r=Cs

CCS Desk Agent

User Manual

Please read this manual carefully before
operating your set. Retain it for future reference.

iPECS is an Ericsson-LG Brand

<
>

ERICSSON

@ LG



IPECS CCS Desk Agent
User Manual

Issue 1.8

Revision History

ISSUE DATE DESCRIPTION OF CHANGES
1.3 2012-11-16 Preliminary release
1.4 2013-01-07 Reformatted page footer last page, removed arrows
1.6 2013-01-30 Export Limit Warning, Release
1.8 2014-02-28 Applied new BI

Copyright© 2012 Ericsson-LG Enterprise Co. Ltd. All Rights Reserved
This material is copyrighted by Ericsson-LG Enterprise Co. Ltd. Any unauthorized reproductions, use or disclosure of this
material, or any part thereof, is strictly prohibited and is a violation of Copyright Laws. Ericsson-LG Enterprise reserves the
right to make changes in specifications at any time without notice. The information furnished by Ericsson-LG Enterprise in
this material is believed to be accurate and reliable, but is not warranted to be true in all cases. Ericsson-LG Enterprise and
IPECS CCS are trademarks of Ericsson-LG Enterprise Co. Ltd.



IPECS CCS Desk Agent
User Manual Issue 1.8

Table of Contents

1. USING CCS DESK CLIENT ..t 5
1.1 @ 1| PP PPTPN 5
1.1.1 LOGIN WIth PASSWOIA .......ccceiiiieiiiici e e e e e e e e e e e aaaa s 6
1.2 B U T T ON S . ettt e et eaans 8
1.3 O 7 WL PP 8
1.4 ACTIVE CALL 1ttt ettt ettt ettt ettt e e et e et r e e et et et e e e et e e e et e e e aa e e et e eeanns 9
141 AANISWET <.t e et e ettt e ettt e ettt e e et e e eab e aene 9
1.4.2 L F= 1T U o PSPPI 9
1.4.3 Hold and UnhOId ... e 10
1.4.4 DU s 10
145 Transfer and CONFEIENCE ........oooiiiiiiii e 11
1.4.6 Other Call Related FEatUreS. .........coooiiiiiiiie e 12
15 I =7 PP PPP 14
151 SEEUP MY TRAIM ...t et e e e e e 14
15.2 TEAM FRATUINES. ...ttt e e ettt eeeaeeeanees 15
1.5.3 Transfer to another QUEUE ...........uiiiiiiii e e e aaans 16
1.6 S S S e 17
1.7 HI S T ORY it 18
1.7.1 Missed / Incoming / Outgoing CallS...........uuveiiiiieiiiiiie e 19
1.7.2 =T oT ] o [T 20
1.7.3 S S 21
1.8 ) =Y Lo o PP 22
18.1 Search for AQENT ... 23
1.8.2 SEArCH fOr QUEBUE... ..ot e e b e e aaaans 24
1.8.3 Search for System Speed Dial ..o 24
184 Search for Personal Speed Dial ............coiiiiiiiiiiiiii e 25
1.8.5 Search fOr EXIENSION ......oouiiiii e e et e e 25
1.8.6 Search for Microsoft Outlook or Microsoft CRM Contact .............ccoeeveeeeeeeeeennn. 26
19 PERSONAL SPEED DIALS .. ittt e e e e e e e an e e eaneeees 27
1.10 CONFERENCE ROOM ...cuiiiiiiiieeite ettt ettt e e e e an e eanns 28
1.11 CALL ACCOUNT CODES ... cctuiiitiieiiiiaeetie et e et e et e et e e et s e e et eeaa e e eaa e eaaaeeennns 29
1.12 CALL COMPLETION CODES ...uiitiiiiiieieieeeeiae et e et e e et e e et s e e et e e eaa e e eaa e e eaaeeennns 30
1.12.1 Automatic Call Completion COAES.........oeeiiiiiiiie e 31
1.13 CCS DESK OPTIONS ..ccetttttiae e e et e eeeetitis s e et et a s e e e e e e e e a e e e e e e esnnnaaa s 32
1.13.1 (ORI 2= Teto] £ I @] o] 1o ] 1SS 35
1.13.2 Advanced CCS Desk Configuration .............cooiieeerieeiiiiiae e 37




IPECS CCS Desk Agent

User Manual Issue 1.8
1.14 AALWAYS ON TP ettt e et e et e et e et e e e s e e s e enanas 39
1.15 1@ 110 16 1 39

USING CCS DESK MANAGER ..ot 40

2.1 10 T | 40
2.2 CCS DESK MANAGER OPTIONS .. uitiitittie et et et et et et e e e et e et eae e e e e a e e eseaaans 41
2.3 MONITOR QUEUES ...uuiiiiiieiiie e it e et e et e e ean e e et e e e et e e e et e e e et e e e st e e eaaneeesneeeanneeees 42
2.3.1 Drag and Drop Agents to/ffom @ QUEUE ........cceeeeeiiieiiiiiiie e 43
2.3.2 QUEUE DELaAIIS VIBW....ccvui et e et e e e er e eeeaaaas 45
2.4 MONITOR CAMPAIGNS ...euititite ettt et e et et et e e et e e e e s e et ea s e s e saaeteenssnsaannns 46
2.4.1 Campaign DetailsS VIEW ........uoiiii e 47
2.5 MONITOR QUEUE GROUPS ... .ceuiiieii et e et e e e e e et e et e e e e et e e e e e e e et e eanaeenneenns 48
2.6 LY@ N T = AN T =1 5 T 49
26.1 Agent Control from CCS Desk MaNagEr.............ueuvueueeimerieiieieiiiieeiiieeennnennnnnnnnns 49
2.6.2 AGENE DELAIIS VIBW ...vviiii e e e e e 50
2.6.2.1 Adent Details VIEW OPLION. .....ccuiiiiiiiiiiiie ettt e e e e e e e e e e 51

2.7 MONITOR PABX ..o 55
2.7.1 Resetting an Announcement POrt............oouviiiiiiiiiiie e, 56
2.7.2 Clear Call from SYStem ......cooiiiiiii 56
2.8 REAL-TIME CALL HANDLING ...utettitiite ittt et e e et et e et et e e e e e et e e e s e sanannas 57
2.9 Y | = =] =1 N[220 1, (] 5] = 58

USING CCS REPORT WEB ...ttt eaenenaa e 59

3.1 GETTING STARTED WITH CCS REPORTWEB ...uitiiiiiieeee et 59
3.2 RUN A NEW REP ORT ettt ettt e e et e et e e et e e s et e s s e ans s enanas 60
3.3 FILTER = STEP L oottt e e e aanees 61
3.3.1 Dale RANGE....ciuii i e e 62
3.3.2 (=T [T L0 F TR 63
3.3.3 U] 0] o TST €S D= 11T TP 63
3.34 (O 1] TR 64
3.35 ACCESS COUBS ... vttt ettt e e et ettt et et et e e e e e e e e e et e e reaans 64
3.3.6 Y ANl oto ] U] 0] A G0 1o [T 65
3.3.7 ACCESS COUBS ... vttt ettt e e et ettt et et et e e e e e e e e e et e e reaans 65
3.3.8 F 0= o | PSPPSR 66
3.3.9 F N 1YL= G I 1P 67
3.3.10 AULNOTIZAION COUBS ... enieiiee ettt et e e e e e e e e et e e eenaens 67
3.3.11 T G 1Y/ o L= PP 68
3.3.12 (O 1| I = Vo 1= 68
3.3.13 (O 1 I Y/ o 1= S 69
3.3.14 (O 1| LTS | 5 TR 69
3.3.15 (O3 0] o = 1o | o 1S 70
3.3.16 (O Y (<Y S =T G = (< TP 70
3.3.17 (070 gp] o11=1 110 ] o I @0 To [ TS 71




IPECS CCS Desk Agent

User Manual Issue 1.8
3.3.18 31T ox (o] o 72
3.3.19 DUFALION L.ttt e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e aeeaeas 73
3.3.20 EMAII T SMS ..o e e e e e e e e e e e as 73
3.3.21 PrIVAte NUMDET .....euiiiiiiii s 74
3.3.22 QUBUE .. e 74
3.3.23 Sl i 75
3.3.24 TIMES OF DAY ... oottt et e e e e e e e eetet e e e e e e eeaennnes 75
3.3.25 BN 1 0] 1101V o T SSPPPPRRTN 76
3.3.26 I 1] I = PP 76

3.4 REPORT OPTIONS — STEP 2 ...t eeiiiie e et e et e e ettt e e e e et e e e e eea e e e e eeanaaeaeenes 77
3.5 REPORT VIEWER — STEP 3. ...ttt 78
3.5.1 SAVE OPLIONS oottt a e 79
3.5.2 SUBSCIIPLION .. 80
3.5.3 Y= T IS T= ] 1] T PP 80
3.54 SUDBSCHIPLION SELHNG ..o 81
3.55 SUDSCIIPION SEHINGS ..ooieiiiiiiie e e 82
3.5.6 New SUBSCHPLON FOIAET .......uiiiiiiiiii s 82
3.5.7 NEW SCREAUIE ...ttt 83
3.5.8 TeStiNg SUDSCHIPLION. ......eei e eeeeeenees 83
3.5.9 (0T ] =T oL ] ¢ PSP 85
3.5.10 e 11 (=T o T o T 85
3.6 DASHBOARD .....cuttiii ittt 86
3.6.1 Filter — SteP L...oooiiiiii 86
3.6.2 ChooSe StatiStiC — STEP 2. i 87
USING CCS DASHBOARD....... i 88
4.1 FILE MENU .ottt e e et e e e e e e e e an e e eaneeees 88
4.1.1 =T IS Y] 1] o PP 89
4.2 OPTIONS IMENU . .. ctiee ettt e e e e e e e e e e e e et e e e e e e e s e e eaaneeennns 90
42.1 L@ 0] 1 o] o 91
4.3 AN 0] 1Y/ 1= L N 92
4.4 GROUP IMENU ...ttt e e et e e e e et e e e et et e e e e e et e e e e ensa e e e ennnanns 93
4.5 CANVAS IMENU . ..ttt ettt e et et e e e e et e e e e e et e e e eees e e aeeannaeeeeennnaeaennes 94
4.6 CCS DASHBOARD OBJECTS . cituueaiittiuaaeeetiaaaeeesnaaaaaessnnaaeesssnaaaeesnnaaeeesnnaaeeenes 95
4.6.1 OVRIVIEBW ... 95
4.6.2 SEEVAIUE ... 97
4.6.3 List of Objects and Styles..........uoii i e 103
USING CCS CHAT .o e e 108
5.1 CUSTOMER PAGE ...ttt ettt e e et e et e e e et e e e e e e eaaeeees 108
5.2 A GENT PAGE .. ittt ettt et e et e e ea s 111




IPECS CCS Desk Agent
User Manual Issue 1.8

1. Using CCS Desk Client

1.1 Login
Run the CCS Desk application from the start menu: Start - All Programs - CCS > CCS
Desk.

. CCS
Bl CCsDESK Config
483 CCS DESK Manager
|&4 CCSDESK
[ CCS Service Manager

A dialog box will appear prompting the agent to select their name and extension that will be

controlled by this agent. The agent also has the opportunity to place themselves on a break at

the time of login.

[ Connect to CCS DESK Server |
Name |Jack |
Extension |IPECS GC - Extn 9201 1
Break | Ready -]

b 00 L Cancel |

Select ‘'OK’ and the agent will be logged into the CCS Desk application. An icon will appear in
the system tray of your windows task bar to show the agent they are logged into CCS Desk.
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111 Login with Password

Password may be enforced by the system administrator for added security on the login process.

Please consult CCS Desk Manager — System section 2.9.32 for more information.

New agents are automatically assigned with ‘password’ as their default password. This will need

to be changed into something else on the agent’s first login.

Connect to CC5 DESK Server

Mame |Ja-:k j
=l
=l

Estension | TAPI PABYX - Extn 9801

Break. | Ready

Pazzword |

rODET L UK Cancsl |

Password Modification @

xxxxxxxxxx>1

Enter new pazswaord

HEREERRHRAR

Confirmn new pazsword
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Agent can reset their password from their CCS Desk options.

Configure CCS DESK [

Change CC5 Record Recaording |
-

Show Floating Call Wwindow [

Show Floating Toaltip with Campaign Calls [

Active Call Toolip Dizplay Dpacity _Jl

[lueue Statistics Popup Display Options |D|:|nt dizplay Cueues j

Enable CCS DESE. Diagnostic Trace |.-'1‘-.Iwa_l,ls Enabled j

Advanced CCS DESK Configuration Advanced Options |

SkTP Settings for sending Email SKTP Email Settings |

Change pazswaord

HEAT Settings |
MO096 Ok | Cancel | Apply |

3 - E 8 -

System administrator is able to reset the agents’ passwords from CCS Desk Manager. Please

consult CCS Desk Manager — Agents section 2.9.1 for more information.
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1.2 Buttons

Once the login is complete, CCS Desk will be displayed showing the logged in agent name and
extension number, and the agent’s status. The main row of buttons across the top of the CCS
Desk client are used to make each of the ‘panels’ appear or hide. Each of these panels can be

closed by clicking on the ‘X’ button in the top right of that panel.

CCS DESK
" B2 9 2%

My Status

Display ‘My Status’
Display ‘Active Call’

Display ‘Teams’

& Jack 9801

¥ Available

Display ‘CCS SMS’
Display ‘History’

Display ‘Search’

EEOGEOEMAE

Display ‘Speed Dials’

1.3 My Status

The ‘My Status’ screen shows the name of the logged in CCS Desk agent, and their extension
number. It also displays their current status. This shows when you are available, on a call, on a

break. The large icon also changes to reflect the status.

