E

Empowered by Innovation

Quick Reference Guide

UC for Business

Desktop Supervisor

\__ w\._ w.“b “

« ¥

‘ -
- ..._-.._.nqlo...-_q

ﬂ!ﬂhﬂ‘ﬂ-ﬂl.!

AT

. .M‘m_-.lnm.ih.is ...!

. \u.u:..,.-.
Edndl

~ e

~8 e

%0. o f S

SIS
AN N T
LEEL]
.“u‘u._‘

‘“lmw-u.
s e m...:...-“..._

]

AT

NEC Corporation of America

001NEC-01QRGR

www.necam.com


www.necam.com

Revision History Desktop Supervisor Quick Reference Guide

Revision History

Document No. Release Date Change Description
001NEC-01QRGR 04/13/11 Initial release.

NEC Corporation of America ©2011 001NEC-01QRGR



Table of Contents Desktop Supervisor Quick Reference Guide

Table of Contents

0T (1o 1) 1
L0 LT = T [T 1= 1
Change the QUEUE MOTE ........oiiiiiiiii ettt e s ae s b e s s r e e st e sr e e saeesar e e r e e saneenree s 1
EMErgency QUEUE MOGES........cooiuiiiiiiiii ittt ettt s r e s s e e s e sae e s bt e s ae s n e e b e e s n e s eae e sneeneennns 1
ReEQUEST QUEUE CallS.....cccmiiiunrrisasrisssmsissssssiismssssss s iasas s rasamss s s s ra s s s e e £ e e R e R ARR R E AR RS £ R AR SRR R AR R E R RREE AR RRE AR RRE R AR R R R R R RRRRRR RS 2
Remote Supervisory ACtionS ON AQENtS.......cccuiimiissmmmisanisssmisssssisssssssssmsnssssss s msssssasssassnssssamsssssmnsassanssnsansssssnnsnssnnes 3
Remote LOGin @nd LOGOUL.......ou ittt e e e e e s e s s sne e sne e e e e n e e s en e e e srneeeenenennnne 3
Remote Breaks (ON @nd Off) ...ttt ettt s bt e e eee e st e e sae e e s e e b e e e e e e eae e sneenneennees 4
Remote Worktime (On @nd Off) .......uuiiii ittt e e et e e e e e e aae e e e s e e anee e e e eeaseeeeaeennreeeeeennnenes 4
Review Agent and Queue StatiStiCs......cuucuimmiiiiicmiisiiirrr s 5
137 Lo T 0T gl T 7 Ve =Y 4 5
MONItOr an AGENT'S CONVEISAtION. ... .cciuiiiiiieieetiert ettt ettt et be e s e e b e e she e e as e e eaeesbeeaae e e beeeneeesaeesseenneennnes 6
Stop Monitoring @n AGENT'S Call ......ooiiiiiieiieiie ettt eae e et e s ee e be e st e e ne e se e e eaeeear e e beeenneennee s 7
Play/Do NOt Play @ QUEUE AIIL .......ccccciiieeeirimnissmnisssssssssmsssssmssassssssss s ssssms sassss s sasms s s asans assns sasamessssmnssssnntsnsansesssnssnsnnnns 7
(= | o N 8

NEC Corporation of America ©2011 001NEC-01QRGR iii



Introduction Desktop Supervisor Quick Reference Guide

Introduction

Certain Desktop functions are only active for Supervisor-level users. This document provides a quick reference on all
the Supervisor-level functions in Desktop. For more details on using the full Desktop application, refer to the Agent
Desktop Quick Reference Guide or press F1 in Desktop for context-sensitive online help.

Queue Modes

Change the Queue Mode
1. Click the Queues group.

a Agents |
[ queves | 0SS
Gueue Name Queue | Calls Que
S Conferences 154 Operatar
= Steve's A4 6810
e David-84 0492613705 6620
T T
JasonB Af
B Fan B KH Demo A8 Day
Universe &4 B might Mode
=1 Email USASales A% | 1 Emergercy
USA Sales Team |
B use HelpDesk |83 Meeting
LR ED iI\ll'f'! IYR-Demo
SC Demo Cusk Se
SALES ¥R Speech Rec-Demo
DDC Cigars IVR Virtual Assistant

2. Right-click the queue in the list to change, and then select the required mode from the menu. An icon of the
selected mode then displays by the queue’s name in the list.

