Logging on

Before the user interface is displayed, you must log on.
How to log on:

Step 1 - Specify your tenant

» Open the URL in Chrome, Firefox or Edge:
https://<ApplicationServer>/agentportal
« If you are logging in for the first time
— Select your language
— Enter your tenant name
— Click Proceed

Downioad the Desktcp App

ERgish  Deutsch  Espafiol  Portuguds  Frangais  Maliane  Suemi  Polski  Pycond  Cedting  Shwventing

If your system does not have multiple tenants, then this
step is skipped.

Step 2 - User name and password

* On the next screen:

- Entergour user name and password
— Click Sign in

Agent Portal

Engish  ODeuich  Dpadol  Pocupeés

A different login screen might appear if your system is
configured for SSO Sign-on with your corporate creden-
tials.

User interface
The user interface of Agent Portal Web consists of:

| Logon Extension | [New Contact | [ Preferred Device | [Contact Center | [ Routing State | [ Personal Menu
Media Logon

Speed Bar —
Caller Info
Contact related
operations
Contact Details
-
area

Latest Contact |~ [ i

Feature control buttons

» Logging on/off for Media Types

All Media
Telephony (inbound calls)

Callback

E-Mail

Web collaboration (chat)

# # OpenMedia (Facebook, Twiter, WatsApp, ...)

[ U

@
@

* Receiving telephone contacts

@ Setting your preffered device
or working with the integrated phone

« Selecting your routing state

. Available
A4 The system assigns contacts to you.

Not available
Unproductive absence

Work
@ Productive absence

» Actions (on the phone)
* Actions (for contacts)

» Performance Status

The attendance status is displayed for members of the team, in the
team list and in the team bar

Logged out
@ Active (in a contact)
Idle
Absent
@ Busy

L~
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Starting a new call or initiating a consultation call
Accepting a call

Disconnecting a call

Holding a call

Resuming a call

Forwarding a call

Conference (from existing consultation call)

Mute (only for integrated phones)

Postdial DTMF tones (only for integrated phones)
Starting and stopping voice recording

Audio and video device settings

(only for integrated phones)

New contact:
Scheduling a callback or writing a new email

Terminating Post Processing activity
or extending Post Processing activity

Requesting assistance from a designated supervisor

(in personal menu)

Requeuing a contact
Active Contacts
The list of contacts you are currently editing
Speed List
Your personal phone book
Team List
The members of your team

Queues
The queue statistics assigned to you

Activity Log
Contacts in the last 24 hours of login time

Email
Your deferred emails and email search

~ OpenMedia

%

Your deferred OpenMedia contacts

Search
Directory search

Performance
Your performance statistics
(available only to you)

Settings
Agent Portal Web Settings

* Miscellaneous

Choose columns
Allows you to select the splats in a workplace

Items in a list:
Add, change or remove

* Extension

Specifying your Logon Extension

« Click on "No Extension" and specify your extension.
« If the displayed extension is wrong, click on it and specify a

new one.

NO EXTENSION

1235557500

Logging in as Contact Center Agent

to receive Routed Contacts

Log in
» To login, click one or more media types:
& Voice
= Callback
= Emaill
@  Web Collaboration
OpenMedia

Or login to all media

* The buttons turn green when you are logged on.

Select your Routing State

+ Select your Routing State from the menu:

Available - You are ready to receive calls
Not Available - You are on a break or serviced out

@ Work - You are currently busy with another task

» Select your Preferred Device.

» Select a preferred device for
Voice and Callback
or
use the integrated phone.

» Select "Change device settings"
to add or remove entries.

» Change the Device Settings.

» Use Settings/ Devices to manage
your devices.
Numbers must be entered in the
international format, starting with "+".

Settings
Devices

Your phones
+ Add device

Device preferences

Desk phone «
Integrated Phone
7509

7605

118

Change device settings

Device preferences

phone

Change device setnngs

Taskbar

* The taskbar contains all relevant functions to handle contacts.