EEBsin =5 Agent can update their presence by changing their

v B2 9 2%

My Status *l '“L

*l Jack 9801 break status on the My Status panel. CCS
Bathroom Break Active 00:00:17

@ Ready

Q Accounts |
Q Admin
o ECC

A Dz Binht Barl

Desk will also show how long the break status has

been activated.

The status change will also be shown on any other CCS Desk and CCS Desk Manager,
allowing other people to see your ‘presence’. If you are using CCS Desk as part of CCS Q or

CCS Call, putting yourself on a break will stop you from receiving calls.
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If you are already on a call, you may select a break while on the call; however your status will

not change to actually be on that break until you have finished the call.
When you are finished on your break, select ‘Ready’ which is the top item on the menu.

If your agent is configured in CCS Desk Manager to have an ‘Auto Break’ you can select this by
pressing the hotkey configured in CCS Desk Manager. Please consult the CCS Desk Manager

— Hotkey section 2.9.3 and CCS Desk Manager — Agent section 2.9.1 for more information.

1.4 Active Call

The active call window automatically appears when you are on a call. This is how you can see

the information about the call, and control the call.

14.1 Answer

When an incoming call is received externally or
CCS DESK

r BELih® % internally, CCS Desk will be displayed. It also

My Status shows the name and company of the person if

& . Jack 9801 CCS Desk is integrated to a contact database
Ringing Duration 00:00:06

e.g. MS Outlook or MS Dynamics. When CCS
Active Call
g Q system is used, agents will also be able to

Ben Adams
Fincom : see the name of the queue for that call.

cCCccC .
Sldeeis - To answer the call, click on the ‘Answer’ button.
Geneva Conference 3

Ringing Duration 00:00:06

\‘ﬁ.

1.4.2 Hang-up

CCS DESK
5 2= ® ® %
My Status

Jack 9801 ‘Hang-up’ button 4%
¥ Ringing Duration 00:00:06

Once the call is answered, to end the call click the

Active Call

Ben Adams
Fincom

55530300 )
Geneva Conference FalF |
Talking Duration 0:0:00:05 0
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1.4.3 Hold and Unhold

CCS DESH

v B2 @ * %
My Status

Jack 9801

hd Cn Hold Duration 00:00:25 Busy Incoming

Active Call
Ben Adams

Fincom

555303800
Geneva Conference
On Hold Duration 00:00:25

Held Calls
%! Geneva Conferen... OnHold 00:00:25

1.4.4 Dial

To hold a call, click the ‘Hold’ button -~ when

there is an active call. Press the same button,

or the bigger button, Ml or double click on

the Held call % to pick up the call again.

To dial manually open the Active Call window and click on the Dial button. E

CCS DESK
v B SO 2%
My Status

& Jack 9801

¥ Available

Active Call

CCS DESK

E s e ® %
My Status

& Jack 9801

Y Available

Active Call

Please note that it is possible for this ability to dial a number manually to be configured as

disabled by the CCS Desk Administrator. Please consult CCS Desk Manager — Agents Section

2.9.1 for more information
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1.4.5 Transfer and Conference

CCS DESK
v B LSO &%
My Status

ﬁ . Jack 9801

Talking Duration 00:00:11 Busy Outgoing

Active Call

Ben Adams hd
Fincom B
ERE35300
Ee
(i)

Geneva Conference *
Talking Duration 00;00:05

‘
ﬁ Ben Aduge Ben Adams i -

"4 Fincom
& Chriz Plumridge Break (Priority Ta..

Queues

CCS DESK
v EL O A%
My Status

Jack 9801

Talking Curation 00:00:11 Busy Qutgoing

Active Call

Ben Adams

Fincom

55530300

Transferred from Jack (5801}

Conferenced Duration 00:16:17 0
Held Calls '
:; Ben Adams 9303 Conferenced 00:00:23

-4 Talking 00:00:06

Busy Incoming

s Ben Adams

a Bruce Wiglinga Free

& Chriz Plumridge
Queues

Break (Priority Ta.. | =

CCS DESHK

v B SO 2%
My Status

ﬁ . Jack 9801

Talking Duration 00:00:11 Busy Qutgoing

Active Call

Ben Adams
9803

Talking Duration 00:00:11
Held Calls

%! Geneva Conferen... On Hold Transferring ...

i Ben Adams

orce vioings e

Elus',r Incoming

& Chriz Plumridge Break (Priority Ta.. | =

Queues

A call can be supervised transferred to a team

member by dragging the call in the ‘Active Call’

screen and dropping it on the team member.

Press the Transfer button ¥ to complete it. Press

the Conference button i: to conference the

parties.

11
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1.4.6 Other Call Related Features

CCS DESK

*r B4 % Agent can access the list of CCS Desk

My Status functions and telephony controls by
Q - Jack 9801

Talking Duration 00:00:02 Busy Outgoing
Active Call

clicking on the drop-down arrow ¥ at the

active window.

i Ben Adams
Fincom § Pop Contact
w 929539800 @ Edit CallInfo

Geneva Conferem i
Talking Duration 0 Dialpad

A, Hangup Call
s Hold Call
[& Park Call
d Start Recording
Motify Call
Enter Account Code
Enter Completion Code

Pop Contact — When integrated to CRM application, this option is available to manually open

the CRM contact screen.

Edit Call Information =
Number | 0755539800 o« | || Edit Call Info — Modify the call details name,
Cancel . .
Name |Ben Adams company and notes information of the call.

Company | Fincom
Motes

Small notes about the call|

MO053

=
X 1 """ 2 3 Dial pad — Allows user to send additional digits once the call has
..... 4 5 6 connected.
7|1 8| 9
1 0| #

12
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Park Call — Puts the call on the PBX park device.

Notify Call — Sends additional information to the XML Gateway.

Agent can also access the list of recent calls in

relation to the phone number by clicking on the

magnifying glass icon + in the active call

window.

CCS DESK
P shO
My Status

Jack 9801

hd Talking Duration 00:02:13

Active Call

Ben Adams

Fincom
55539800

Geneva Conference
Talking Duration 00:02:18

Recent Calls

|55539800

W 20:51:22 2 Day...
19:51:46 2 Day...
14:31:45 2 Day...

» 12:37:52 3 Day...
» 12:20:37 3 Day...

A A BT S e

I

Mark Dev (9808)
Mark Hammans (8
Mark Hammans (9
Mark Hammans (9
Mark Hammans (8 _

Bl W o e e e e =

F

13
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1.5 Team

To view your ‘Team’ click on the team button. This will list the members of your team, and show

their status.

151 Setup My Team

To manage your team members, right click on Team to enter the setup screen. Use the arrows
to move some or all agents to the list on the left. The list of agents shown on the left will be your

team members. To remove, return them to the list on the right.

CCS DESH

v B2 ® %
My Status
Jack 9801

=y Outgoing
§ Bruce Wielinga Free
Q Chriz Plumridge Break (Out of offic...
Queues

somion W N ==

My Team Available Agents
I Ben Adams Alex Blinko
Bruce Wielinga ﬂ Arief Darmawan
Chrig Plumridge Bill Smythe
Jack Chris Demo
ﬂ Chris Demo Agent

Deon Spearpoint
Erwin Hidayat
Jasmine

Jennifer Cox l
Jess Kiggins

Lili Sudiarto
Mandy

Mark Hammaris
Nick Demo Agent
| Nick Milan

Paul Broadbent
Paula

Taupheeq Omar

¥

S —

14
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1.5.2 Team Features

Any available team member can be called by double clicking on them.

CCS DESK

" B2 ® 2 Right click on a team member to access the
My Status

teams menu. Agent can call different numbers
& . Jack 9801

Free associated with the agent, pick-up the call at the

e extension or leave a camp-on alert to notify
when someone becomes available. Supervisor
or Administrator agent will also have the option

to Silent Monitor an agent’s conversation.

Ben Adams @
Ben Adams

has now become available

call | Cancel |

4 Team -

% B 35 call Ben Adams - 0803
§ Br 4D Pickup Call @ 9803 - Ben Adams
@ M o it Mobile - 0412345678
Queue
- | Send SMS to 0412345678

18 Call Home - 0289012345
B Call - 0212345678 A supervisor / administrator agent is also able
B Alert me when free
i Set Agent Break Status

Send a Mote

to set another agent’s Break status and Send a

Note for simple messaging.

Remowve from Team Mote from Ben Adams =]

Hello Ben , Can I talk to you when you are
CCS DESK done?

B39 *%
Active Call

w1194 hd
\I 1194 =1
A x P 5
Talking Durstion 00:00:12

Reply Y Close

4 Team

There are various options available when you right click

g Bill Smythe Logged Out
g Jack ¥ Holdthen c.alllnr\:;;;erjlg4123456?8 on a CCS Desk agent while you are on a call.
§ Man $ Transfer to Mobile - 0412345678 ‘Hold then call’ is a supervised / consultation transfer,

ﬁ Mark | | Send SMS to 0412345678

f Paul; E Hold then Call Home - 0289012345
Queues ¥ Transfer ko Home - 0289012345
E Hold then Call - 0212345678

Yo Transfer to - 0212345678

f &lert me when logged in

while the ‘Transfer to’ performs a blind transfer.

Remowve from Team

15
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153 Transfer to another Queue

The ‘Teams’ window also shows you all the queues in the system that you are configured to see.
This only applies if you are using CCS Q. The main purpose of this is to allow you to drag an

active call and drop it onto a queue, to send the call to that queue.

CCS DESH

v B2 ® %
My Status
Ben Adams 9809

Free

Team -

Bl queues

\'E' Fincom Accounts
\"E’ Fincom Email
\G’ Fincnm Sales

To manage your queues, right click on Queues / My Queues to enter the setup screen. Use the
arrows to move some or all queues to the list on the left. The list of agents shown on the left will

be your team members. To remove, return them to the list on the right.

CCS DESH

v B2 * %
My Status

Ben Adams 9809

Free

Team

L%} Setup my queues

16
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1.6 CCS SMS

When your CCS Desk system is configured to send SMS messages via the CCS SMS Service,

you will be able to type a message in CCS Desk and send it to a mobile from there.

CCsS DESK

v B LSO 2%
My Status

& Ben Adams 9809

Free

CC35 5M35

Number [ 0419876543 @

«<Ben Adams >Hi Sue, please call me in the office.

Clicking on the ‘my name’ button i will add your name to the start of the message. Then

simply click the ‘send’ button =

received CCS SMS messages is available in the ‘History’ screen.

and the message will be sent. The history of your sent and
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1.7 History

The history of missed calls, incoming calls, outgoing calls, voice recordings and sent and

received SMS messages is available by clicking on the history icon.

Click on the drop arrow to display the history items available. Note that voice recordings are
only populated when using CCS Record agent profile, and sent / received SMS messages are

only available when using CCS SMS.

CCS DESK
v B L9 A%
My Status

& Jack 9801

Free

History

\ + | Incoming Calls

= View Missed Calls
View Outgoing Calls

£ View Incoming Calls
View Recordings
View Sent SM5 messages

View Received 5M5S messages .
e 305
\;’ Farley Kang 83... 11:54:14 AM 3/05/ .

18
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1.7.1 Missed / Incoming / Outgoing Calls

CCS Desk maintains a history of the last 50 records in each category. From within the missed /

incoming / outgoing category, you can call them back by double clicking on the item.

CCS DESHK

" B S92 %

My Status

Ben Adams 9809

Free

;3 - Missed Calls

Johan Alamsj...
= AAA39800
= AAA39800
= AAA39500
= 0883341000

Nt Dioeen

CCS DESH

10:13:05 AW 4704
2:303:04 AM 47041

2:29:14 AM 4041 .

5:28:39 AM 4704/
10:33:18 AW 3704

T-20-FE4 akd 2inAd

v B2 9 *%

My Status

Ben Adams 9809

Free

iy . outgoing Calls

e Johan Alams].
8L Jeff Snow 9825
e Farley Kang 0...

mark Hamma...

REEIN0T7

10:13:40 AW 4004
9:209:26 Al 45047
912118 AW 47047
B:a0:34 Al 47047
B:08:33 Al 4704/

O-AT-27 Akd AfNAd

CCS DESHK

2 2 9 2%

My Status

Ben Adams 9809

Free

\ * Incoming Calls

%y JohanAlamsj..  9:18:03 AM 404/
N§ 04035063280 9:12:49 AN 4041
N{ Kris Roythe 33, 8:53:05 AM 404/,
\5 Garry Scott 08, 1:09:46 P 3045 .
g 0883341000 1:09:23 P 31041

L T TN P e A7 AR DA DR 20A

19
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1.7.2 Recording

CCS DESK
v B2 9 *%
My Status
Ben Adams 9809

Free

» Recordings

4 0403506380 9:12:49 Aw 45047
4 Farley Kano 0... 91218 Al 45047 .
4 Farley Kano 0.,  9:08:24 A 45047 .
4 Farley Kano 0.,  9:02:45 Al 45047
i kris Roythe 330 8:53:05 AW 47047

REEIN0T7 O-AT-27 Akd AfNAd

This shows a list of the last 50 conversations that have been recorded, showing the phone

number and the date and time.
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1.7.3 SMS

Whenever you send or receive an SMS from the CCS SMS screen, the details of that message

are saved in your history up to the last 50 messages you have sent.

If you double click on the message, it will be displayed as it was sent, allowing you to re-send

the message if necessary.

