and premium number blocking. In some cases, users of this plan may experience a
change of behavior if their customary dialing included non-E.164 number patterns.
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Functioning as a 8x8 Contact Center Agent

With 8x8 Work and 8x8 Contact Center Integration, 8x8 Contact Center agents have the following benefits:
Shared Directory

From 8x8 Agent Console, access the company directory that lists all extension users including 8x8 Contact Center
agents. Communicating with these users is just a click away.

Menu - john smith
53 Director
) Working Offline 1m:38s v
| avaisbie | tskeerss || wsow | Al Favorites Recents CallPark Extensions
Q [searcn
% & O
% Name Emails Phones Group Extension  Action
Al Faverites | Recents
Q, Ssearch h g =] Support
o (e L QD - ° E:‘“‘f”s“” nalini@e:6... 16192020336 Support 1002 2% o
Inbound Phone
L Acmesetsin.. 0 0 Om0os ¢ ® Gl Nancy nalini@8x8 16192029339  Support 3001 0% o
Rudolph
[ ] Maya nalini@8x8 16192029338  Support 1004 0% £+
©  smithjohn  nalini@8x8... 16192029335 Support 1001 AN -
[+ Un-grouped
Al Favorites | Recents 1 Sales
Q. Ssearch A
# Name ~ le] T
CustomerSupport &
 john s mith m:36s
Shous Status in:
»
Poere by 88 a8 inc.

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 a 8x8 Work client application. Similarly, you can view the status of agents or
other extension users from the 8x8 Work for Desktop or 8x8 Work for Mobile.
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O p— Note: The status shown in the Directory tab in 8x8 Agent Console is retrieved from 8x8 Work
= = applications and not from 8x8 Agent Console.

Extension-to-Extension Dialing

Click to call another extension user using their extension numbers from the directory in 8x8 Agent Console. You need
the active dial plan to be able to make the private PBX number calls. If your company is using a custom dial plan, you
need to modify it by copying the rules from the 8x8 default dial plan to support extension-to-extension dialing.

The following call flows are available for extension-to-extension dialing:
= 8x8 Work user to another 8x8 Work user