@ Note: To restore the mode to the normal setting, select Scheduled.

Emergency Queue Modes

Activate the Emergency Mode
Activate emergency mode to override the current mode, scheduled or otherwise.

1. Click the Queues group.

Scheduled

Day
Might
™ Holiday

3 Block calls

2. Right-click the queue in the list to change, and then select the mode used for emergencies from the menu. The
emergency mode’s icon then displays by the queue’s name in the list.
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Cancel the Emergency Mode

1. Click the Queues group.

2. Right-click the queue in the list to change, and then select Scheduled. The queue then automatically returns to
the mode configured within its schedule.

Request Queue Calls

Supervisors can request calls from queues allowing them to pick-and-choose which calls to take and when to take
them. Having automatic or demand delivery does not matter, both allow you request calls.

»  Perform one of the following methods to request a queue call:

= Click the Request a Queue Call icon in the toolbar to deliver the longest waiting/highest priority call from all
queues that you are logged into.

= Right-click the queue, and then select Request a Call to deliver the longest waiting call from that queue.
= Right-click a specific call in the queue, and then select Request this Call to deliver that specific call.

| [ [+ |Presence: £ inthe offes
Phone E‘B LEA Foaadi X
Email (SMTP) an Manage Junk Emails...
Outbound Queuing % B{ ¥ Scheduled
Chat @ H o
Fax a R f} Day
= 2% Holiday
Any = j Test Mode
=l Request a call
=8 Ryan/ Request this call
#51\ Froni Delete Email

. ______________________________________________________________________________________________________________________________________________________________|
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Remote Supervisory Actions on Agents

Remote Login and Logout

Supervisors can use the remote login/logout feature to log agents in and out of their Desktop (e.g., if an agent forgets
to log out at the end of a shift). Ensuring all agents are logged out after business hours helps keep the Supervisor’s
reporting consistent.

1. Click the Agents group.

|§Agents |i'- — -l l'|
=
@ Ouewes
Agent Usgerld | Calls Duration ' Reazo
%8 Conferences & sergioMarkovice3sl  leoall 64l |
T £ steve Carter 6380
LR £ System Admin 9999
~ S
% Web Browser ‘£ W'
@ r—y oD Break...
Ead &a Tom Demo i
Vorkbine. .,
£ Tom Farquha .
1 Emai Eg Tom Gordon 6389
; : & willam Bayne 6201
8

<Inthe Office> 54 Schedule: On - W Free Untl 500 pm 7 <type| MoMew b

2. Right-click the agent, and then select Login to log the agent in or out (if there is a checkmark next to Login in the
menu, then the agent is logged out).

3. From the Telephone Line list, select the line for the agent.
4. From the Class list, select the appropriate class for the agent.
5. Click OK.

Note: This process does not have to be done solely from the Agents group—it can be done from any
group that displays agents.

. ______________________________________________________________________________________________________________________________________________________________|
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Remote Breaks (On and Off)

Supervisors frequently use the remote Break on/off feature to take agents on and off breaks, for example, when an

agent:

Needs to go to lunch and stop taking calls, a Supervisor can put the agent on a break.
Returns and forgets to remove the break, a Supervisor can remotely take the agent off a break to receive calls.

Monitor Agent, ..

-
1. Click the Agents group.
|§ Agents | | 8 J l|
 Gueuss Agents 4
| Agent Uszerld  Calls Duration ' Reazo
% Conferences & Sergio Markovice381 o)
76 £, steve Carter 6380
ZaaE3Eoe £, system Admin 9939
(A — £ Tomwatter 9888
; e
7 Fax [~
& TM
3 Erai & “Warkkime. ., :
£
L=
£
[N

[

- J |
<Inthe Office> 58 Schedule: On & Free Untl 5:00pm & <typs| MoMewt

2. Right-click the agent, and then select Break to put the agent on/take the agent off a break (if there is a
checkmark next to Break in the menu, then the agent is on a break).

