User's Manual

AudioCodes Voice.Al Solutions

Voca Conversational
Interaction Center

Worker & Supervisor Application

ililVOCQ

QC audiocodes




Notice Voca | Worker & Supervisor Application

Notice

Information contained in this document is believed to be accurate and reliable at the time
of publishing. However, due to ongoing product improvements and revisions, Audi-
oCodes cannot guarantee accuracy of published material after the Date Published nor
can it accept responsibility for errors or omissions. Updates to this document can be
downloaded from https://www.audiocodes.com/library/technical-documents.

This document is subject to change without notice.
Date Published: April-22-2025

Security Vulnerabilities

All security vulnerabilities should be reported to vulnerability@audiocodes.com.

Customer Support

Customer technical support and services are provided by AudioCodes or by an authorized
AudioCodes Service Partner. For more information on how to buy technical support for
AudioCodes products and for contact information, please visit our website at
https://www.audiocodes.com/services-support/maintenance-and-support.

Documentation Feedback

AudioCodes continually strives to produce high quality documentation. If you have any
comments (suggestions or errors) regarding this document, please fill out the Documentation
Feedback form on our website at https://online.audiocodes.com/documentation-feedback.
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1 Introduction

Welcome to AudioCodes Voca Conversational Interaction Center (CIC) Worker and Supervisor!
This document provides step-by-step instructions on how to use the Voca CIC Worker
Application.

The Voca CIC Worker Application is a web-based application for Workers (Agents) to handle
voice and digital interactions and daily tasks tied to their roles, in one screen. From handling
customer interactions to accessing real-time customer information and contact center
statistics, each step in this document powers Workers to masterfully use Voca CIC in minutes.
Let’s jump in and show you the full potential of your new Worker and Supervisor experience!
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N

Logging into Voca CIC Worker Application

The following procedure describes how to log into the Voca CIC Worker Application so that you
can start using it.

> To log in to Worker application:

1.

Worker App button:

& TENANT MODE « Enterprise

TENANT NAME: Enterprise

Last 24 Hours

IVR CALLS BY DISPOSITION

Tiansferred flom Q.. 100%

CALL TRAFFIC REPORT

ConnectDemo.audiocodes.com  LANGUAGE : EN-US

From the Navigation menu pane, select Dashboard, and then on the top bar, click the Voca

The Worker login page appears:

ilivOCQ

Hi Worker!

Account *

2.

password window appears:

Enter your Worker's email address, as configured in Voca CIC, and then click Login; a



CHAPTER 2 Logging into Voca CIC Worker Application

Voca | Worker & Supervisor Application

3.

=. Sign in to your account - Google Chrome

a *

O
=rs

login.microsoftonline.com/common/cauth2 /v2.0/authorize?client_i...

BE Microsoft

Enter password

Password

Forgot my password

Sign in with another account

Terms of use  Privacy & cookies

Enter your Worker’s Microsoft account password (single sign-on / SSO), and then click Sign
in; the Worker Application opens, as displayed below!
Jdlivoca M shiftSart v © 00:00:16 shiftStart v~ © 000016 B shiftstart v © 000016 23 m i
.
=] Waiting forecats

bX
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Worker Application for Microsoft Teams

The Voca CIC Worker application is available for use through the Microsoft Teams application.
You can still use the Worker application through a web browser based on your preference.
Workers and Supervisors can add the application to their Microsoft Teams client as a Teams
native app.

Before starting, request and obtain access to the Teams app in your local cloud instance from
your account manager.

> To add Voca Worker Application to Teams:

1. Login to your Microsoft Teams app.

2. Onthe left pane, click Apps, and then click Manage your apps.

i 4 @, Search (Ctrl+E) Mg - m] x®
Activity Apps
9 Search apps and more Q Try our crowd-
Chat .
favorite apps
= % Apps ~
Catendar Add these high-quality apps to
Added by your org drive productivity.
o Built for your org
- See more
Adobe Acrobat
() Featured
onets Popular on Teams
E Best selling
T 3 y Added by your org See all
EEIEEES Made available by your organization's technelogy team
Imi Top rated apps
Meeting Ins... i i
Al-powered apps B Eloops Open Me.etmg Insights Open
ﬁ Eloops Audiacodes Inc
Whiteboard Categories
Built by Microsoft
Built for your org See all
Education Created and approved by your organization's technology team
Productivity
Image & video galleries @ ASKACBOT Add Meeting Insights Open
Your developer name Audiocodes Inc
Cig Rick i e Meeting Insights Trial Meeting Insights gaming
) Add ) Open
Audiocodes Inc Audiocodes Inc
@@ Manage your apps
Durruiaur B tine Bat Azura Duriicue Rat

3. Click Upload an app:

Manage your apps Apps

+ Get more apps T Upload an app

4. Click Upload a custom app:
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Upload an app X

Upload a custom app

Upload an app package (zip file) for yourself or a team. This is a great way to
test an app as it’s being developed.