m  8x8 Work user to a 8x8 Contact Center user

m 8x8 Contact Center user to a 8x8 Work user
m 8x8 Contact Center user to another 8x8 Contact Center user
P = P @ Virtual Office eSS
v I ] Q| Directory | My Profile © [ Virtual Office  Actions Views Help
1 All Favorites Recents CallPark Extensions @ Maya Rudolph E u
Q [search Phone: 1-619-202-9338
o Dctemen e G S X 14085965026
@  GilNancy  nalini@e.. 16192020339 Support [oRN _1-408-596:5026
& +
© RUON e 11920038 Supor o RS —
1+ Un-grouped Hold Video
) Sales \: P
~~~~~ ‘

You can also use instant messaging to chat.
Dedicated Extension

Handle call center traffic via a dedicated desk phone. 8x8 Contact Center agents can now be assigned 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 make 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 calling emergency services.
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Functioning as a 8x8 Contact Center Agent

Connect the customer with the right skilled agent using Call Parking. Call Parking allows agents to park a call to be

retrieved by another agent or an extension user who may be currently busy. When the agent parks a live call on an

available parking extension, the caller hears hold music. The agent can then inform the other agent or extension user

about the parked call and the parking extension number via chat. The other user can retrieve the call by clicking on the

parked extension.

call.

Note: A call that is parked longer than five minutes is offered back to the same agent who parked the

To park a call:

1. During a live call, go to the Directory tab in 8x8 Agent Console.

2. Gotothe CallPark Extensions tab.

Show Status in: [One Tab_ ¥

poneredty O satinc

Menu - john smith
© Working Offline 25m:59s - s Directory
|_avasbie || Take preak || Logou | Al Favorites Recents CallPark Extensions
Q [search
s Extension Action
Al Favorites | Recents
Q, search v ®  callPark461 461 2]
2 Queue 2 © O - - ®  CalParkas2 462 [
Inbound Phone
L Acmeletsin. D 0 OmOOs ¥ @®  callPark463 483 2]
®  callPark4dd 454 2]
@®  callPark465 485 B
@  callPark 466 486 B
Al Favoriles | Recents @®  callPark467 467 P
Q, Search v
@  callPark458 468 2}
® Name O =
CustomerSupport N ®  callPark48g 459 P
* Emily Dickensen Bmdis W
# john smith 25m 56s ®  callPark470 470 B

3. From the list of call parking extensions, select an available extension.

The status of call parking extension is indicated by green (available) or red (busy). You can only park one call per

extension.

4. Inform the other agent or extension user about the parked call via chat.

To retrieve a parked call:
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1. Gotothe Directory > CallPark Extensions tab.

2. Accept the call by clicking on P, or dial the parked extension number to retrieve the call.

|} & | Directory | My Profile &
All Favorites Recents CallPark Extensions
Q [search
5 Name Extension Action
®  callPark461 481 [B]
®  callParkd62 462 ] I \
@  CallPark 463 463 [B]
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Added Features and Enhancements

Added Features and Enhancements

In this release, we have made the following improvements and enhancements for agents and supervisors:
Improved login time for agents

The time it takes to log in to 8x8 Agent Console has been greatly improved in this release.

Improved chat window capacity

We have 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. For details, refer to the 8x8 Agent Console Guide to learn about

Chat Interactions.

Welcome to nginx!

working. Further configuration is required.

Commercial support is available at nginx.com.

Thank you for using nginx.

If you see this page, the nginx web server is successfully installed and

For online documentation and support please refer to nginx.org.

8] Customer - vineesha kasireddy®8xB.com - Google Chrome

(=5

& https://vcc-gal.8x8.com/AGUl/popup_chat.php

nteractionld=int-152ec25

[14:16:26]
[1416 4]
[14:18:30]

[a4:15:35] el

FAQ Shartcut

Your message

End A

12345678001234567800123456780012345678001 2345678001 2345678901 234567800123456780¢

v
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Added Features and Enhancements

8x8

Ability to clone tasks in Local CRM

In 8x8 Agent Console with the ability to clone tasks, agents can replicate tasks quickly with a click on the task form. The
new feature allows agents to clone a task creating a new task ID and associate each cloned task ID with the same
original inbound transaction ID.

Features

= [f 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.

= Only one parent level is allowed for each cloning task.
m Transaction ID is cloned, but a new task ID is generated every time you clone.

m A new task ID is created and all field values in the task form are cloned except history, date and time created, and
last modified date.

m The parent task shows all tasks being cloned from the parent listed under the History tab.
m  The child task shows a link to the original task, and next to the task number.

m [f a parent task is deleted, the child task shows the parent task in the history, but the link to the parent task is
removed from the top.

m The agent can only see the clone button if the administrator has enabled the agent to edit and create tasks under
Users > Internal CRM in 8x8 Configuration Manager.

Use Case

The 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. Using the clone feature,
agents can increase their efficiency, eliminate manual work of entering data, and speed up the process.

The history entry of the cloned task shows:
m The date and time the task was created.
m The agent who created the task.
m |[f the taskis a cloned task.

m Description such as the parent task number.

Within an individual task, a Clone button is introduced. Click the button to clone the task.
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To clone a task:

1. Inthe 8x8 Agent Console, click the Tasks tab.
A list of your open tasks appears.

2. Open an existing task from the list.

E Menu ~|  Robshasta
Tasks :
O Available smzs W 4 1B
Work Offine || Take Break Back to Tasks
N A= ES [O) Task 1
il Customer: Brown. Joe [10000000] Created by: Rob Shasta
= Status: New Assigned to: Rob Shasta
Q searcn Phone: 6699005533 Email: miadaee@8xB com
P— o) Campaign Name: Media Type: Phone
" 2 (9 IO
Transaction Id: Call Type: Inbound
OuboundPhone Enable Reminder: ¥ Call Duration:
OETTian- 0 0 TEe § Due Date: 03101/2016 11:21:00