3. From the Reason list, select the break reason.
4. In the Duration field, use the arrows to select/type the number of minutes for the break.

5. Click OK.

Remote Worktime (On and Off)

Agents use the Worktime feature when performing a non-queue call work related task, such as updating the CRM,
writing an email, talking to a product specialist, or attending a meeting or training. Supervisors can remotely turn the
Worktime feature on or off for an agent.

If there are a large number of calls waiting in queue and key agents are on worktime, the Supervisor can take the
agent off of worktime so that calls deliver to the agent.

1. Click the Agents group.

|§ Agents | & 'l 2',
W ooees | IS
| Agent Userld | Calls Dwration | Reaso
S8 Conferences R al ~
- & Aimee Zawacki 6396 2
e e & AndreaKerr 6384 i |

£ AndreaTest 98761

'a, wieb Browser s
wn Andrew Consol20d3

@'} o | :zh Andrew Flury 6390
0 anthony Granakazl 4 calls 32113 Lurn
=1 Email (8 prememmtiemmeenme D oealls  29:75 Trog
= fylegn.. eSSt
?_a Break...
wh
£
| £ ; v
Al ot Monitor Agent... e

|‘| <In the Offices | Schedule: O @ Free Untl 5:00pm 27 <type | NoNewt

2. Right-click the agent, and then select Worktime to start/end the agent’s worktime (if there is a checkmark next to
Worktime in the menu, then the agent is on worktime).

. ______________________________________________________________________________________________________________________________________________________________|
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Review Agent and Queue Statistics

View real-time agent and queue statistics from any of the following groups within Desktop:

= Agents
= Queues
= Contact Center (use to view both agent and queue statistics)

1. Click (or hover the mouse over) the preferred agent or queue.

[T epe— e
=] USA Frontline 6914
3 Anthony Granata 6371 Solutions Engineer 1 (0) 6371 44:30 Lunch
::) Basman Hanna 6376 Solutions Engineer 1 (D) 6376 52:22 Collaborating
a Hoang Vu 6379 Solutions Engineer 3 (0) 6379 20:31 3
& Reggie Braziel 6375 Solutions Engineer 5 (D) 6375 00:01 3 Email call(s
:3 Bryan Miller 6394 Sr Solution Engineer 6593 1:37:25 | Duration: 1d 5:03:54 Queue: USA E-Mail Frontline
\f) Jon Chapman 6391 Sr Solution Engineer 5391 1:06:24 T| Duration: 1d 5:03:54 Queue: USA E-Mail Frontline
ﬂ Khristy Young 6372 Sr Solution Engineer 1 (D) 6372 1:24:39 T| Duration: 21:12:42 Queue: USA E-Mail Frontline
:9 Mike Dubbs 6382 Sr Solution Engineer 6382 1:08:41 T|
EHVR USA Support AA 6305 Login Time: 5:12:19
[ Anthony Granata 6371 Solutions Engineer 1 (0) 6371 44:30 L|Break Time: 1:05:31
£} Basman Hanna 6376 Solutions Engineer 1 (0) 6376 52:22 U 0cc 77% I |
a Hoang Vu 6379 Solutions Engineer 3 (0) 6379 23 Queue Calls: 8
& Reqggie Braziel 6375 Solutions Engineer 5 (0) 6375 00:01 Avg Queue Talk: 0:09:28
J5A Smarthands (ZCC) ~—  En&E - - -
%) Mike Dubbs 6382 Sr Solution Engineer 6382 1:09:21 Troubleshoot,
8 USA E-Mail Frontline
B USA Frontiine 6914
ﬂ Anthony Granata @r 1(0) 6371 43:45 Lunch
%) Basman Hanna r 1(0) 6376 5302 Collaborating
&, Hoang Vu 6379 Solutions Engineer 4 {0) 6379 0:20
'c Daania Brazial A32TC Caltinne Fi i c My A2TC on-4a7

2. In the Contact Center group, click the agent name, queue name, or queue call to display different information.

Monitor an Agent

A Supervisor can listen in on an agent's conversation, and optionally record it.