— -
) Descphone § 2 2 O @ 0em (@gccsuent

Call Control Areas

» The call control panel in the main window of the Agent Portal
Web provides a convenient way to handle calls.

"1, Jehasmith
® e

Call Handling (Media Types Voice and
Callback, and direct calls)

Accept or disconnect calls

* To answer calls, click Accept ¢z pick up the headset.
» To end calls, click Disconnect orsang up from the headset.

Call Hold and Retrieve

« To hold calls, click Hold
» To hold calls, click Retrieveg.
>

Transfer
« To transfer a call, use the Blind Transfer button

Consultation

« To start a consultation call, use the New call button
or dial from one of the work areas.
[@: consultation call, you have the following options:

@ Go back to the original call
2 Join a conference
() Transfer the call (supervised transfer)

Post Processing (displayed in the main
window and in the taskbar)

Exit Post Processing

or

. "‘ek o] st Processing button to exit or extend Post
ses

Specify reasons for Post Processing

* Press in an active contact to specify the reason for mutual
Post Prorassing or select the reason from the taskbar menu.



Post Processing pending

@or u

+ If a reason for Post Processing has been selected during a
contact, the contact status changes to "Post Processing pen-
ding".

Active contacts

+ Active contacts list all the Contacts you are currently handling
and the details of previous active contacts.
Active Contacts
Name Time received Duration Destination

| 2 ssearsanatc 101600 P

« The Primary Contact is marked with a dark label, on the left.

« The contacts marked with light green, require your attention.

» To handle another contact, double-click on it. The contact de-
tails will be displayed.

» To edit multiple contacts at the same time, the "Multiple
Contact Handling" option must be enabled in OpenScape
Contact Center by the administrator.

Contact Details Area

» The Contact Details Area for routed calls provides more infor-
mation and options:
— Contact Details:
Description
Source
Destination
Queue
Priority
Wa|t T|me (9 abc@contas eI a nfo@contactcenter
Address
Redirect

— Wrap-up tab

— Directory tab ) homstoa b S11040

— 360° Conversation tab

— Requeue button

— Post-Processing button

Specify Wrap-up Reasons

» Select the Wrap-up tab, enter a wrap-up reason, then select
Save.

» The Wrap-up Reasons can be entered during the call or after
the call, if Mandatory Wrap or Post Processing is enabled.

Active Contacts

Requeue Contacts

Active Voice -8

ﬁ

Details Wrap-up 360° Conversatior

Choose wrap-up reasons
Name Description
PIN lost Need to issue new PIN code.
Other None of the listed reasons.
Campign Calls due ta promation campain.
B Techquestion Question regardig tech details.
Product question Question regarding product features.

sold Sold one or more articles.

ez AL
‘

* You can Requeue a call when
another queue would be more
appropriate.

» To requeue a call, click

* A menu appears to select the
queue target. =Y. 3

360° Conversation

» 360° Conversation can
provide an overview of
previous customer
interactions with the
contact center.

» The agent can edit the
details and update them
while handling a contact.

» This feature must be
enabled in OpenScape

N uninown customer

| S
N e company

| & |

Contact Center by —
the administrator.
& B
S— ==
Speed List

» Speed List is a personal phone book for making calls.
» To create a speed list:

— Add a Speed List entry

— Click on "+ Add new".

— Type in the first name, last name and numbers.

— Click Save.

Search

More than one customer entry is found for that contact

0]

o]

» To edit a contact click on the entry and select "Edit Contact".

&
= &

Speed List a + addnew

m

C)

Q

Acoemibiy

Q

Team List

» This area shows a list of agents in your team and their details
and presence state. You can call them directly from Team List.

Team List <

Queues

» This area shows the live queues. You can filter the view for
easier searching and choose what statistics to display.

Activity Log

» This area shows recently routed and direct contacts. You can
call back an entry in the log or modify the
columns.