Create Date: 022312016 11:21:51 Last Modified Date: 022312016 11:30:41
Al | Favortes | Recents Subject: Dental appointment
- Description:
Q searn v P
Routine checkup
® Name 4 (o] e
‘AcmeJets Support L -
+ Rob Shasta 33m20s
Show Status in ( Eat ) [ Clone ) Cancel
eSS AR R

Note: If you wish to create a new task, you need to save it first before being able to clone.

3. Click the Clone button.
A confirmation window pops up.

W s B B
Back to Tasks
Task 1

Customer: Brown. Joe [10000000] Created by: Rob Shasta
Status: New Assigned to: Rob Shasta
Phone: 6699005533 Email: mfadace@8x8.com
Campaign Name: S 1 v 1w v i
Transaction Id: Confirm [x]

Enable Reminder: V]
Due Date: 0] Task 1 will be cloned and the new cloned task
——— o will be associated to it. Continue? I i
Subject: o) N N

e )( Cancel )
Description: ST
Routine checkup

Edit ] [ Clone ]  Cancel

4. Click OK to confirm cloning.
The edit task page opens with the information already populated.
Note that the task number indicates it is cloned from another task.
5. Click Save.
The cloned task appears in the list.
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The new task shows the link to the original task.

Customer:
Status: New
Phone: 6699005533

Campaign Name:
Transaction Id:

Enable Reminder: Y

Due Date: 03/01/2016 11:21:00
Create Date: 02/232016 11:23:3
Subject: Dental appointment
Descripti

Routine checkup

Created by:
Assigned to:
Email:

Media Type:
Call Type:
Call Duration:

Last Modified Date:

Rob Shasta
Rob Shasta
mfadaee@8x8.com
Phone

Inbound

02/23/2016 1:28:32

History Histoy 1-202 [1 2 w= Switch to unitary vie
Create Date Create Agent  Activity Description
0212312016 11:31:11 Rob Shasta Clone Task Clone Task 3 created
0212312016 11:23:36 Rob Shasta Clone Task Task cloned from Task 1
Delet Edit c )

Added Features and Enhancements

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.

W s | A B

Tasks

( Delete Al

Report @ New Task
Search tasks ‘M;. Open Tasks E ( Go Search
Tasks 1-50f5 [1 =
T _-' o # Subject Status. Due Date Last Modified Date  Action
 —
; n s Dental appointment 21702 o 2 O
[] Confirm [x]
] | n 4 j016 115703 © 2 ©
- Task information will be permanently deleted and
n s Dental appointment . longer be available. This task is parent of Task 2061311 © 2 ©
2 D N 611283 ,
n 2 Dental appointment ) ( Cancel ) 201612832 © L ©
mn 1 Dental appointment 13041 o 2 O

Streamlined access to 8x8 Analytics for Contact Center

Supervisors can now launch 8x8 8x8 Analytics for Contact Center from 8x8 Agent Console, eliminating the need for a
separate login. 8x8 Analytics for Contact Center provides industry-leading insights about the performance of your

contact center. It is more than just data. It brings powerful graphical tools that reveal actionable business information.
8x8 Analytics for Contact Center goes beyond traditional call center reporting. You can track the performance of your

agents and contact center, and see how your customers are being served across all channels.

Version 8.4 Contact Center with 8x8 Work

38



Added Features and Enhancements
8x8

To access 8x8 Analytics for Contact Center:

1. Login to 8x8 Agent Console.

L L L]
L
2. Click" " " next to the drop-down menu.

Z52 Menu - Rob Shasta
Cases 1
Applications | 19m:4ss LB
Take Break
Cases [E] Report @ New Case

Business 1 Filters Assigned to me E ( G )  Seach v

intelligence | x J E—
~tents

Q Search T

Cases 0-00f 0

= ouese 2 © (D

Outbound Phone e [ Customer Customer Type  Company Subject Status. C
T — =
% Support Ou.. 0 0 OmQ0s ¢ = No ftems to show
Al | Favorites | Recents
Q, searcn v
® Name * (o] & -
Acmelets Support e J »

s
¥ Rob Shasta 19mdds -

Delete All
Show Status in: [ One Tab ¥

3. Click Business Intelligence to launch the 8x8 8x8 Analytics for Contact Center tool.
The dashboard launches in a separate browser window.

8x8,Inc. FAQ  Help  Welcome, sg21887| @acmeietsined! v
& Home
Dashboards
(24
P HEEEEEER 1R -1 B-1-0 ]|
@ | =S .
| EERE 2
(0]
[C 2
Reports Favorites
Report File - Favorite File s
No data available in table No data available in table
4 b 4 b

4. Use the navigation menu on the left to access dashboards and create custom reports.
For more information on the capabilities of this tool, refer to the 8x8 Analytics for Contact Center Guide.
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Bug fixes 8.4

8x8

Bug fixes 8.4

The following bugs are fixed in this release.

Bug Summary Comment

VFIX-1575 Tomcat server stops responding. Fixed Tomcat pool connection issues
for memory leak.

VFIX-1371 Selected transactions codes shows as N/A in historical | Transaction code is now recorded for
reporting when an agent transfers a transaction to another | all legs of a multi-leg call in historical
agent. reporting. The transaction codes selec-

ted by agent A is recorded. When a call
is transferred, the codes selected by
the agent are populated in the his-
torical report.

VCC-9992 In Quality Rocket management application recording files | Added a new event to SAPI. The Qual-
not found. ity Rocket management application
can easily locate recording files on
8x8 Contact Center servers.
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Known issues 8.4

Known issues 8.4

We have identified the following known issues in 8.4. Look for resolutions for these issues in the upcoming releases:

Issue

Agent-to-Agent
Dialing

Agent DID Call
Routing

Warning for
Emergency
Calling

Comment

The new and improved methods of agent-to-agent dialing are not implemented in this release.
Dialing the extension number from the shared directory and from the telephone field in the Con-
trol Panel will be supported in the upcoming release. We continue to support agent-to-agent dial-
ing via the Agents tab in the Control Panel.

Incoming calls for agent PBX number and DID number always get mapped to the IVR script
assigned to the PBX number. If you have specified separate treatments for customer-to-agent
dialing and agent-to-agent dialing, the PBX number script overrides the existing DID number
script.

8x8 Contact Center dedicated extensions do not allow outbound calling and hence do not support
calling the emergency services. On going off-hook, these devices currently do not hot dial to a

warning message.

= _i Note: Please notify agents using dedicated extensions that emergency calling is not supported on these§
devices. '
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