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AVAILABLE / UNAVAILABLE
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DefaultQueue

When you’re on a call or doing wrap-up codes you will see the red minus
0 sign (unavailable) as your status in the upper left corner.

Your status will always be unavailable when you first log in unless you
have selected “auto available” in your preferences.

SalesQueue

Available - 0:01

To go available click the red minus sign and a green check mark will
appear. This means you're ready to take calls.

@ Available - 0:03

Available

ME Bathroom
To go unavailable again, to say, go on a break — click the green check
e and a drop-down list of unavailable options will appear. These selections
\: Lunch Break will allow the supervisor/admin to correctly see the hours worked through-
out the day and when breaks were taken.
Training

@ Auto Avallable
* B Answer calls automatically
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MAKING AN INTERNAL / EXTERNAL OUTBOUND CALL

Always dial out from inside this platform to ensure correct reporting
data for your admin/supervisor.

C] $ § B 7 i
Outgoing ®

Call

Click the outgoing call icon.

R Your dial pad/contact list will appear. You have four options for dialing:

X]

\; Dialed Number
Nov 13 18, 12:16:18

\; Dialed Number
Nov 13 18, 11:53:01

Q Dialed Number
Nov 1318, 11:33:45

\: Dialed Number
Nov 1318, 11:17:28

,\a Dialed Number
Nov 1318, 11:14:03

s G I S

g Dialed Number
Nov 13 18, 10:55:32

< Dialed Number
Nov 13 18, 10:55:07

Enter the name or  Find them on the Find them on the Use your dialpad
number and click outgoing/incoming  users list if it’s an to dial the number.
the green phone call list. internal call.

icon.

CALLS MENU o

5704177077 IMPORTANT PHONE FUNCTIONALITY

@ Pick-up Pending @ Once you click the green phone icon to place the outbound call, the
contact center will alert your desk phone, it will start to ring, and you’ll

00:00 L
see this window on your screen.
n»+ ®

Name: SrosI AL You need to answer your desk phone to initialize the outbound call.
Arrival Time: Dec 1, 2018, 10:01 AM

This is how the contact center and your desk phone connect to eachother
to gather information for the reports.

Keep in mind everything is monitored and reported within call center.
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SCHEDULING A CALLBACK

CALLS MENU

5704177077

Wrap-Up
00:13

1n»+

4 5704177077
Time: Dec 1, 2018, 10:01 AM

L

Number

Date

D Callback 5704177077

=

@ QL 5704177077

Dal277
Time

“ |
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Call Me Immediate Dialing

Specific [URPRIGE] a

Time

Specific WEI

| Call Me

Immediate Dialing

Call Kate Back

URL
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You have two options for scheduling a callback:
1. While on a call you can schedule a callback directly from the call itself.
2. You can select the callback icon from the menu and schedule the
date/time you’'d like to be alerted.

To schedule a callback while on a call:

Click the “+” icon on the calls menu and the round callback icon will
appear. The callback window will open, and it will automatically copy and
paste the number into the callback widget. From here, you need to:

1. Include the name of the person needing a callback.

2. Pick a date and time. This can be a window of time, or a specific
date/time.

3. If you are required to call this person back select the “call me” check box.
Please remember that your status needs to be “available” in order for the
callback to alert you.

4. If this is a call anyone can take within the queue then schedule the
callback and include notes for the outbound dialer.

To schedule a callback from the menu:

1. Include the name and number of the person needing a callback.

2. Pick a date and time. This can be a window of time, or a specific
date/time.

3. If you are required to call this person back select the “call me” check box.
Please remember that your status needs to be “available” in order for the
callback to alert you.

4. If this is a call anyone can take within the queue then schedule the
callback and include notes for the outbound dialer.
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SCHEDULING A CALLBACK (conr)

CALLS MENU

Kate

W S Q

rry ® The callback process:

i When it’s time for a callback to occur, the call menu will pop out with the
Queue: DefaultQueue call information. Click the green callback icon and it will copy and paste
Message: Call Kate Back the phone number into your dial pad.

Callback Number: 55555565555

The callback feature is basically an alarm, much like you can set on your
mobile phone to alert yourself of a task. Once the “alarm” pops up you do
need to complete standard call out procedures.

CALLS MENU (4]
Kate
. Pick-up Pending ®

00:00
» + @ If you selected the “call me” option, and at your scheduled callback time
Name: Kate you’re unavailable, the call me option will wait until you are available again
Queue: DefaultQueue to give you your callback alert. If “call me” was not selected, an available
M mgpec El sty B agent at that time and date will receive the callback alert with your notes.
Callback Number: 5555555555

» Outgoing Call
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LRI Incoming [ Al

«2 Dialed Number 125
Nov 13 18, 12:16:18

{ A

X

e i Once the number has been pasted in the outgoing call window, click the

« Dialed Number 125 green phone icon to place the outgoing call.

Nov 13 18, 11:33:45

¢ Dialed Number 125
Nov 13 18, 11:17:28

\a Dialed Number 125
Nov 13 18, 11:14:03
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\: Dialed Number 125
Nov 13 18, 10:55:32

\‘ Dialed Number 125
Nov 13 18, 10:55:07
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