@ Note: The Monitor function requires a UCB-based voicemail solution.

For a Supervisor to listen in on an agent's conversation, the following pre-conditions must be in place:

= The agent to be monitored must be currently logged in.

= The Supervisor must have the security permission to monitor calls for the Agent Login Class the user is logged in
to. There are separate permissions for queue, direct inbound, and outbound calls. Permissions can be applied to
security classes or individual users.

Note: For more details about prerequisites for agent monitoring, refer to the online help for Desktop and
Administrator.

NEC Corporation of America ©2011 001NEC-01QRGR 5
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Monitor an Agent’s Conversation

1. Click either the Agents or Queues group.
2. Right-click the agent to monitor, and then select Monitor Agent.

£, Doug Stewart 59569
a Georgina Bondfield 89805 .
o~

o Giampaolo Ferraro

W Logln

&, Grant Wright Break...
-8 Hayley Rush -
_Bhiaton b Worktime.

__U'.l_

Monitor Aar.-.-nt

Monitor Agent

Agent: Georgina Bondfield
bhumber of cals: |3 = &
Options

[¢] Monitor Gueue calls
[¥] Monitor Direct calls
[] Monitor Qutbound calls
[#] Hidden moniterng

i aﬁ.ll[ Concel | Hew

a @ Georgina Bondfield 89805

3. In the Number of Calls field, use the arrows to select/type the number of calls to monitor for this agent
(maximum of 5 calls).

4. In the Options section, click:
= Monitor Queue Calls to only monitor queue telephone calls.
= Monitor Direct Calls to monitor inbound direct calls.
= Monitor Outbound Calls to monitor outbound direct calls.
= Hidden Monitoring to disable notification to the agent while monitoring the call.

Note: If this option is not chosen, the agent's call window displays a note advising that the call is
being monitored.

5. Click OK. A red dot displays next to the agent's name in the list.

When the monitored extension has a call of the chosen type, the Supervisor’'s phone goes off the hook and the
call plays through the phone speaker.

After monitoring the specified number of calls, the monitoring stops and the red dot is removed.

NEC Corporation of America ©2011 001NEC-01QRGR 6
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Stop Monitoring an Agent’s Call

A Supervisor can hang up at any time while monitoring an agent’s call. Hanging up the call does not change the
monitoring status of future calls when choosing to monitor more than one call.

Click either the Agents or Queues group.
2. Right-click the agent to monitor, and then select Stop Monitoring.

The monitoring stops and the red dot is removed from the display for that agent.

If the Supervisor logs out, the monitoring stops for all agents being monitored. Also, the monitoring stops for
agents when they log out.

Play/Do Not Play a Queue Alert

Queue Alerts notify the Supervisor when the service levels are dropping. An alert to flash/sound in Desktop can be
scheduled when:

= A call has been waiting too long in a queue.
= There are more than X calls waiting in queue.
= The ratio of current calls to prime agents is greater than X.

All of these settings are set up in the Administrator application, but agents can choose to play/not play the alerts from
Desktop.

1. From the File menu, select Preferences.

D Preferences rzl

& Generd Optiors Agent Options
Logon

| 7] Display Options |:| Log me in to take queue calls when | open Desktop

3) T [ Log me out of the queue(s) when | close Deskiop

imers

Alerts

|§ Agent Options:

Alert Sound: Play Sound -

¥ Break/Worktime Reasons

# Queuing View Options

ﬂ Goto Screenpop Options page to corfigure Alert Screenpops

Presence profile when logged into queues

&, Select Classes

Presence Profile: | <Cumenthy Active: (¥

8 Outlook Contacts
Fax Prirting Options

-~ Chat Options

2 [ Print agent Faxes on answer
25 Screenpop Optiors Bt

@ Sounds

[ ok J[ cawd J[ He |

2. In the left pane, click Agent Options.
3. Inthe Alerts section, make all preferred selections and then click OK.

. ______________________________________________________________________________________________________________________________________________________________|
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Help

For more details on using the full Desktop application, refer to the Executive Desktop Quick Reference Guide and
Agent Desktop Quick Reference Guide, or press F1 in Desktop for context-sensitive online help.
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