Activity Log )}

[




+ In this area you can search for directories. This is
useful if you have colleagues and customers outside the con-

tact center. The presence status of UC users can be display-
ed, if configured.

Q

Personal Performance

+ In this area you can view your personal performance stati-
stics.

Personal performance

Name

Menu (username)

+ Click on the drop-down menu to access the following featu-
res:
by
— Request Assistance
— Undock Speed Bar
— Undock Team Bar

— Log off from Agent Portal Web




Logging on for media type callback

e Click on the gray Callback icon: 2
e The icon turns green when you are logged on:

e Select the available routing state to receive callbacks.

Receiving callbacks

e The Active Callback window is displayed when a call-
back arrives.

e To accept a callback, click the Accept button:

e Agent Portal Web automatically attempts to dial the
destination number.

Active Callback tabs
Active Callback e

Details Wrap-up AttemptLog 3600 Conversation

Description: Campaign

Nama: Robert Smith

Source: 11235557500
Destination 9011496476414102
Queue: C Sales

Priotity: 20

Wit time: 00:09

Address: hittpt#10,20.100.1 14crmuphp?

hand|e=Outbeundidestination =901 1456476414102

Schedule
Start End Nurmibar Status
TS, S4B AM 4122019, B:48 AM S011496476404102  Active
Contact data +

Koy value:

e Details/Address tab: can be used to access additional
information and resources for the callback.

e Wrap-up tab: can be used to select a wrap-up
reason.

e Attempt Log tab: lists the agent name, retry
reason and the date of each attempt.

e 360 Conversation tab: is displayed only if it has been
enabled by your system administrator.

During a call, you can:

e Use all telephony features as usual

¢ Use the requeue button -z to add the call to a voice
queue.

¢ Specify Post processing reasons < ,as usual

¢ Delete Callback

To accept or delete a callback, you need to select a reason
from the displayed list.

Specifying Retry Reasons

Once a connection is terminated, the Retry Options are
automatically displayed.
It is mandatory to enter a callback result:
o If successful, select
"No the callback was successful".
o If not successful, select
"Retry later" - select a Cause and the retry time
or
"Now" - specify the number to be called right away

When finished, click WM

Retry Options | Retry Options
Enter a ratry opion Enter a retry aption 1o clase this eallback.
Would you ke to retry the Would you like to retry the callback?
@ No the callback was successful. b ssful
Retry later
Cause Cause Not Home v
Retryin hhmm Retryin 0030 hhm
Now
Retry No. 0049647641418
Retry No.: Retry No. try N

Scheduling a new callback

To create a callback from the New Contact menu, select
the "Create new Callback" option and enter:

e Details:
Name Create new Callback
Queue —
Description (o
Priority (1 to 100) s -
Reserve for user |

e Schedule :
Time intervals
Phone numbers

e Contact Data (optional) = . s
Edit callback date x

Configure the details of a certain callback

- Contact data +
Start time: 0472212018 B 0730AM

Ki val
End time 04/22/2019 @ 1030 AM
Phone 9011496476414102
no.:
T conce =N o
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Logging on receive emails

¢ To receive or send emails, you need to be logged on
for the media type.

¢ Click on the gray Email icon:
¢ You can obtains the system routed emails if you are in
the available routing state.

* You can compose new emails regardless of your
routing state.

Receiving Emails

e The Active Contacts window is displayed when an
email arrives.

e The email message is displayed on the first tab.

* You can use the information on the other tabs in a
similar way as for Voice contacts.

e To edit the email. voil can 11se the followina huttons:

Answer - compose a reply

Q9

Defer - continue working on the email later

Transfer - transfer to an Agent, externally/consulting

Requeue - add to another queue

Discard - discard the email conversation

1] 1> N

Print - print the email conversation

Active email & =2 @ R e
Message Detalls Wrap-up 360° Conversation
From: John Smith Received:  Apr 22, 2019, 1207:11PM
To: esales hotline
Subject:  Price List

Hi there,

can you please send me your curent price list?