CCS DESH

v B2 9 *%

My Status

Ben Adams 9809

Free

* Sent SMS Messages

+H281 6159698 .
+H2816E19698 .
628161969356
B23161969356
+E2E1E10698

nAnnnAnnTd

T40:04 PM 270035,
B:A6:36 PM 270035,
B:27:07 PM 27003,
B:25:37 PM 27003,
12:39:53 PM 2200,

nN-20-4E akd A0 7
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1.8 Search

The ‘Search’ screen allows you to find other CCS Desk users who may or may not be in your
team. It lets you view their status, as well as call them, transfer calls to them, add them to your

‘team’.

CCS DESK

Click on the ‘Search’ button
vy B i O 2%
My Status

& . Jack 9801
Free

in the tool bar.

Search By clicking on the drop

=

Find Agent
§ BenAdams Free i incAgens choose to look for agents,
§ PaulBroadbent LoggedOQut |85 Find Queues

s.¢ Find System Speed Dial
s¢ Find Personal Speed Dial or personal speed dials, or

{0 Find Extensions extensions, or use Global
Q Glabal Find

down menu, you may

gueues, system speed dials

Find to search all

categories at once.
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18.1 Search for Agent

There may be many users of your CCS Desk system, and not all of them may be in your ‘team’.

The ‘Search’ screen allows you to look them up by name. Type the part of the name that you

want to match and click the search button, and a list will be displayed showing the matching

agents and their status.

CCS DESK
v B2 9 2%
My Status
Ben Adams 9809
e Free

Search

Jack Logged Out
Jasmine Logged Out

At this point, you may double click on the agent (if they are logged in) to call them. Additionally,

you may right click on one of them to get a similar menu to the one you saw in the ‘Team’

window.

If you are already on a call, you may drag that call to one of the contacts in the search screen.

To add one of the found agents to your ‘Team’, open the ‘Team’ window and drag the agent

from the ‘Search’ screen to your ‘Team’.
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1.8.2 Search for Queue

Select ‘Find Queues’ from the drop down menu, and you will be able to look for any queues that

match the text you have typed.

CCS DESK
" BESO 2%
My Status

% Ben Adams 9809

Free

\'Q' Fincomm Accounts
"Q Fincarm Ermail
\9 Fincom Sales

4

At this point, you will be able to drag any active call and drop it onto the queue in the list to

transfer that call.

1.8.3 Search for System Speed Dial

Within CCS Desk Manager the system administrator may create ‘System Speed Dials’. Please

consult CCS Desk Manager — System Speed Dials Section 2.9.2 for more information.

CCS DESK
" BESO 2%
My Status

% Ben Adams 9809

Free

Search

| ABC

5,¢ John Smith ABC Company
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Once you have found the System Speed Dial you require, you may double click to dial.

Additionally, if you are already on an active call, you may transfer the call to the System Speed
Dial by dragging the call and dropping it on to the System Speed Dial.

1.8.4 Search for Personal Speed Dial

You may also use the Search facility to filter your personal speed dials. From here you can call

or transfer to any of your personal speed dials. You cannot add to them or edit them from here.

CCsS DESK

B 29 2%
My Status

Ben Adams 9809
& h Free

Search

1.8.5 Search for Extension

You may also use the Search facility to look for an extension number that you wish to dial. From

here you may call one of these extensions or transfer a call. The icon indicates the status of
each extension i.e. red means busy, gray means available.

CCS DESHK

v B2 O 2%

My Status
% - Ben Adams 9809

Free

Search
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1.8.6 Search for Microsoft Outlook or Microsoft CRM Contact

If CCS Desk is integrated with Microsoft Outlook or Microsoft CRM, you may search by name
for a contact. You may right click on any contact and either call them or display their contact

record.

CCS DESK
v B SO 2%
My Status

& - Ben Adams 9809

Free

Search

I ben adam

= Ben Adams Fincom
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1.9 Personal Speed Dials

You have the ability to program speed dial numbers into the CCS Desk application, from the

Speed Dials screen.

CCS DESHK

v B2l %

My Status

Speed Dials

Ben Adams 9809

4

£ FC Call Farlery: 9513
\;‘. Taup| Remaove Speeddial
A' 1194 Move Speeddial Up
o Move Speeddial Down

add Speeddial
Edit Speeddial

From the context menu you may Add, Remove, Edit and Move the speed dials.

A speed dial consists of just a name and a humber.

Edit Speed Dial

=

M ame |h-1ike Browwn

Murmber |n? 520 8555

] Cancel

MO114

These may be internal or external numbers according to your requirements.
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1.10 Conference Room

Conference option is available when the LGE PBX has conference rooms. The red icon means
the room is activated, while blue icon means it is deactivated. A password is required to join or
deactivate a room. The password is configured during the activation process. Rooms can only

be activated / deactivated by a supervisor or administrator agent.

CCS DESH

5 49 2 % ()
My Status

Password Required

(3]
“
_ Coned |

Cancel

When a conference room is in use, we can view who is in it. A supervisors / administrator agent

will have the option to remove them.

CCS DESH

y B S O 2 X ()
My Status
Ben Adams 9809

Free

Conferences
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1.11 Call Account Codes

CCS Desk supports the notion of Call Account Codes, which are used to keep track of calls

made for an account.

When a call is active, the user can select ‘Enter Account Code’ from the drop down menu on the
Active Call Window.

CCS DESHK

" SO X%
My Status

Ben Adams 9809

v Talking Duration 00:00:13 Busy Outgoing

Active Call

o 1194
Q ) Edit Call Info

AN E Dialpad

— F
P Talking Duration 00:00:13 A, Hangup Call
2 Held Call

& Start Recording
Notify Call

E Enter Account Code

JE Enter Completion Code

The user will then be prompted to enter an account code, which will be stored against that call
in CCS Report.

Enter Account cm_g

Cancel
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1.12 Call Completion Codes

When a call is active, the user can select ‘Enter Completion Code’ from the drop down menu on
the Active Call Window.

CCS DESH

v E 2O *%

My Status

Ben Adams 9809
v Talking Duration 00:00:13 Busy Outgoing

Active Call

@) Edit Call Info

Dialpad

A, Hangup Call

. Hold Call

d Start Recording
Motify Call

Enter Account Code

Enter Completion Code

The user will then be prompted to select a completion code, which will be stored against that
call in CCS Report.

CyDesk
B 2@ 2%
My Status

Ben Adams 9809 _ _
¥ Talking Duration 00:00:04 Busy Outgoing that requires a completion code to be entered, the

When an agent has answered a call from a queue

Active Call agent will not receive another call until they do
enter a code. If the agent has finished the call, but
has not yet entered a code, the status on the real-

» 3 time display will show as ‘Entering Code’ and how
1]

Talking Duration 00:00:04

Completion Code long their status has been like that.

--0O%
10 Dallars Select
[ 100 Dallars
50 Dallars Cancel
[ Actions Created
[ Answer Machine
[ Bocking
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1

2.1

Automatic Call Completion Codes

CCS Desk can be configured to automatically display the Call Completion Codes window. This

is done in the ‘Advanced Options’ of ‘CCS Desk Options’, as shown below.

-

Advanced CCS DESK Configuration

S

=ML Integration Options
#ML Enabled [

s

Send ML with attnbutes [
inztead of nested tags

Server Port

Wiewing Festrictions

Hide CallerlD [
Hide Logged Dt [

Show Queue Groups [

0037

Completion Codes

Completion far every lncaming Call
Completion for every Outgoing Call
Allow kultiple Codes

Use 'Tree Fomat!

Dizable '"Cancel Completion'

Account Codes
Aocount code for each [ncoming Call

Account code for each Outgoing Call

. . .

.

Display Type  |CCS DESK Client

CCS Conszole |ndial Lookup

o]

=]

-

Cancel

Completion for every Incoming Call — Every time an incoming call is answered the

Completion Code selection panel will be displayed

Completion for every Outgoing Call - Every time an outgoing call is Ringing or Answered the

Completion Code selection panel will be displayed

Allow Multiple Codes — The Completion Code selection panel will allow multiple codes to be

selected by using check boxes

Use ‘Tree Format’ — If codes exist which have a ‘- in the name, they will be displayed in a tree

format.
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1.13 CCS Desk Options

To access the CCS Desk options that can be customised, right click on the CCS Desk title and
select Configure.

About CC5 DESK
Exit CICS DESK

Configure CCS DESK (S

Change CCS Record Recording |
-
Show Floating Call Window [
Show Floating Taoaltip with Campaign Calls [
Active Call Toaltip Dizplay Opacity __i
Clueue Statistice Popup Display O ptions |D|:|nt dizplay Qusues j
Enable CCS DESK. Diagnostic Trace |.-’-'-.Iwa_l,ls Enabled j
Advanced CCS DESK. Configuration Advanced Options |
SKTP Settings for zending Email SKMTP Email 5ettings |
HEAT Settings |
M09 ITI Cancel Apply |

h s -

Change CCS Record Recording Options — This is used to change the settings for the CCS
Record feature. This is is enabled only when the agent is assigned to a CCS Record profile that
does not override local settings. Please consult CCS Desk Manager — CCS Record Section

2.9.13 for more information.
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Hide CCS Desk— When CCS Desk minimized to system tray, it will not pop when there is an

active call

Show Floating Call Window — When this option is selected, the standard CCS Desk call

window is displayed when there is an active call.

“ 1194 -

A4

Talking Duration 00:00:04

Show Floating Tooltip with Campaign Calls — When this option is selected, the standard

CCS Desk call window is displayed when outgoing campaign (CCS Call) calls are in progress.

Active Call Window Display Opacity — This is used to increase or decrease the transparency

of the floating call window / tooltip.

1194 v

dlking Luration  LUTUuols

Queue Statistics Popup Display Options — This is used to display the statistics of queues

inside the system.

Queue Cls Max Avg DMax Agt Day Ab
% Geneva Conferen 1 0:07 0:07 0:30 1 B 4 0%

Enable CCS Desk Diagnostic Trace File — This is used for diagnosing a system. This should
always be disabled unless a CCS employee instructs you to enable it. The diagnostic trace file

can be found in My Documents, named CCSDESK with a timestamp.

Documents »

Share with = Print E-mail Bun

4 My Documents (19)
Ci\Users\Farley
. Adobe
. Visual Studio 2008
| Cemmunicatorintegration.log
|| CCSDESKD418, bt

R N i
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Advanced CCS Desk Configuration (Restricted) — Please consult section 1.13.2 for more

information on this area.

SMTP Email Settings — Configure the SMTP email server address for sending email

notifications, applicable only when CCS Console is used.

Change Password — Allows agent to reset their login password.

HEAT Settings — Available when agent is configured to HEAT integration. This allows the user

to specify the ODBC data source, username and password in order to connect to HEAT.

MSCRM Settings — Available when agent is configured to MSCRM integration. This allows the
user to enter a specific username, password and domain in order to connect to MSCRM. This is
not normally required, in most cases the CRM integration will work using the logged in Windows

user.

Maximizer Settings — Available when agent is configured to Maximizer integration. This allows
the user to specify the ODBC data source, username and password in order to connect to

Maximizer.
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1.13.1 CCS Record Options

[ CCS Record Settings [&r
Path [C:ACCS Recordh J
0 Recarding olume b ax

]
Save az MP3 famnat v
Frefix Filenarme with &ccount [
Record All Call: v
Campaign M arme Folder [
Queue Marme Folder v
Agent Mame Folder ~
Prefix with Completion Code [
Showe CCS Recard Screen B
Phiore Murber as Filename v

k. | Cancel

MO107

Path — The location where the recording files will be stored.

Recording Volume — This is only applicable to local recording. It is the microphone level during

recording.

Save as MP3 format — Encodes the recording file to MP3 format.

Prefix Filename with Account — The recording filename will start with the name of the caller, if

known.

Record All Calls — Automatically records every call.

Campaign Name Folder — Creates a sub-folder in the recording path with the campaign name.

The call must be a campaign related call.
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Queue Name Folder — Creates a sub-folder in the recording path with the queue name. The

call must be a queue related call.

Agent Name Folder — Creates a sub-folder in the recording path with the agent name.

Prefix Filename with Completion Code — The recording filename will include the completion

code name.

Show CCS Record Screen — Enables a dedicated CCS Record screen for easier on-demand

recording session.

CCS Record Caller Identification — The caller's number. It is

Caller Identification MO04S ' automatically filled by CCS Desk if the information is present.

J Completion — The available list of completion codes.

Completion |
Include Date/Time B
i| Include Date/Time — The recording filename will include the
A _ / || timestamp of when the recording starts.

Record

Record / Stop — The start button and end button.

Phone Number as Filename — The recording filename will include the dialled / caller number if

present.
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1.

13.2 Advanced CCS Desk Configuration

Inside CCS Desk Options, click the ‘Advanced Options’ to display the ‘Advanced CCS Desk

Configuration’ dialog as shown below. The password is CCS (case sensitive).

-

Advanced CCS DESK Configuration

===

=ML Integration Options
#ML Enabled [

s

Send ML with attnbutes [
inztead of nested tags

Server Port

Wiewing Festrictions
Hide CallerlD [

Hide Logged Dt [

Show Queue Groups [

0037

Completion Codes

Completion far every lncaming Call
Completion for every Outgoing Call
Allow kultiple Codes

Use 'Tree Fomat!

Dizable '"Cancel Completion'

Account Codes
Aocount code for each [ncoming Call

Account code for each Outgoing Call

. . .

.

Display Type  |CCS DESK Client

CCS Conszole |ndial Lookup

o]

=]

-

Cancel

XML Enabled — This option turns on or off the XML Integration feature on the CCS Desk client.