Submit an app to your org

Submit an app to your IT admin for approval and check the status of your
- subrnissions.

5. Select the app, and then click Add:

Veoca CIC Worker Application %

Teams App, Inc.

Overview Permissions

Voca CIC Worker Application
Voca CIC Worker Application

App features

Personal app
Keep track of important content and info

Created by: Teams App, Inc.
Version 1.0.0

Permissions

This app will have permission to:
* Receive messages and data that | provide to it.
= Access my profile information such as my name, email address, company name and preferred language.

By using Voca CIC Worker Application, you agree to the privacy policy, terms of use, and permissions.

6. Run the below consent link one-time before you try to log in. Make sure you paste your
Azure Tenant ID in the link, replacing the placeholder, and that there are no spaces:
https://login.microsoftonline.com/<Tenant_ID>/adminconsent?client_id= 2e741073-8f3b-
4cb2-909c-6ec57953c1a9&redirect_uri=https://vocaus.audiocodesaas.com/


https://login.microsoftonline.com/<Tenant_ID>/adminconsent?client_id= 2e741073-8f3b-4cb2-909c-6ec57953c1a9&redirect_uri=https://vocaus.audiocodesaas.com/
https://login.microsoftonline.com/<Tenant_ID>/adminconsent?client_id= 2e741073-8f3b-4cb2-909c-6ec57953c1a9&redirect_uri=https://vocaus.audiocodesaas.com/
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Tip: Switching tabs will disconnect the app. Ensure you remain on the Worker app tab
or pop out the app into a new window.

Enable direct dialing (Click-to-call)

You can easily dial a number directly from any website with the Click-to-call feature. After you
enable this feature, all you need to do is right-click a phone number and directly call the num-
ber.

& This is only applicable for the Chrome browser.

> To enable Click-to-call:
1. Login to the AudioCodes portal and download the folder VocaClick2Call.zip.

2. Unzip the folder.

3. Go to the Chrome browser.

a. To the right of the Search bar, click the Extensions icon
b. Click Manage Extensions.

,ﬁ] Manage extensions

o

On top right, enable Developer Mode.
Q, Developer mode @

d. Click Load Unpacked. Window appears.

Load unpacked


https://audiocodes.sharefile.com/d-sfae60199e31849eebdfde3e07519f25d
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e. Select the folder from the Downloads folder and click Select Folder.

(& select the extension directory. *
3 > v s > Downloads > w @] Search Downloads »p
Organize + MNew folder O - (7]

> @ Danielle - AudioCodes Ltd

B Desktop

i Downloads

VocaClick2Call

é Documents

P4 Pictures

wem [ Drive (D)

T _LIVE HUB- drafts
= _VOCA - drafts

T VAIG-bk

L TN T TR . T T T

= ACVoca

Folder: VocaClick2Call

Select Folder Cancel

The Click-to-call extension is loaded.

s Telephone Number Dialer 1.0

il = |

I I@ Right-click on a telephone number to trigger a
dial.

ID: pbahckbiphidlipjcjmfgbebemhkbeng
Inspect views service worker

Details Remove ¢ O

Dial a phone number

> To dial direct:

1. Goto any website.

2. Select a phone number.
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3. Right-click the phone number.

Search Google for *+972-3-976-4000"
AudioCode q Translate selection to English
Headquarte

Naimi Park, 6 Ofra
Or Yehuda, 603230

Tel: +972-3-976-4000

i Dial this number

e Get Direction

4. Click Dial this number.
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3 Main Window

The main window of the Worker Application displays the following:

B Shift status bar

B Opt-in/out of queues
B Making calls
B Choose User Interface Language on page 15
M Sidebar:
e Voice channel
e Email channel
e Chat channel
e Queue statistics
e Missed calls queue
e Team management (for Supervisors)
Shift Status Bar
4 N\
d
Sidebar< .
N

Shift Status Bar

The Shift status bar displays the following per channel (voice, email, and webchat):
B Your shift status (availability)
M Duration of your current shift status

For example, the status bar below indicates that you are ready (available) to receive incoming
interactions for all channels, and displays the duration of this "Ready" status per channel:

. Ready ~ (©00:00:11 Ready v  (® 00:00:05 B Ready v (O 00:00:06


#_Voice_Channel
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Changing Shift Status per Channel

You can change the status of your shift for each channel (email, voice, and webchat).