Many Thanks

BR

John

Answering Emails

e When replying to an email, the "Cancel" button allows
to return to the top level.

¢ You can simply enter a response message and use the
formating tools or use the following buttons:

Show address fields

1Y

Paste templates

Attachments

(=]

e When writing the answer, you can use the formatting
tools available in the Toolbox.

R e e e &= E = A B Mormal
Sans Serif & Bpx ¢ B I US

e You can use the "Link" button to add hyperlinks to
your email answer.

e Spelling and grammar check is provided by your web
browser.

Email reply A =2=0 a]e

From: John Smith <JoSm@contactcenter.openscape.com >
2019/04/22 120710
<esales@contactcenter.openscapa.com>

Subje

Hi there,

can you please send me your current price list?

Changing Address Fields

e You can use the "Display Address Fields"
menu to select the address email fields
you want to display or modify.

From

Cc

Using Templates

e The "Templates" button allows you to use templates
created by a manager.

e You can see a preview of the templates in the Email
Templates window.

! Selecta template for your email
a
Name = Description &
Sample uto-response Samale autcresponse
. UTF8 sample file for foreign
chamders.
Pricelist \J Link to our pricelist.
Dats Sneet - Link 1o our data sheets.
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Attachments

e The Attachments button
displays the attachment )
area, at the bottom of the ... ™
email.
e To hide the Attachments b
area, click "X". ne %@ = EE EZ
e To add attachments from ™" “* #7%°
from your local storage,
click "+".
e You can view or remove
any attachments added.

Email Transfer

There are three options for email transfer:
¢ Internal transfer - to another Agent

Email reply B =2:=0(0

To

Internal transfer email g 8 &
To Can Fixit

subject Fricelist

B ®E T EE EEZ AN tomal
an: L} 8p B IUVE

e External transfer - to an external party

External transfer email =0 8 o
To gnfiecontactcenter.openscape.com

Subject Price list

nWe SE T EE [E= AHK Normal &

sansset 3 8w ¢ B I U &

Can you please handie this request?

e External consultation - collaborate with external
participants

External consult = R w e

S cantadtcenter, apensape.cam

Subject Price list

o f
O
[ =
@

handling this custamer request?

Deferring and Resuming Emails

¢ To defer emails, agents can use the Pause=] button.
¢ Deferred emails appear in the Emails area and can be

resumed using the Resume £ button.

Discarding an Email
e When discarding an email message,

you need to specify the Discard =
Reason. eyagent
¢ You can still search for a discarded FE

message in the Email area.

Printing an Email
e You can print an email for a preview of it.

Message

From: The ABC Company  Received: Apr 18, 2018, £:25,09 PM
Toe info hotling;

Historical Search

e You can search for the
entire email history using R B
the the Search button in .
the upper right corner of

the Email Area. o e :
¢ You can specify additional T -

search parameters in the

form. orerta -

* The search results are listed
for conversations with several
emails.

* #Search results L ee—

et 13 202 TS P

oex 10, 2292913 A

M A A ey, I TAEIM



Logging on receive Web Collaboration
contacts (Chat contacts)

e To receive web collaboration contacts, you need to be

logged on for the media type. ®
e Click on the gray Web Collaboration icon:
e You have the option to receive the routed Web Colla-

boration contacts when you are in the available routing

state.

Receiving a Web Collaboration contact

¢ When the Active Web Collaboration window is display-
ed, you are in the response mode and you can compo-

se your reply to the contact.
e You can use the following tools:

=) Request Callback Number - opens a field to enter the
customer’s telephone number

P Transfer Chat - to Agent or to another queue

£+ Invite - ask another agent to join the chat session
B Bold - text format

Y Underline - text format
I Italic - text format

# URL - adds a predefined URL, as defined in the
Manager app

m Message - adds a predefined message, as defined
in the Manager app

= Emoticon - adds an emoticon

Active Web Collaboration

= ) -8 & &

019, 3:22 F1M How can 1 halp you

Q

BIruveLe8ag

Direct Callback

e For Direct Callback, you can request a phone number
from the customer.