Server Port — Specifies the port to which the CCS Desk client will attempt to connect if XML

Integration is enabled. Note that the actual port number is the configured number + session ID.

Send XML with attributes instead of nested tags — When this option is enabled, XML sent

from the CCS Desk client will be sent in the following format:

<CallData ID="1" State="Connected"/>

If this feature is disabled, the XML would be sent as follows:

<CallData>

<I|D>1</ID>

<State>Connected</State>

</CallData>
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Hide CallerID — This option can be used to hide the caller ID on incoming calls in the CCS Desk

call window.

Hide Logged Out — This option can be used to only show agents who are logged in.

Show Queue Groups — This option can be used to only show queue groups, not individual

queues, in the queue statistics popup display.

Completion for every Incoming Call — If this option is enabled, every incoming call received

will automatically have a completion code panel displayed.

Completion for every Outgoing Call — If this option is enabled, every outgoing call made will

automatically have a completion code panel displayed.

Allow Multiple Codes — This option, if selected, will allow the entry of multiple completion

codes.

Use ‘Tree Format’ — This option enables the grouping of completion codes into a tree structure.

Disable ‘Cancel Completion’ — This option disables the ‘Complete Without Calling’ button in

the completion panel.

Display Type — switch between standard CCS Desk interface with CCS Console.

CCS Console Indial Lookup — use the Caller ID to search for CCS Report departments.

Account Code for Each Incoming Call - If this option is enabled, every incoming call received

will automatically have an account code dialog displayed.

Account Code for Each Outgoing Call - If this option is enabled, every outgoing call made will

automatically have an account code dialog displayed.
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1.14 Always on Top

By default, the CCS Desk interface is not hidden and set to be ‘Always On Top'. To enable /

disable the on top feature, right click on the system tray icon and change the option as required.

¥ Always on top

Restore

0
=

1.15 Logout

To log out of the application, right click on the CCS Desk title and select Exit CCS Desk.

Configure
About CCS DESK

Exit CC5 DESK
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2. Using CCS Desk Manager

2.1 Login
£2% CCS DESK Manager (Logged Out) b= | B e

File Options Help
\9 Queue Groups
\9 Queues

|- Campaigns
a Agents

B-4g PABXs

To review the currently configured Agents and Queues in detail, you must first login into the
application. Click on ‘File’, select ‘Login’ and enter your username and password. There is a
system account called ‘Administrator’ that has the highest access and privilege. The default
password is CCSAdmin. Please consult CCS Desk Manager — System Section 2.9.32 for more

information.

Login e =

| zermame |.-’-'-.|:Iministrat|:|r j

EETEIIE

Cancel | OF. |

Pazzword

M0O192

The display is configured in a tree structure, with Queues, Campaigns, Queue Groups, Agents,
and PABX as the first Branches. The title bar will display the name of user logged into CCS

Desk Manager.

£2% CCS DESK Manager (Logged Out) b= | B e

Eile Options Help
\9 Queue Groups
\9 Queues

'".'- Campaigns
a Agents

B4 PABXs

To log out from CCS Desk Manager, simply click File and Logout.
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2.2 CCS Desk Manager Options

The CCS Desk Manager Options file menu is used to perform the initial configuration of the

CCS Desk Manager. Selecting this menu option opens the following dialog.

CCS DESK Server Configuration —
CCS DESK llocalhost Part [3011
Log File Path 3

Auto-Open Log File [
Show Logged Out Agents [
Show Ezcalation Stats [

|ghare CCS Repart Alarm W [CCS Feport 6.0.4 +]

M0243 ] | Cancel

CCS Desk Server — Specifies the machine on which the CCS Desk server is running. This is
configurable using CCS Desk Config.

Port — Specifies the port on which the server is listening for incoming connections. This is not
configurable.

Log File Path — Specifies the path in which to store log files.

Auto-Open Log File — If this option is selected, log files generated when loading CCS Call

campaigns are automatically opened at the completion of the load operation.

Show Logged Out Agents — If this option is selected, all logged out agents are displayed in a
users CCS Desk window, along with those that are logged in. If it is not selected, the logged out

agents are hidden from view.

Show Escalation Stats — If this option is selected, extra ‘escalation’ stats are shown in the
CCS Desk Managers real time screen. These show how many calls have started in each queue

and how many have been escalated out of each queue.
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Ignore CCS Report Alarm — CCS Desk Server periodically checks the response of CCS

Report Server. When this option is not ticked, an alarm will pop when the inactivity time exceeds

5 minutes. The alarm will go away on its own once CCS Report can be reached again. Please

note that this feature will only work with CCS Report 6.0 SP4 or later. Do NOT enable this

feature if you are not using the correct CCS Report version.

2.3  Monitor Queues

Display the Statistics of the Queue and the agents who are members of the Queue. Queues are

grouped by their queue type.

-

422 CCS DESK Manager (Administrator)

File Options Help

EI"QI Queues

E]---\Q Auto Attendant
-4 Callback Message
-8 CCS Call Team
B

[]---\9 Yoicemail
B~ Campaigns

Gl B Anantc

783 Email
EI\Q Queue
BECALL CENTER i A By 660 Cllsd Mox0 AvD DMox012 Doy A0
Eﬂ Agents
- § Jack{aaol) Free 00:17:40 Logged In 7/5/2012 10:52:51 PM

In — Number of Agents assigned into the queue

Avl — Number of Agents available to take calls in queue
Busy — Number of Agents busy

Brk — Number of agents on a break

Calls — Number of calls in the queue

Max — Maximum wait time of the current calls in the queue
Emails — Number of emails waiting for an available agent
Avg — Average wait time of the current calls in the queue

DMax — Daily maximum wait time of the current calls in the queue

Day — Number of Calls (or emails) into the queue today. (Since midnight or last system restart)

Ab — Number of abandoned calls today (after abandoned threshold set for each queue)

% - Percentage of calls abandoned
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St — This shows how many of the ‘Day:’ calls for a queue actually started in that queue, i.e. they
didn't get escalated into that queue. This stat is only shown if ‘Show Escalation Stats’ option is

enabled in the CCS Desk Managers Options screen.

Esc — This shows how many of the ‘Day:’ calls for that queue were escalated from that queue to
another. This stat is only shown if ‘Show Escalation Stats’ option is enabled in the CCS Desk

Managers Options screen.

23.1 Drag and Drop Agents to/from a Queue

An agent can be added to a queue by simply dragging them from the ‘Agents’ branch of the tree
to the appropriate queue. If the agent does not have the required minimum skill for the queue,

the user will be given the option to automatically add the minimum skills to the agent.

'8 8]

‘.\‘g'} CCS DESK Manager (Administrator) = =

Eile QOptions Help
\9 Auto Attendant o
\9 Callback Message o
A9 CCS Call Team

=42 Email

EI \,':.) Queue

\Q CALL CENTER In:l Avll Busy:0 Bri:0 Calls:0 Max:0 Awv:0 DMax0 Day:0 Ab:0
\Q Voicemail
- ™ Campaigns
E- § Agents

E- g
E-§g PABXs 5

m

§ Jack(ii1)

Skills Required[MO026] )

'\-.I Agent 'Jack' requires the following skills to
' be allowed to join the 'CALL CENTER' queue

Skill 'English’ Level 5

Do you wish to add these skills to this agent and proceed?
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To remove an agent from a queue using the drag and drop method, drag the agent from the
gueue and drop them on the ‘Agents’ branch. When this action is performed, the user is
prompted before the agent is actually removed from the queue. Alternatively, right click on the

agent within the queue and select ‘Remove Agent from Queue’

i . N
£33 €CS DESK Manager (Administrator) E=EEN™=

File Options Help

-4Q CCS Call Team -
@-AQ Email

El&c? Queue

E@ CALL CENTER Inl Avll Busy:0 Bric0 Calls:0 Max:0 Awv:0 DMax0 Day:0 Ab:0
: B- ﬂ Agents
&O Voicemail
- ™ Campaigns

Z

m

a Jacki(111) § Jack(l11) Free 00:31:58 Logged In 7/5/2012 10:52:51 PM
B4 PABXs 1
b
i T i
Agent Remaoval from QUEUE[MMZ?] Iy 423 CCS DESK Manager (Administrator)
Eile Opticns Help
(-4 CCS Call Team
@e% Are you sure you wish to remove EAQ Emil
! ) Y Y =49 Queue
e ik . \ .
- Agent 'Jack' from EHE--;AL;QC;T;T - i
Queue 'CALL CENTER' £34Q Voicemil Ready
- Campaigns Break
O § Agents Edit
G- § Jackogo1) Show Details
MD | 1 E-§g PABXs Remove from queue
h Log out of this Queue 3

Multiple agents may be added and removed simultaneously using this drag drop method.

Although it is not possible to add an agent to a queue with insufficient skills, it is possible to
change the skills of an agent after they have been added. If they are changed such that the

agent no longer has sufficient skills, this is shown as below.

= i Agents
ﬂ Andrew Corr{9228)

Deon Spearpoink

ﬁ Farley Kang(9513)

The red circle with a white cross behind the agent icon indicates the agent has insufficient skills.
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2.3.2 Queue Details View

When user right-clicks on a queue and selects ‘Show Details’, the Queue Details View screen
will be displayed as shown below. This screen provides a graphic representation of the queue
and includes number of agents logged in, and their status, information on queue times, as well
as the number of calls in this queue. The statistics reset daily at midnight.

-
Y Queue: CALL CENTER

= | B - |

Agents Queue Times Mumber of Calls
[JBuszy 1 OAwvg 038  [OAbandoned 0
M Ereal: n [k ax 43 [OCalzind 2
O Free I} M Avg Today 0:34 M Ezcalated o
Logged In 1 [ tax Today 1:02 Eanzwered 2
Callz Today 4
Emailz / Day nso
Agent Status Time Details
Jacki111) Busy Incoming  00:00:10  CALL CENTER
2 Calls

The Agents graph represents the number of agents in the queue that are busy, on a break and
free to take calls.

Busy — Number of busy agents in the queue.
Break — Number of agents in the queue that are on a break.
Free — Number of agents in the queue that is available to take calls.

Logged In — Number of agents currently logged in that are assigned to that queue
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The Queue Times graph represents the wait time for calls currently in the queue and for today.
Avg — the average queue time of all calls currently in the queue.

Max — the maximum queue time of calls currently in the queue.

Avg Today — Average queue time of all calls today.

Max Today — Maximum queue time of all calls today.

The Number of Calls graph represents the number of calls currently in the queue and for today.
Calls In Queue — Number of calls currently waiting in the queue.

Abandoned — Number of calls that have been abandoned from the queue.

Escalated — Number of calls that have been escalated from the queue.

Answered — Number of calls that have been answered by an agent in that queue.

Calls Today — Number of calls that enter the queue today.

Emails / Day — Number of emails waiting in the queue / number of emails today.

The bar chart to the left of the agent details shows the number of calls currently in the queue.

2.4  Monitor Campaigns

To display the current campaigns status. Campaigns are grouped by their campaign type.

; ~
@} CCS DESK Manager (Administrator) = ol

File Options Help

QQ Queues MO163
I Campaigns

- Callback

- Campaign

- Pre-emptive
- SMS

- if Agents
El-§g PABXs

New — Number of calls yet to be made in the campaign
Queued — Number of calls ready to be made

Ready — Number of agents ready to make calls

Agents — Number of agents who are logged into the campaign
Active — Number of active Calls

Pending — Number of calls to be retried

Complete — Number of calls that have been closed
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When using the Pre-emptive mode, the Ready statistic will be replaced with:

Dialling — Number of outbound ports calling out

24.1 Campaign Details View

When the user right-clicks on a campaign in the real time display and selects ‘Show Details’, the
Campaign Details View screen will be displayed, as shown below. This screen provides a
graphic representation of the campaign calls, agents and completion codes. The statistics reset
daily at midnight.

& A
Campaign:Membership Calls lﬁ
Calls Agents Completion Code Count
® MNew Calls i} O Busy i} 5 I
W Queusd 3 W BEreak 1 e — i
O Ready 0 @ Free 0 F— )
0O Active 0 Logged In 1
B Pending 0
O Complete 3
Agent Status Time Details
Jack{111) B 00:03:11 Coffee
|
Moo22
I RSSR[BCI——_—xxBBSS———————.

The Agents graph represents the number of agents in the queue that are busy, on a break and
free to take calls.

Busy — Number of busy agents in the queue.

Break — Number of agents in the queue that are on a break.

Free — Number of agents in the queue that is available to take calls.

Logged In — Number of agents currently logged in that are assigned to that queue
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The Calls graph represents the campaign status.

New — Number of calls yet to be made in the campaign
Queued — Number of calls ready to be made

Ready — Number of agents ready to make calls

Active — Number of active Calls

Pending — Number of calls to be retried

Complete — Number of calls that have been closed

The graph on the right shows how many of each completion code have been entered. This list is

sorted with the highest count at the top, and the top 6 codes are displayed in the bar chart.

2.5 Monitor Queue Groups

Queues can be grouped together for reporting to provide an overview. The queue group

combines the Inbound and outbound queues statistics.

1&} CCS DESK Manager (Administrator) =

File Options Help

Indl Avll Busy:0 BricO Calls0 Max0 In:0 DMax22 Day:5 Abd 20%

"'.l- Campaigns
a Agents
-5 PABXs
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2.6  Monitor Agents

The display indicates the agent’s status, by expanding the tree we can see the queues an agent

is a member of and the current extension the agent is logged in at.