¢ Click the "Request Callback Number" button: 7

e The New Call window is
displayed in the Agent
Portal Web.

+49(6476) 414-118

Inviting Agents

¢ You can invite other agents Invite Ageat
to participate in an —
existing session. 23 i e
¢ Click the "Invite" button: orfersn  oestone |
« Invited users receive a o e

complete copy of the e
meeting.

Using Standard Messages

e A Standard Message reduces the time spent in
answering web collaboration contacts.

e Click the "Message" button: ™

e Select one of the predefined Standard Messages.

e The message is inserted in the message input area.
You can edit, if desired, before sending.

Using URLs

e You can send a URL, i.e. as a link to a website, paste
it into a Web Collaboration message. When the cont-
acts receives the message, the URL will be displayed
as a clickable link.

e To do this, click the "URL" button or the bottom of the
Active Web Collaboration window: ¢

e The URL is added to your message.

Using Emoticons

e Emoticons, i.e smiling face, are frequently used in
electronic messages to convey an informal
impression.

e Click the "Emoticons" button c‘@lthe bottom of the
Active Web Collaboration tab:

Unify OpenScape
Contact Center

Agent Portal Web
Web Collaboration Chat
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Adding text

* To receive OpenMedia contacts, you need to be logged
on for the media type.

e Click on the gray OpenMedia icon: #

¢ If more than one OpenMedia channel is configured in
your system, you can select the channel from the
drop-down menu.

¢ You have the option to receive the routed Web
Collaboration contacts when you are in the available
routing state.

Receiving an OpenMedia contact

with real-time handling
Example: Facebook Messenger Chat

¢ You can recognize a real-time contact by the red
"Disconnect" button.
¢ When the Active Contact Window for the OpenMedia
Contact is displayed, you are in the response mode
and you can write your reply to the contact,
¢ You can use the following tools:
Terminate the session - if the other party
continues the conversation, a new session will
be opened

£+ Transfer - select an Agent to whom you want to
transfer this contact

B Discard - discard the OpenMedia contact

<

Print - print the OpenMedia contact

nFacebook = ) 8 & &

Session Details Wrap-up 360° Conversation

@ Gregor-Martin Fehrenbach
H

i
i there somebody who is willing to answer my Facebook
Messenger chat?

PN, Does seliit

¥ Yes Iam!

Receiving an OpenMedia contact
without real-time handling
Example: Facebook timeline post

¢ You can recognize a non-real-time contact by the
absence of the "Disconnect" button.

e When the Active Contact Window for the OpenMedia
Contact is displayed, you are in the response mode
and you can write your reply to the contact.

¢ You can use the following tools:

R Defer - continue working on this OpenMedia
" contact later

= Transfer - select an Agent to whom you want
to transfer this contact

[*  Requeue - select a queue to requeue the contact
«. Discard - discard the OpenMedia contact

= Print - print the OpenMedia contact

nFarebnnk ek B e

Session Detalls Wrapup 380 Conversation

@ Gregor-Martin Fehrenbach
This is & nice page. Let's post something on the tmeline here

Resuming a deferred OpenMedia

contact

¢ Agents can use the Open Media Deferred Messages
Tab to resume their deferred contacts.

OpenMedia Deferred Messages < fr

Gragor Martin Fehranbach S16PM Deferred Facebook

B

Unify OpenScape
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About direct calls and CLIP

e OpenScape Contact Center allows you to include a
CL|I|P when dialing from Agent Portal Web for direct
calls.

¢ Possible CLIP numbers are stored for this purpose by
the administrator.

¢ However, you must first select which CLIP numbers to
use when making direct calls in your settings.