{55 CCS DESK Manager (Administrator) E=ER
File Options Help

> T -
[]---\O Queues
- ™ Campaigns
E- § Agents I
B § Jackiliy) Busy 00:00:38 Logged In 10/04,/2012 10:16:05 PM

\Q Queues

&4 111 Jack

\f Outgoing Call Tol1%4 Searching Contact Details...... =

u X

When an agent is on a call to a contact whose details are registered in an integrated CRM, the
details of the caller will be displayed in the CCS Desk Manager Real-Time screen.

2.6.1 Agent Control from CCS Desk Manager
By right-clicking on an agent in CCS Desk Manager the supervisor / administrator may perform
various actions such as putting an agent on a break, setting an agent ready, and forcing an

agent to log out.

-
422 CCS DESK Manager (Administrator)

File Options Help

\’E‘ Queue Groups
";.3‘ Queues
|- Campaigns

\C.f Queues Ready
..... ﬂ 111 Break
ﬁ PABXs Edkit

— Show Details

Force Logout
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2.6.2 Agent Details View

When the user right-clicks on an agent name and select ‘Show Details’, the Agent Details View

screen will be displayed as shown below. The statistics reset daily at midnight.

Jack = e e
Options
Report Start 11/04/2012 7-30:00 AM *
First Login: 11/04/2012 7:33:06 AW 27 |2
Current State: Free 24
Time Available: 00:10:21 1
Q Calls: 4 n 18
Q Call Time: 00:00:05 ‘g‘ =L
Wrapup: 00:00:49 =
Other Calls: 1 12 =
Other Calls Time: 00:00:58
Total Logged In: 00:36:18 - Brask
Total Break Time: 00:07:33 -
j| Awvailable Time: 00:26:11 E
1l ¥ \
Q Calls Wrapup Other Calls
| o | R I
| |
07:55:587 Wrapup Finish Coffee 1 00:07:33
| |07:55:56 Incoming Code Success
07:55:55 Call Finish CALL CENTER I
07:55.50 Call Start CALL CENTER
07:49:21 Wrapup Finish
07:49:18 Wrapup Start
| | 07:49:18 Call Finish
07:48:20 Call Start
07:44:34 Break Finish Coffee
M0021

The top left of the screen identifies the agent, the time and date the report starts and finishes.
Totals for each activity type are provided in a list on the left hand half of the screen. The bottom
left corner details the most recent activities of the agent. The window area below the Graph

displays the break types and the duration of each break type for the agent today.

The graph represents the time the agent has spent in the 5 statuses today.
Avail — the total time agent is available to take calls

CCS Q Calls — the total time spent on calls related to a queue

Wrap-up — the total time spent in wrap-up mode each call

Break — total time spent on breaks

Other Calls — total time spent on other calls (not related to a queue)
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2.6.2.1 Agent Details View Option

The *Set Start Time’ option changes the data shown in the Agent Details View. Any data

before the start time will be ignored. This is a global setting that affects all agents.

-

[ Select Start Time
Jack

E=)

| Options vt
Set Start Time )
Suspend Updates i
Breaks Exclude Calls
Show Pie Chart

) Ok |
i Eart

A

Cancel |

AT = L

—

By default the start time is set to 09:00. Thus if agents logged in earlier than that, their

activities prior to 09:00 is filtered out by the Agent Details View.
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The ‘Suspend Updates’ option stops the Agent Details View from showing any further update

for that particular agent. No actual data will be lost while Agent Details View does not update

its screen.

-

| ———

Jack

Qptions |

Set Start Time
Suspend Updates
Breaks Exclude Calls
Show Pie Chart

r e — ™y
Jack (Updates suspended) e o
DOptions
Repor Start: 11/04/2012 7:30:00 AM =
First Login: 110442012 7:33:06 AM 54 —
Current State: Free =
Time Available: 00:34:32 4
Q Calls: 4 gaa
Q Call Time: 00:00:05 5
Wrapup: 00:00:49 % ®
|| Other Calls: 1 24
Other Calls Time: 00:00:58
Total Logged In: 01:00:29 18
Total Break Time: 00:07:33 w
i Available Time: 00:50:22 Break
. ]
I 0 Q Calls Wrapup Other Calls
|
075557 Wrapup Finish Coffee 00:07:33
| 07:55:56 Incoming Code Success
07:55:55 Call Finish CALL CENTER I
075550 Call Start CALL CENTER
074921 Wrapup Finish
07:49:18 Wrapup Start
| 07:49:18 Call Finish
|| | 07:48:20 Call Start ]
07:44:34 Break Finish Coffee
0021

52



IPECS CCS Desk Agent
User Manual Issue 1.8

The ‘Break Exclude Calls’ option changes how the Agent Details View handles breaks. With
the option turned off, break reporting works the way it always has, but turning this option on

makes breaks be ‘interrupted’ by calls.

-

Jack

Qptions |

Set Start Time .

Suspend Updates A
Breaks Exclude Calls
Show Pie Chart

Exit
eyt A, =

For example:
Agent goes on a Coffee Break.
After 10 seconds makes a call. That call lasts 12 seconds.

The agent stays on a break for a further 41 seconds.

With the option turned off, the Agent Details View will show agent had 1 break for 1:03

minutes.

With the option turned on, the Agent Details View will show agent had 2 breaks for 51

seconds.
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Selecting ‘Show Pie Chart’ from the options menu allows the statistics to be displayed as a pie

chart.

 Options |
Set Start Time -
Suspend Updates ¥

Breaks Exclude Calls
Show Pie Chart

Exat
Q Call Time: 00:00:05
-
Jack | ]
Options
Report Start: 11/04/2012 7:30:00 AM
First Login: 110472012 7-:33:06 AM
Current State: Free ]
Time Available: 00:12:08 [ s
Qcalls: 5 W oca
Q Call Time: 00:00:47 I
Wrapup: 00:00:49 [] wepu
Other Calls: 1 |
|| OtherCalls Time:  00:00:58 B o
Total Logged In: 00:38:05
| TotalBreakTime:  00:07:33 W orecae |
| Available Time: 00:27:58
I 07:55:57 Wrapup Finish Coffee 1 00:07:33
07:55:56 Incoming Code Success
| | 07:55:85 Call Finish CALL CENTER I
07:55:50 Call Start CALL CEMTER
07:49:21 Wrapup Finish
07:49:18 Wrapup Start
I 07:49:18 Call Finish
| | 07:48:20 Call Start I
07:44.34 Break Finish Coffee
0021 _
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2.7 Monitor PABX

The display shows activity of all devices which are being monitored, i.e. the CCS Desk system
is receiving information from the telephone system about that extension. If this is not the case, if
the telephone is not being monitored for any reason, the telephone device will show with a red X

on it.

Multiple PBXs can also be monitored with the same interface.

{€} CCS DESK Manager (AdministraM _‘ : - FSEEET)

Eile QOptions Help
\O Queue Groups
\O Queues

% Campaigns

5-4g TAPIPABX

n Digital Extensions
En Analog Extensions
- 135
- J 136
= Indials
- J 156
- J 651
- J 652

=8 Anncuncement Ports
E-g 331
n 501
E-§g TAPIPABXT
Eln Digital Extensions

ﬁ 9801
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27.1 Resetting an Announcement Port

The administrator may reset an announcement port by right-clicking on the port in the device list
and selecting Reset Port. The port reset will disconnect any active call in the port. This feature
should only be used for troubleshooting and testing purposes.

b=

File Options Help
\9 Queues N
|- Campaigns
ﬂ Agents
E-ig PABXs

4§ TAPIPABX
- Digital Extensions
n Analog Extensions
- Indials
E|n Announcement Ports

e — e ——

m

E--4g TAPIPABXI
n Digital Extensions

2.7.2 Clear Call from System

The administrator may clear a call from CCS Desk’s memory by right clicking on a call that is
active at the device. Clearing the call from CCS Desk will not disconnect the physical call — if
exist — and will not clear the device status from the PBX. Please use it carefully as it may cause

unsynchronized information between CCS Desk and the PBX.

b=

File Opticns Help
@ Queues "
|- Campaigns

a Agents

E-4g PABXs

-4 TAPIPABX

n Digital Extensions
E|n Analog Extensions

-l 135

L4 Outgoing Call

m

Searching Contact Details......

R
- Indials
@-f8) Announcement Ports
E-4g TAPIPABXTI

Clear Call from Systemn
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2.8 Real-Time Call Handling

When a caller is waiting in an incoming queue, the call may be routed in real-time to an

available agent inside or outside the queue. The call is simply dragged from the queue to an

available agent, thereby transferring that call to the agent. This feature provides the functionality

to fast track important callers through the queue to someone who is available to take their call.

P'

423 CCS DESK Manager (Administrator)

e E ) |

Eile QOptions Help

=-42 Email

EI@ Queue

- ©AQ CALL CENTER
T L § Agents

In:0 AvkD Busy:0 BrieD

Calls:l Maxd8 Avi48 DMaw0l:2l Day:l2 Ab:D

= Calls
A

@ Woicemail
- Campaigns

E- § Agents
S B Jack(111) Free 00:02:25
GI-4g PABXs 7 Incoming Call(CALL CENTER) QTime 46

Logged In 7/6/2012 12:44:36 AM

m
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2.9 Emergency Mode

Emergency mode can be enabled to quickly switch CCS Q into ‘out of service’. Such feature is

required during emergency situations e.g. fire or earthquake, and administrator wants to ensure

call is still attended in the best possible way.

Emergency mode can be activated with CCS Desk Manager by simply selecting the option and

click ‘Yes’ on the following alert screen.

-

423 CCS DESK Manager (Administrator)

File | Options | Help

Configure

-8 HEAT Settings

- GoldMine [
CC5 DESK Manager Options

i Ernergency Mode
il

2

EMERGENCY MODE[M0125] l ]

l Are you sure you want to enable Emergency Mode
X

All calls currently queued will be escalated to the emergency

All new calls arriving in the systern will also escalate to the
EMErgency queues

Calls already assigned to agents will not be diverted

CCS Desk Manager will show this mode on its header when it is active. To disable, select

Emergency Mode from the Options menu again.

423 CCS DESK Manager (Administrator) * * EMERGENCY MODE * *

|Ei|e Options  Help
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3. Using CCS Report Web

The CCS Report Web Application allows users to run reports, subscribe to scheduled reports,

print and export reports in Excel or PDF format for further manipulation.

3.1 Getting Started with CCS Report Web

CCS Report Web is a web based client which only requires a URL to access the reports. To
run CCS Report Web, open up Internet Explorer and type in the CCS Web URL.

Assuming that the CCS Report Web machine name is 7ult and the website is installed on the
IIS default website port 80, the URL is http://7ult/CCS%20Report

/3“ )| @ http://Tult/CCS320Report nN-ex || & Welcometo CCS Report | | {0 v ic

CCS REPORT

Ver 6.0.4.0 (65)

To login, use the default user ID ‘Administrator’ with a blank password.
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3.2 Run a New Report
To Run a new Report, select a report of your choice from the ‘New Report’ folder and click on it

to open the three step reports wizard.

My Report

Dashboard

Schedules

Budgeting

About

In this example, we are going to run a report for CCS Desk agent break. Click on ‘Call Centre’
to open the category tree, then CCS Desk sub category and then click on ‘Break Count
Grouped by Agent, Portrait’.

Call Details

L& Analysis
Apent Activity by Hour, Stacked Graph

E\"f“ Call Center Agent Login/l ogout
PABX ACD Reports

Apent Statistics, Landscape

Apent Statistics, Portrait

Agents Activity grouped by Day, Portrait

Agents Activity prouped by Hour then Day, Portrait

CCS Record Apents Activity grouped by Hour, Landscape

Break Count grouped by Agent, Portrait
Break Duration grouped by Agent, Portrait

Break Duration grouped by Break Type, Portrait
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3.3 Filter—Step 1

CCS Report Web guides you through the process of selecting data and options for your Report
in a simple 3 Step Wizard. The first step allows you to select from a list of multiple criterion.

Each inidividual filter criteria will be discussed in more details in this section.

W Filter iPECsS cecSs

Next

Add criteria to select calls by : Selected Criteria Total Selected - 85,047 records
Date - s

: Including calls made last week Edit

Extension

Number Dialed

Cost

The default filter will generate a report that contains all calls made on today’s date. To add a
filter simply click on the criteria from the left hand plain or to remove a filter click on delete on

the right plain under selected criteria.

Access Code  Account Code
ACD Agent

Authorization
Code

Break Type Call Flag

Answer Time
Selected Criteria Total Selected - 63,370 records

Call Type Caller ID Including calls made last week Edit
Carrier, Tier, and i |
Rate

Campaign Including Incoming calls Edit Delete
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3.3.1 Date Range

To change the date range, click on the Edit label on the right hand plain. By default the date
range is set to ‘Today’.

Selected Criteria

Including calls made today Edit

This will open another window with more details. From the ‘Selected’ drop down list, select the
applicable date range.

Back

Selecting Calls based on the date they were made

Selected

Start Date

End Date
Yesterday

Last Month

Last Year

Specified Dates

In The Last Time Period

Selecting ‘Specified Dates’ allows user to select a start and end date.

SEVN (/75,7010

End Date

Accept

11 19 13
17 12 19 20 2
% Sunday, October 10,

21
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3.3.2 Extensions

Calls can be filtered based on the Extension number. This filter requires one boolean

operators and specific numeric values.

Add criteria to select calls by :

Ciate
Extension

Mumber Dialed

wtensions

3.3.3 Numbers Dialed

Calls can be filtered based on the Numbers Dialed. This filter requires one boolean operators
and specific numeric values.