CLIP settings in Agent Portal Web

You can:

¢ Define a CLIP individually by call

e Take a CLIP permanently

¢ In addition to the CLIP numbers that your administra-
tor has defined, the extension where you are logged
on is also available.

¢ By default, this extension is always used.

Settings

Dialing with the Call Button

e When dialing directly with the call button, you have a
drop-down menu in which you can select the CLIP.

L/

Anruf

‘ 498944444411 /Service 4411 v [|

2

e Agents can use the Open Media Deferred Messages
Tab to resume their deferred contacts.

Dialing from the Speed List

e When dialing directly from your Speed List, you have
a drop-down menu, where you can select the CLIP.

”_ Hugo2 Ralph

Ex_;l}_ﬁ_flor‘ number
EIQE,Q:.‘;-':_m 1/Service 4411}
e

498944444412/Service 4412

< Back

Dialing from the Speed Bar

¢ If you dial directly from your Speed Bar, you have a
drop-down menu where you can select the CLIP.

Extension noymber
4989444444 71/Service 4411

498944444412/Service 4412

4 Back

Dialing from the Directory Search

e When dialing directly from a result of your Directory
Search, you have a drop-down menu in which you can
select the CLIP.

Calling Number
Extension number
5989¥M1®er\n(e 4am

49894444441 2/Service 4412

_,n_ Juliane Doebner 1
LR/ Telsfon: ~4(8914444.7703 e e
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Downloading the Desktop App

e The Agent Portal Web Desktop App runs Agent Portal
Web in an Electron-JS environment instead of running
it in a Web Browser.

e This allows additional operations on your desktop
which are nor allowed from within a web browser.

¢ Use the link below the login fields to download the
Desktop App and start the installation.

Installing the Desktop App

For the installation, you need to do the following:

o Aaree to the license aareement.
.nhglmanlDurtuDNFStNF . - x|
[

License Agement
Fortal Deskbop Aop. E

Presis Page Down bo sée the rest of the agreement,

End User License Terms for 0SCC Web Desktop
Applications Version 11.0.0.0

[Copynght (2021) Unify Scfware and Solations GmbH & Co. KEG. AL
rights reserved

The software 15 the property of Unify Software and Schibions GubH
& O B 03 and oraterted by natianal and stematianal commahts

B you accept the terns of the agreement, cick 1 Agree to continue. fou must accet the
‘agreement to nstall Agenk Portal Deshtop App.

v

[ ] | oo

e Select an installation option:
— Just for yourself: you do not need any special rights on

your PC for this
- For all users: to do this, you need full administrative
rights on your PC. Contact your Windows administrator.

B agens Parma Deskrop 2pp Setup - x|
Choose Installation Options
W shiabd this appication b installed for? E

Plaasa selact whether you wish to maks this software avalabies o ol users or ust yourssl

) amyone who uses this computer (al isers)

@by for e (studert)

Frash install For current user enly,

<Back Corvel
e Choose the installation directory

Tt ic recommended tn keen the defai|t directory,
[ B gent Partal Desktop App Setup - x

Choose Install Lacatior
Choose the fakder in which to Install Agsnt Portal Desktop Aop. E

Setup will install Agent Fartal Desktop App in the falowing folder . To install in a different
foldsr, click Browse and ssbect another fokder. Chck Instal to start the nstalation,

e Finish the installation.

B Agent Portal Desktop App Setup -

Completing Agent Portal Desktop
App Setup

Agent Portal Deskiap App has been installed en your
computer.

Click Finish to cose Setup,

A Run gert Portal Desktop App

e Taskbar mode
The taskbar mode
takes up little space
on the desktop and
can always be kept
in the foreground.

e Automatic opening of
programs via the
additional information

Working with the Taskbar Mode

e The taskPllr mode is activated via the "Taskbar mode"
button:

e In taskbar mode, you can perform all phone call
functions from the taskbar.

e The rest of the Agent Portal Web application is only
displayed when needed or when you exit the taskbar

P e N
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