Back
Ihclude

nurnbers dialed

.
075539500
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3.34 Cost

Calls can be filtered based on the Cost calculated by CCS Report. This filter requires one

boolean operators and specific numeric values.

Back

Selecting costs

Betaeen

20

3.35 Access Codes

If the PABX supports this feature, calls can be filtered based on the Access Codes. This filter

requires one boolean operators and specific numeric values.

Back
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3.3.6 Account Codes

If the PABX supports this feature, calls can be filtered based on the Account Codes. This filter

requires one boolean operators and specific numeric values.

Back

Ihclude

account codes

EqualTo [
1234

3.3.7 Access Codes

If the PABX supports this feature, calls can be filtered based on the Access Codes. This filter

requires one boolean operators and specific numeric values.

Back
Include
access codes

Beginning With

1441]
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3.3.8 Agent

When integrated with CCS Desk, CCS Report can filter the calls based on the CCS Desk
agents. Because of the complex scenario and possibilities that could happen with a call i.e.
transfers, diverts, recalled, etc., there are 3 modes available that determines how the report

analyzes the agent data.

Calls made at the following agents.

When either cradle to grave or specificagents are
chosen, the calls will be split across multiple entries
and this may have an effect on the total number of
calls displayed

Cradle to Grave On -

Cradle to Grave On

Cradle to Grave Off
Specific Agents

Cradle to Grave On — calls and statistics are split and reported against each agent involved in

the call.

Cradle to Grave Off — calls and statistics will be combined and reported against one agent,
which can be chosen from the following: First Agent, Last Agent, or the one with the Longest
Talk Time.

Cradle to Grawe Off

First Agent -

Longest Talk Time

Specific Agents — select a list of agents that will be included in the report. Excluded agents’

calls and statistics will be ignored by the report

M pemo 1
M oemo 2
M pemo 3
M oemo 4
M oemo 5
M oemo 6
M oemo 7

M pemo 8

M oemo 9
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3.3.9 Answer Time

If the PABX supports ths feature, calls can be filtered based on the Answer Time. This filter

requires one boolean operators and specific hh:mm:ss values.

Back

Between

00:00:03

And

oo0:00: 15

3.3.10 Authorization Codes

If the PABX supports this feature, calls can be filtered based on their Authorization Codes.

This filter requires one boolean operators and specific numeric values. You can also ‘Exclude’
the selected codes.

authorization codes

Beginning With

4321
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3.3.11 Break Type

When integrated with CCS Desk, CCS Report can filter the calls based on the Break Types.

Back
Calls made at the following break types
M coffee

W Lunch

& Meeting

W out of Office

Select All Select None M Exclude Items

3.3.12  Call Flags

If the PABX supports this feature, calls can be filtered based on their Call Flags. This filter has
two drop-down menus. The first one defines if the call type should be included or excluded.

The second defines the call flag.

Back

Including -

Divert On Busy
Divert On Mo Answer

supervised Transfer
Unsupervised Transfer
Caller Error

Pre Optirnise Trunk
Post Optimise Trunk
CallCleared
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3.3.13 Call Type

Calls can be filtered based on their Call Type. This filter has two drop-down menus and one

edit box. The first menu defines if the call type should be included or excluded. The second
menu defines the call type.

Back

Including -

Calls with call tvpes of

Unknown

Uk niowh
Internal
Outgoing

lncoming

Tandern
Feature

3.3.14 Caller ID

If the PABX supports this feature, calls can be filtered based on the Caller ID. This filter
requires one boolean operators and specific numeric values.

Back
Include
Caller D

Beginning With

0400040036
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3.3.15 Campaign

When integrated with CCS Q or CCS Call, CCS Report can filter the calls based on the

campaigns. Click ‘Campaigns’ and simply tick the required campaign. You can also ‘Exclude
Items’ selected.

campaigns

OLD-Data

Yl C-Date

ectMone [ Exclude Items

3.3.16 Carrier, Tier, Rate

Based on the carrier setting in CCS Report, reports can be filtered using corresponding Carrier,
Tier, or Rate selection.
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3.3.17 Completion Code

When integrated with CCS Desk and Completion Code is used, CCS Report can filter the calls

based on the completion codes. Click ‘Completion Codes’ and simply tick the required codes.
You can also ‘Exclude Items’ selected.

Back
Calls made at the following completion codes
W Mo Answer
B riot interested

M :ale

B :chduled call Back

ielect All select Mone M Excude Items
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3.3.18 Directory

On the Directory tab of a filter, queries are based on the directory structure of the organisation
configured in CCS Report Directory. The tree forms the directory, with check boxes against the
groups, people, extensions, account codes, and authorization codes. Tick the items to be
reported

In the example below, we are selecting Biil's extension from the Sales group, and every item in
Technical group. The selected item and all sub items will have a check box containing a tick
beside them. Parents to a checked item will have their check boxes given a grey background,;

however, this does not indicate that they are disabled.

Back

= EDirectory
= sales
= EBill Smith
100
W 2977
E M Lisa Arms
W 102
W 6743
B E Technical
E Dean Cross
103
E F Tony Lee
101
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3.3.19 Duration

Calls can be filtered based on their Duration. This filter requires one boolean operators and
specific hh:mm:ss values.

Back

felecting durations

Greater Than

0o0:a0:30

And

3.3.20 Email / SMS

When integrated with CCS Console, CCS Report can filter the SMS, Email, and Print
transactions generated performed using CCS Console. The first menu defines if the call type

should be included or excluded. The second menu defines the transaction type.

Back

Including -
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3.3.21 Private Number

CCS Report administrators are able to import a list of private and busines numbers, and calls
can be filtered based Private Numbers. This filter requires one boolean operators and specific
numeric values.

Back

private numbers

Beginning With

12345678

3.3.22 Queue

When integrated with CCS Q or CCS Call, CCS Report can filter the calls based on the
campaigns. Tick the required queue. You can also ‘Exclude Items’ selected.

Back
Calls made atthe following queues
M :ccounts

[ Helpdesk

Wi

Select All select Mone [ Exclude Items
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3.3.23 Site

CCS Report can be used as a centralized reporting system for multiple sites / PABXs.

Calls can be filtered based on the Sites. Tick the required site. You can also ‘Exclude Items’

selected.

Back

Calls made atthe following sites

Select All select Mone [ Exclude Items

3.3.24 Times of Day

Calls can be filtered based on the Times of Day that the call was made. This filter requires one

boolean operators and specific hh:mm:ss values.

Back

Selecting Times OF Day

12:00:00

And

12:30:00
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3.3.25 Trunk Group

Calls can be filtered based on the Trunk Groups configured in CCS Report. Tick the required
trunk group. You can also ‘Exclude Items’ selected.

Back

Calls rmade at the following trunk groups

ect Mone [ Exclude Items

3.3.26 Trunk Line

Calls can be filtered based on the Trunk Line number. This filter requires one boolean

operators and specific numeric values.

Back
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3.4 Report Options — Step 2

Step 2 allows us to create a title for our report — and also select any report options that may be

available.

% ResrtOntion iP=CsS cCcSs

" Back " Next

Title Break Count grouped by Agent, Portrait
Chart Type

. Both
Show Cover Cov
‘- <z

Pie

We will select a ‘Both’ in this instance.

Click ‘Next’ to Continue.
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3.5 Report Viewer — Step 3

Your Report is Ready! Your Report is displayed to the screen providing you with further options.

Ll"l Report Viewer

Subseription

Break Count grouped by Agent, Portrait

ick milan Dates : 10:25/2010 to 10:25:2010 Creation Date : 10/25/2010
Bill Smith
= Lunch Out of Office : 3 Priarity Task: 2
Taupheeq Omar
Mick: Milan Training 3 [ Cofies - 11.8%
Bill Srmith raining B Lunch - 17 6%
= Meeting 1 Meeting - 29.4%
Taupheeq Omar 1 Out of Office - 17.6%
I Friority Task - 11.8%
Mick Milan i
= out of off Mesting - 5 Cotfes - 2 = Training - 11.8%
ut o ice

Mick Milan
Taupheeq Ormar
Bill Smith

= Priority Task 51
Mick Milan 5
Taupheeq Omar
= Training _ 4
Taupheeg Omar -]
ricke Milan =
2
] I
o - - —
Coffee Lunch Mleeting Out of Office Priority Task Training
Break Type
Break Type Duration Count % of Total Count
Coffee
Mick Rilan 0:00:43 1 5.9%
Bill Srnith 0:00:47 1 5.9%
Total 0:01:30 2 11.8%
Lunch
Taupheeqg Ormar 0:00:30 1 5.9%

You can print, email, or output to PDF, Excel and many more formats.

By Clicking on the Back Button at the top left of the screen you can go back and edit selections
you have made.

By clicking on the ‘Save’ Button on the top left hand corner you can save this report to your ‘My
Reports’ categories on the main command screen of CCS Report.

These options will be discussed in more details below.
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351 Save Options

Once a report has been run, the report template with the selected criteria can be saved for

future use. The ‘Save’ or ‘Save As’ button on the Top menu allows a user to save the report to
a specified folder.

I.l" Report Viewer

Back iend Repaort Frint Prey

4 4 Bl 100% ~ |f

Document Map E

CueueReports-BreakTypeMumbersByAgent Brea k co u “t g ro u ped by

= Coffee

Nick Milan Dates : 10/25/2010 to 10/25/2010

Bill Smith
= Lunch

ot of Office : 3 Priority Task: 2
Taupheeqg Crmar P/—‘
Rlicle Milar

g Save Report irPECsS CcCS

Add Folder
Folder Name : CZTR

@ Cancel

Break Counts by Agents M share With Others

Report Templates can be saved in the generic Reports or under a Specified Folder for ease of
use and identification in the case of multiple users or categories.

All Reports
AZents
Reports
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3.5.2 Subscription

Once a Report Template is saved, CCS Report Web allows users to subscribe to the report
based on a defined schedule. Below we will look at an hourly schedule to be emailed to a
recipient.

Lj' Report Viewer

Send Report Print Pres

| Docurnent Map i [ PP T D T A e B —

To Setup a report Subscription, Open a saved report template and Click on ‘Subscription’

3.5.3 Mail Setting

Before a Subscription can be enabled, the following CCS Report Settings must be configured

first. On the main CCS Report Web Interface, click on ‘Settings’.

a My Report
I.l'i New Report
Dashboard

Select ‘Mail Settings’ from the list on the right hand plain.

iPEES CCS Adminisi]

Folder Management
Descriptio

& Call server Address Address of Call logging server that this client will access
k&4 Report Path Path inside web server where all reports are stored

kcd Mail Settings Configure SMTP Mail Server for report subscription

Aid Subscription Setting Configure report subscripticn
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Enter your SMTP details and user name and password. There is also a facility to test the SMTP
settings.

—’,_.11|r1'2_1

Mail Settings

Host mail.company.com
Port 25

User Name demo

Password I

Domain
Timeout [seconds) 10000000

Tester Recipient

Save Cancel

3.54 Subscription Setting

Specify the folder location for file storage and from address for emails. There is a feature to test

the folder access to ensure CCS Report Web to create subscription into that folder.

"w" Setting

Subscription Setting

File Path ch Test Accessibility

Sender Email Address Ccos@oompany.com
Max File Limit (kB) 10,000

Cancel
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3.55 Subscription Settings

Once the mail settings and subscription settings is entered correctly, the saved reports can now
be subscribed. Simply open a saved report template and click on ‘Subscriptions’.

& 7 Subscriptions ireCs CCS

Subscription Setting

Subscription Name  [glligite1i]4
Report Name Break Count grouped by Agent, Portrait
Delivery Method

supenvisorl@company.com;supernvisor2@company.com

Acrobat (PDF) File

My Subscriptions

Hourly

3.5.6 New Subscription Folder

Subscriptions can be saved to individual users’ folders for ease of use and identification.
Simply click on the plus (+) sign next to the ‘Save To’ option and create a new folder.

Subscription Setting
Add Folder
Report Name Break Coun F Id N
Delivery Method older Name Souishiici

supervisor

subscription Name |[glifgireii]s

My Subscriptions

schedule Hourly
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3.5.7 New Schedule

New schedule can be added at the time of subscription by simply clicking on the plus (+) sign
next to the ‘Schedule’ option.

&% ) Subscriptions ireC=s CCS

Subscription Setting

Schedule Property
Name
Start and End Dates

Begin running this schedule on :

i
Recurrence Hour hd

Hourly Schedule

Run the schedule every :

Hours
Starttime : u : u Ex.{19:55)

Cancel

Click on save once a schedule has been specified.

3.5.8 Testing Subscription

Once a subscription is setup, it can be tested by going into the ‘Schedules’ options off the main

Web menu.

a My Report

L New Beport

1 P
Dashboard

L]
S

83



IPECS CCS Desk Agent
User Manual Issue 1.8

Select the Subscription item you would like to test.

& Subscription

- ‘schedule Name
— | |
|_|"Lr* Hourly Subs [Hourly

All Subscriptions
My Subscriptions

Sent Every Hour

4 Schedules

Click on ‘Run Test’ to ensure the mail setup is correct.

&% ) Subscriptions ireCs CCS

Subscription Setting

Break Counts by Agents
E-Mail

Testuser@company.com

Acrobat [PDF) File

Sent Every Hour

Schedule Hourly

Run Test

Test_Only Break Counts by Agent
CC5

| [CRM] Regarding: [None]

Sents Tue 102642010 1:536 AM
To: ¥ Taupheeaq Omar

] Message 'ﬁTest_Only_Eireak Counts by &gent_26_10_2010_12 35 34.PDF [83 KE)

Test_Only_Break Counts by Agent

84



IPECS CCS Desk Agent

User Manual Issue 1.8

3.5.9 Export Report

Reports can be exported into PDF or Excel formats from the Report Viewer by clicking on the

‘Export’ button on the menu bar. Save the export to a specified location. Warning: There is a
limit of 60,000 rows which can be exported.

L_l': Report Viewer

Back Subscription FOF B Export Send Report  Print Pr
4 A4 PPl 100% ~ 4
Document Map T

. Rraalr Fannt arvannnard hw An,

-

|

0% of FrmReportyiewer.aspx from 10,1161 Campleted | =]

o

.ont_26_10_2010_12_45_08.pdf from 10.1.1.61

£2 |

=

E ztimated time left;
Davnload to:
Transfer rate:

[7] Cloge thiz dialog box when download completes

Open Folder

3.5.10 Print Report

A report can be printed from the report view by clicking the ‘Print Preview’ button on the menu
bar.

]'.j'_' Report Viewer

Back Export Send Report  Print Pre
4 4 bkl 100% - 3
Document Map i
= | Break Count grouped by Agen!
Coffee
Luner
Meeting
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3.6 Dashboard
CCS Report Web allows a certain report statistics to be created and made available for CCS

Dashboard. To create a new statistic, enter on the ‘Dashboard’ section and select “New
Dashboard'.

3.6.1 Filter — Step 1

The first step allows you to select from a list of multiple criterion. This process is identical to the
first step in generating reports.

@ http://red/CCS%20Report/FrmFilter.aspx?Mode=Dashboard

71( Filter

ireCs CCS

Next

Add criteria to select calls by : Selected Criteria
Date
Including calls made today
Extension
Number Dialed
Cost
Meore

#100% -
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3.6.2 Choose Statistic — Step 2

(=% Dashboard Statistics Setting - Internet Explorer provided by Dell e e

& hitp://red/CCS%20Report/FrmFilter.aspx?Mode=Dashboard 2 |

Dashboard Statistic

Dashboard Setting
L Statistic Name total duration today
I Statistic ltem
© call Duration @ Answer Time @ AcD Agent Talk Time

@ Agent Talk Time @ Queue Time @ Agent Wait Time
] Ring Time e Ring Time Maybe In Queue @ Hold Time

@ Other Time @ completion Code Entry Time @ Initial Agent Time
@ Abandoned ACD Call @ Abandoned cal @ Answered ACD Call
@ Answered Call @ Overflowed Call @ call Cost

@ call Cost + Tax @ unanswered Call @ Engaged Call

@ i Calls

Statistic Function

© sum @ Average

@ Maximum @ Minimum
Total Criteria 0 hours 0 minutes 0 seconds
Save To vy Scatistcs |~ IR

Save

To complete the second step, the following configuration must be completed:
Statistic Name - the name of the statistic. This is what CCS Dashboard will see.
Statistic Item — choose the statistic to report from the list of statistics items available.

Statistic Function — determines how to calculate the records. Some statistic item may only
have ‘Sum’ to choose from.

Once completed, click ‘Save’ and the CCS Dashboard should be able to use this new statistic.
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4. Using CCS Dashboard

4.1 File Menu

Business Intelligence Dashboard
File Options Add Group

Mew
Open
Save As ...

Save

New Global File
Open Global File
Save As Global File
Save Global File

Email Setting ...
Quit

New — create a new Dashboard canvas, and set the ‘Configuration File Settings’ in Options to

default to local configuration file when the Dashboard is reopened.

Open — open a saved XML local configuration file. Use the explorer window to find the file.

Save As ... — save the current Dashboard layout into an XML local configuration file.

Save — overwrite the opened XML local configuration file.

New Global File — create a new Dashboard canvas, and set the ‘Configuration File Settings’ in

Options to default to global configuration file when the Dashboard is reopened.

Open Global File — open a saved global configuration file.

Save As Global File — save the current Dashboard layout into a global configuration file.

Save Global File — overwrite the opened global configuration file.
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4.1.1 Email Setting

Email Settings

(TR mail.company.com

LTI E I testuser

Password "eee

From [ compan}r.con'J

Configure the email server settings to be used for email notifications.

Mail Server — address of the SMTP email server.

Username — the SMTP user account.

Password — the password to the user.

From — the sender’s email address.

89



IPECS CCS Desk Agent
User Manual Issue 1.8

4.2  Options Menu

Hide Menu —hide the top menu. Once hidden, the menu can be shown again by right clicking

on the empty area of the canvas and select ‘Show Menu’

File Options Add Group

Status Bar — show or hide the status bar. The status bar shows the current state of the

Dashboard, the configuration file opened, the software version, and the main data source it

connects to.

Dashboard Stop - C\Program Files\CCS\CCSDashboard\Defautt.xm| - Ver6.0.0.0 (20} Connected to localhost .

Full Screen — maximize the Dashboard canvas to full screen.

Auto Run — when enabled, the Dashboard will auto-run the most recent local/global

configuration file as soon as it launches.

Snap to Grid — enable / disable the snap function.
Snap to Grid — activates the grids.

Snap to Grid Size — change the size of each grid.

Business Intelligence Dashboard
File Optioris Add ‘Group - —

Dashboard Stop - C\Program Files\CCS\CCSDashifimndidhttad Bodkcalhost .2
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4.2.1 Options

Open the ‘User Settings’ configuration screen.

Advanced
(¥ User Settings = | B )
Dashboard Gateway Server Name:
General localhost
Gateway Servicel Port:
8711
Gateway Service2 Port:
8712
OK | [ Cancal | [ Apply

General
3 — ~
;Z’ User Settings l =Rl X
- - . - - ' W W W
Advanced Auto Save On Run Dashboard
General
Run Dashboard On Startup
Hide Menus On Run Dashboard I

Show Full Screen On Run Dashboard
Configuration File Settings

@) Use Local Configuration File

) Use Global Configuration File

|
0K | [ Cancel | [ Apply |

Dashboard Gateway Server Name — the
name of the machine that hosts the CCS

Dashboard Gateway service

Gateway Servicel Port — must always be
setto 8711.

Gateway Service2 Port — must always be
set to 8712.

Auto Save on Run Dashboard —
automatically saves the configuration
before the dashboard enters ‘running’

mode.

Run Dashboard on Startup — enable this

to start Dashboard when Windows starts.

Hide Menus On Run Dashboard - hide
the top menu bar when the dashboard is

running.

Show Full Screen On Run Dashboard — maximizes to full screen when Dashboard runs.

Configuration File Settings — choose to use a Local configuration XML or a global

configuration file.
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4.3 Add Menu

Business Intelligence Dashboard
File Options Add Group
Pie Chart
Bar Chart

Boxes

Progress Bar

Speedo

Text

Grid

DataGrid
Background
Message Scrolls
Picture

Clock

This gives a list of objects that can be created in the Dashboard. The new object is
automatically added into the canvas once selected. Details about each object will be discussed

in later section.

Business | elligence Dashboard
File Options Add Group

Dashboard Stop - E:\,Progmn! I_—‘ll_eﬂCCS\C{BD ch‘alhoﬂ.ﬁi
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4.4  Group Menu

Business Intelligence Dashboard
File Options Add Group

Settings
Select Mode

Available Groups

Settings — currently only one setting is available in this section.

Delete All Objects —when checked and then OK, it will erase all objects in the Dashboard
canvas.

Select Mode — choose the grouping mode.
Group — group all selected objects into a group

Un-Group — remove the objects from any association to a group

Available Groups — show a list of groups created.
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45 Canvas Menu

Business Intelligence Dashboard
File Options Add Group

v  Show Menu
Full Screen

Always on Top

Sawve

Run Dashboard

By right clicking on the empty area of the canvas, there are several options that can be selected.

Show Menu - restores the top menu once hidden.

Full Screen — activates the full screen mode

Always on Top — keeps the Dashboard on the foreground at all times.

Paste — creates a copy of an object. The object must first be copied.

Save — saves the current Dashboard layout into local configuration file.

Run Dashboard — locks the design and activates the Dashboard to start collecting statistics.
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4.6 CCS Dashboard Objects
4.6.1 Overview

B usinejs Intelligence Dashboard
File Options Add Group

Title

Dashboard Stop - CAProgram FleshCCS\WCCSDashboard Defauttym| Connected to Iac‘iﬁlﬁl_.;l__

Managing objects on the Dashboard canvas are very simple. Objects can be moved by drag-
and-drop, and there are guidelines to assist the positioning of the objects. Objects can also be
stretched by using the control on the edges of the object. The ‘title’ for each object can be

edited using the ‘Set Style’ configuration.
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@ Business Intelligence Dashboard
File Options Add Group
I

Set Value
Set Style

Copy

Bring to Front
Send To Back

Delete

Right click on an object to several menus related to the object.

Set Value — modify the data and threshold settings for the object.

Set Style — modify the style settings for the object. Note that style is not supported in some

objects.

Copy — create a copy of the object, which can be pasted to an empty area on the canvas.

Paste — paste the copied object.

Bring to Front — adjust the Z value of the object, bringing the object on top of other overlaying

objects.

Send to Back — adjust the Z value of the object, pushing the object behind other overlaying
objects.

Delete — delete the object from the canvas.
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4.6.2 Set Value
Although some objects do not have identical settings for their ‘Set Value’, below is a typical

configuration screen for objects that display data.

Data Type 'CS Report Statistics ™
Display Format Mumber ¥

Maximum Value 0

Minimum Yalue 0

Statistic Type total calls today

Refresh Interval(s) 1

Edit Threshold -

Data Type — there are 4 possible data types to choose from.
Agents — connects with CCS Desk to obtain real-time agent information.
Queues — connects with CCS Desk to obtain real-time queue information.
CCS Report Statistics — connects to CCS Report and run the statistics created with CCS
Report.

Custom Statistics — connects to an ODBC data source to run a query or stored procedure

Display Format — there are 4 display modes available.
Number — basic numeric value e.g. 303.
Percentage % - adds the percentage symbol to the value.
HH:MM:SS — assumes the value is in seconds and converts it to hours, minutes and seconds.

MM:SS — assumes the value is in seconds and converts it to minutes and seconds.

Maximum Value — set the upper limit, applicable when the object contains a gauge e.g.
Progress Bar and Speedo.

Minimum Value — set the lower limit, applicable when the object contains a graph e.g. Progress
Bar and Speedo.
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Statistic Type: Agent — Select one of the statistics in the list then click on the three dots (...)

button to select the CCS Desk agents to be monitored.

Data Type

Display Format
Maximum Value
Minimum Value
Statistic Type
Refresh Interval(s}

=

Agents

Percentage %

Break Status
Break Status
Extznsion

Logged In

Login Time
Queue Calls Toda
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Statistic Type: Queue — select one of the statistics in the list then click on the three dots (...)

button to select the queue to be monitored.

Data Type
Display Format
Maximum Value
Minimum Value
Statistic Type
Refresh Interval(s}

Edit Threshold

Queus v
Mumber M

Agents Available
Agents Busy
AgentsIn

Calls Wait Average
Calls Waiting

Calls Wait Maximum
DateChanged

Day Calls Abandoned
% Day Calls Abandoned
% Day Calls Answered
DayCallsAnswered
Day Calls Escalated

% Day Calls Escalated
Day Calls Received
Day Calls Started

o s

Choose Objects
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Statistic Type: CCS Report Statistics — select one of the CCS Report statistics in the list.

Data Type (CS Report Statistics ™
Display Format Mumber -

Maximum Value 0

Minimum Value 1]

Statistic Type total calls today

Refresh Interval(s) 1

Edit Threshold -

Statistic Type: Custom Statistics — select the configured ODBC data source from the list then

click on the three dots (...) button to configure the custom query.

Custom Query

Query Generator
Select Stored Procedure

Param Mame Param Type Param Value

Generate Query

Or Type your custom query

zelect count(™) from thidirext
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Refresh Interval(s) — specify how frequent the Dashboard should check for new update on the

statistic selected.

Edit Thresholds — configure alert and notifications when a particular value has been reached in

this object. To enter the threshold configuration screen, click on the three dots icon (...).

There is no limit to the number of thresholds that can be added per object. The value that must
be met can be modified by clicking on it. Each level serves as a ‘greater than’ range to the level
above it.

In this example, the color of the object will be blue if the value is >= 0 and < 10.

]
5

Lv.0 When Reached
Lv.1 When Reached:
Lv.2 When Reached:
Lv.3 When Reached:
Lv.4 When Reached:
Lv.3 When Reached

Lv.6 ¥When Reached
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There are other actions that can be performed when a level is reached. Click on the three dots

(...) icon beside a level to open the configuration screen.

Threshold Options

coor (NS |

Sound NIV IR [

@& Once © Continous

SPETRGN <\ pervisor@company.com

Color — change the color of the object.

Sound — play an audio file once or continuously. The file can be selected from using the three
dots (...) icon next to it.

Email to — an email notification can be sent to a destination. The email will also contain the
statistic type set to the object and level / value reached.

SMS to — an SMS notification can also be sent. This requires CCS SMS module.

102



IPECS CCS Desk Agent
User Manual Issue 1.8

4.6.3 List of Objects and Styles

Pie Chart

Agents per Queue

Background Gradient 1 --

Background Gradient 2 -

The
Font Color [ . |

Font Style -
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Bar Chart

Background Gradient 1 --

Background Gradient 2
Bar Auto Spaces

Bar Spaces

Bar Value Font Color
Bar Value Font Size

Bar Width X Axis Line Visible

Grid Line Visible X Axis Text Skew

Title Agents per Queue Y Axiz Font Color

[
Titie Font Color L[] Y Axis Font Size s |
—

Title Font Style
% Aois Line Visible
¥ Axis Font Color

X Axis Font Size Zoom Type

Tite
Title Font Color --

Title Font Style

=
Value Font Color --
=

Value Font Style

Main Agents| |Overflow
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Progress Bar

Titl
Title Font Color --

Title Font Style

=
Value Font Color --
-

Value Font Style

Speedo

N2

Main Agents Overflow

Gradient Color 1 -

Gradient Color 2 -

Gradient Color 3 -!
i
Title Font Color --

Title Font Style

.|
Value Font Color --
-

Value Font Style
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Text

Content
Title Font Color --
.|

A Simple Text | mros=

Overflow

0

Data Grid

Total Calls Missed Answered % Answered

A 21 100. 00%

Background

Background Gradient 1 -

Background Gradient 2 -
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Message Scrolls

This Is A Text Marqu

Background Color

Conlent

This Is & Text Maraue

Font Color -

Font Size
Font Style

Time In Seconds

Scroll Type

Picture

LeftToRight ™

O0O3-23-01

24/04,2012

Gradient Color 1

Gradient Color 2

Date Font Color

Date Fonl Size

Time Font Color

Time Font Size

Time Zone Foni Color

Time Zone Fonl Size

xt Marquee

Picture Path
Picture Stretch

Ch\Users\Farlev\Picturesiw: -

Time & Date Seitings

Type Clock :
& Digital @ Analog
Format

& 24 hours @ 12 Hours

Display:
© HH:MM:55
@ HH:MM

Show Date

Date Format:
@ Long (March 23, 2009)
© Short (23/3/2009)

Time Zone:

(UTC} Dublin, Edinkburgh, Lisbon, London

Time Zone Label:
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9. Using CCS Chat

5.1

Customer Page

The Customer Page is where chat request is created. Internally it can be accessed by adding the
CustomerPage at the end of the CCS Chat URL.

For example: http://red:8080/CCSChat/CustomerPage

The end-user’s Web Admin will have to configure a number of settings in their IIS, website and

network to make this page accessible from the internet.

To request a chat, the customer must enter complete details on all fields. They also have to select

the “Chat Source” they wish to speak to.

<&

=E)

@ hitp//red:a080/CC O ~ ¢ X |

(22 Customer Chat Request

Name
Email
Company
Description

Request a chat with

Please enter your details below: cCcCS8S CHAT

Sandy Rivers
srivers@totalsolution.com

Total Solution

-

Meed help on the product

Support

Send l [ Reset

4

I

#100% -
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Customer will be informed when there is no agent available to handle their request or when they
have to wait for an agent to become available. Chat request can be cancelled by the customer at

anytime by closing the browser or hitting the Cancel Request button when available.

i =N éw [ —|-[=] é‘
éuﬂ::j @ http://red:8080/CC O ~ & X ” (& Customer Chat Request 6' | @ http://red:2080/CC O ~ & X ” @ Customer Chat Request

s

Please enter your details below: CCS CHAT Please enter your details below: CcCCS CHAT

-

Sandy Rivers, your request has been denied. Sandy Rivers, your request has been queued
Reason : No Agents Currently Available for Chat You are at the head of the queue, and will be dealt with next
[ Please hold, we will be with you shortly |
Cancel Request
| Cancel Request I
l . | .
< 1 | » 4 | 1l |
u #100% \I F100% ~
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The chat conversation window is opened when an agent has accepted the chat request. Note that

customer will receive the default / custom greeting message for the agent.

Need help on the product cCS CHAT

I--Jack is available ﬁ Jack

I--Your conversation with Jack has started
Jack [13:03]:
Hi, Sandy Rivers!

4 »
Send As : Sandy Rivers

|
Send

[ End Conversation ] [ Clear ] [ Print Chat ]

Chatting with Jack

Type chat messages in the box provided and click Enter or the Send button.

The Clear button helps customer to clear the message box should they need to re-type the chat
message.

The Print Chat button allows customer to send the chat log to printer.

Press the End Conversation button to close the chat request.

Customer will also be notified when agent has left the conversation

I--Jack has left the conversation
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5.2 Agent Page

Conversation Sandy Rivers CcCCS CHAT

Chat Request

Customer is waiting for conversation.

MName :Sandy Rivers
Company :Total Solution
Email :srivers@totalsolution.com
Description :Need help on the product

Would you like to accept or reject?

This screen will pop on chat agent’s screen to inform that there is a chat request in the system.

They can Accept the request to start the chat, or Reject to send the call to another agent.

In this example, we are informed that “Customer is waiting for conversation” which means it is a
new customer chat request. It is possible that the chat request is an invite or a transfer from

another agent.

Chat Invitation Customer Transfer
IAgent Jack is inviting you to a conference with Customer lagent Jack is transfering Customer
Name :Sandy Rivers Name :Sandy Rivers
Company :Total Selution Company :Total Solution
Email isrivers@totalsolution.com Email :sriversi@totalsolution.com
Description :Need help on the product Description :Need help on the product
Would you accept or reject? Would you accept or reject?
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The chat conversation window is opened when the agent accepts the chat request. Note that

customer will have received the default / custom greeting message sent by the system.

Conversation Sandy Rivers cCcS CHAT

Maore Options =>

1--CUSTOMER : Sandy Rivers(srivers@totalsolution.com) from Total Solution want to chat s Sandy Rivers
about Need help on the product

Send As : Jack

|
Send

[ End Conversation l [ Clear l [ Print Chat ]

hatting with Sandy Rivers

The red font indicates that Sandy Rivers is a customer, not another chat agent.

Type chat messages in the box provided and click Enter or the Send button.

The Clear button helps customer to clear the message box should they need to re-type the chat

message.

The Print Chat button allows customer to send the chat log to printer.

Press the End Conversation button to close the chat request.

Agent will also be notified when customer has left the conversation

I—Sandy Rivers has left the conversation
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The chat agent is able to view the status of the other agents by clicking on the More Options
button. The status of agents can be shown as logged in i.e. free, logged out, busy on phone, or
on break.

Conversation Sandy Rivers cCS CHAT
<< Hide Options
I--CUSTOMER. : Sandy Rivers a Sandy Rivers a i Tony LoggedOut
(srivers@totalsolution.com) from Total Selution want to
chat about Need help on the product § & sandra LoggedOut
& i Ben Adams OnBreak
& i Jasmine BusyOnFhone
4 8
Send As : Jack
Send
4 3
[ End Conversation l [ Clear ] [ Print Chat ] [ Transfer l [ Invite ]
hatting with Sandy Rivers

The chat agent can click on an available agent and send a request to join the conversation with
either the Invite or the Transfer button.

a i Tony LoggedOut
3 i Sandra LoggedOut

3 i Ben Adams  LoggedOut
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Conversation Sandy Rivers cCcsS CHAT

=< Hide Options

1—-CUSTOMER : Sandy Rivers a Sandy Rivers g & oy LoggedOut
(srivers@totalsolution.com) from Total Solution want to . ——

chat about Need help on the product & Jasmine 3 i Sandra LoggedQut
Sandy Rivers [22:40] : § @ cenadams  Loggedout

Hi Jack, I need help on one of your products. Can you
conference Jasmine in if she's available? She is well-
aware on the way I use it.

Jack [22:40] :

okay let me invite her in

I--Your invitation to Jasmine has been sent.
1--Jasmine has accepted your invitation

I--Jasmine has joined this conversation

Jasmine [22:42] :

Hi guys
4 »
Send As : Jack
|
Send
4 »
[ End Conversation l ’ Clear l ’ Print Chat l [ Transfer ][ Invite ]

(Chatting with Sandy Rivers,Jasmine

Invite is simply adds the agent into the conversation, while Transfer sends the existing chat

transcript to the additional agent.

Conversation Jack,Sandy Rivers cCcCS CHAT

More Options ==

|-FEEEEEE Previous Conversation **¥%*%*= & Jack
I--[TRANSFERRED] !--CUSTOMER : Sandy Rivers(srivers@totalsolution.com) from Total _
Solution want to chat about Need help on the product & Sandy Rivers

I--[TRANSFERRED] Sandy Rivers [22:40] :

I--[TRANSFERRED] Hi Jack, I need help on one of your products. Can you conference
Jasmine in if she's available? She is well-aware on the way I use it.
I--[TRANSFERRED] Jack [22:40] :

I—-[TRANSFERRED] okay let me invite her in

I--[TRANSFERRED] !--Your transfer request to Jasmine has been sent.
I--[TRANSFERRED] !--Jasmine has accepted your invitation

Send As : Jasmine

Send

[ End Conversation ] ’ Clear l ’ Print Chat ]
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Transfer and Invite request can be rejected by the other agent, however, a reason must be
written in the message box provided. The text is displayed only to the agent who requested the

invite / transfer.

Customer Transfer

gent Jack is transfering Customer

Mame :Sandy Rivers
Company :Total Solution
Email :srivers@totalsolution.com
Description :Meed help on the product

Would you accept or reject?

Reason

preparing a meeting

Send ] [Cancel

I—Your invitation to Jasmine has been sent
I--Jasmine has declined your transfer request. Reason :
preparing a meeting

115



The contents of this document are subject to revision without
notice due to continued progress in methodology, design and
manufacturing. Ericsson-LG Enterprise shall have no liability

for any error or damage of any kind resulting from the use of

this document.

Posted In Korea

Www.ericssonlg-enterprise.com
© Ericsson-LG Enterprise Co., Ltd. 2012



	1.  Using CCS Desk Client
	1.1 Login
	1.1.1 Login with Password

	1.2 Buttons
	1.3 My Status
	1.4 Active Call
	1.4.1 Answer
	1.4.2 Hang-up
	1.4.3 Hold and Unhold
	1.4.4 Dial
	1.4.5      Transfer and Conference
	1.4.6   Other Call Related Features

	1.5 Team
	1.5.1 Setup My Team
	1.5.2 Team Features
	1.5.3 Transfer to another Queue

	1.6 CCS SMS
	1.7 History
	1.7.1 Missed / Incoming / Outgoing Calls
	1.7.2 Recording
	1.7.3 SMS

	1.8 Search
	1.8.1 Search for Agent
	1.8.2 Search for Queue
	1.8.3 Search for System Speed Dial
	1.8.4 Search for Personal Speed Dial
	1.8.5 Search for Extension
	1.8.6 Search for Microsoft Outlook or Microsoft CRM Contact

	1.9 Personal Speed Dials
	1.10 Conference Room
	1.11 Call Account Codes
	1.12 Call Completion Codes
	1.12.1 Automatic Call Completion Codes

	1.13 CCS Desk Options
	1.13.1 CCS Record Options
	1.13.2 Advanced CCS Desk Configuration

	1.14 Always on Top
	1.15 Logout

	2. Using CCS Desk Manager
	2.1 Login
	2.2 CCS Desk Manager Options
	2.3 Monitor Queues
	2.3.1 Drag and Drop Agents to/from a Queue
	2.3.2 Queue Details View

	2.4 Monitor Campaigns
	2.4.1 Campaign Details View

	2.5 Monitor Queue Groups
	2.6 Monitor Agents
	2.6.1 Agent Control from CCS Desk Manager
	2.6.2 Agent Details View
	2.6.2.1 Agent Details View Option


	2.7 Monitor PABX
	2.7.1 Resetting an Announcement Port
	2.7.2 Clear Call from System

	2.8 Real-Time Call Handling
	2.9 Emergency Mode

	3. Using CCS Report Web
	3.1 Getting Started with CCS Report Web
	3.2 Run a New Report
	3.3 Filter – Step 1
	3.3.1 Date Range
	3.3.2 Extensions
	3.3.3 Numbers Dialed
	3.3.4 Cost
	3.3.5 Access Codes
	3.3.6 Account Codes
	3.3.7 Access Codes
	3.3.8 Agent
	3.3.9 Answer Time
	3.3.10 Authorization Codes
	3.3.11 Break Type
	3.3.12 Call Flags
	3.3.13 Call Type
	3.3.14 Caller ID
	3.3.15 Campaign
	3.3.16 Carrier, Tier, Rate
	3.3.17 Completion Code
	3.3.18 Directory
	3.3.19 Duration
	3.3.20 Email / SMS
	3.3.21 Private Number
	3.3.22 Queue
	3.3.23 Site
	3.3.24 Times of Day
	3.3.25 Trunk Group
	3.3.26 Trunk Line

	3.4 Report Options – Step 2
	3.5 Report Viewer – Step 3
	3.5.1 Save Options
	3.5.2 Subscription
	3.5.3 Mail Setting
	3.5.4 Subscription Setting
	3.5.5 Subscription Settings
	3.5.6 New Subscription Folder
	3.5.7 New Schedule
	3.5.8 Testing Subscription
	3.5.9 Export Report
	3.5.10 Print Report

	3.6 Dashboard
	3.6.1 Filter – Step 1
	3.6.2 Choose Statistic – Step 2


	4. Using CCS Dashboard
	4.1 File Menu
	4.1.1  Email Setting

	4.2 Options Menu
	4.2.1 Options

	4.3 Add Menu
	4.4 Group Menu
	4.5 Canvas Menu
	4.6 CCS Dashboard Objects
	4.6.1 Overview
	4.6.2 Set Value
	4.6.3 List of Objects and Styles


	5. Using CCS Chat
	5.1 Customer Page
	5.2 Agent Page