> To change shift status:

1. Onthe status bar, click the down-facing arrow corresponding to the channel whose shift
status you want to change; a drop-down list appears:

»! Shift Start ~ (9 00:03:33

O Ready

Not Ready
O Break
O Meeting

O Calling outbound to VIP customers

O Outbound
QO shiftEnd
@:

2. Select the required shift status:

e Shift Start: This is the default status when you log into the Worker Application. When
in this status, you can't receive incoming calls nor interactions.

e Ready: You're available to receive incoming calls and interactions.

® Not Ready: You're not available to receive calls or interactions and calls will not be sent
to you. The statuses representing the reasons for your unavailability can be customized
in the Voca CIC Admin interface. For example:

¢ "Break"

¢ "Meeting"

¢ "Calling outbound to VIP customers "
¢ "Outbound"

e Shift End: Your shift has ended, and you won't receive any interactions. Only when the
status of all your channels is Shift End can you log out of the Worker Application.

-10 -
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When you accept a new interaction, your shift status automatically changes to
"Interacting" for a webchat or an email channel, or "Talking" for a voice channel.

Viewing Shift Status Duration per Channel

The status bar displays the duration (hours:minutes:seconds) that you have been in the current
shift status (e.g., "Ready") per channel.

For example, the status bar below indicates that you have been in "Ready" status for 11
seconds in the email channel:

. Ready v (©00:00:11 Ready v  (© 00:00:05 H Ready v (O 00:00:06
& When you change your shift status, the timer resets to zero.

Changing Shift Status of All Channels to "Ready"

You can easily change the status of all channels (Voice, Email, and Webchat) to "Ready" with
one single click. This feature is particularly beneficial for Workers managing multiple channels,
allowing them to start conversations right away.

& This feature effects only channels that are not in "Talking" or "Interacting" status.

> To change shift status across all channels to "Ready":

1. Click your profile icon, located on the top-right corner of the window; a drop-down menu
appears:

o= 4+
_u l:l
Yarin Agent
== English US >
Logout

-11 -
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2. From the drop-down menu, choose Set all channels to 'Ready’; all channels are now

displayed as "Ready":

. Ready ~ (©00:00:11 Ready +~ (9 00:00:05 H Ready +~ (9 00:00:06

Opting In or Out of Queues

You can opt-in or opt-out of queues per channel (email, voice, and webchat). When you opt-in a
specific queue, you will start receiving interactions from that queue. When you opt-out a

gueue, you'll no longer receive interactions of that queue.

/l\_ You must be associated with at least one queue per channel.

> To opt-in or opt-out of queues:

o—
1. Onthe toolbar, click the =© icon; a drop-down menu appears, listing the different

channels:

-0
Email >
' Voice >

B chat >

2. Hover over the relevant channel, and then click the toggle switch button to join or leave

the relevant queue:

o= HH @
_G ‘:I

Email ¥

. Voice > mHwasw @

= chat ? | Financial Aid ®

-12 -
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Making Outbound Calls

You can make outbound calls using one of the following methods:
B Manually dialing the number using the dial pad

B Selecting a contact from your organization's phonebook

Making Calls with Dial Pad

You can make calls using the dial pad (dialer), by manually entering the desired number to call.
In addition, you can select which number is presented to the customer as the caller ID. The
available options for the caller ID include your personal line or any queue number that you are
associated with.

> To make a call with dial pad:

1. Click the *s®icon in the top-right of the window; the following dialog box appears:

DIALER PHONEBOOK
Waorker Caller ID: Personal Line w
1 2 3
ABC DEF
4 5 6
GHI JKL MNO
7 8 9
FORS TUV WXYZ
&5 0 #

+

° x

2. Select the Dialer tab (default).
3. Using the dial pad, enter the desired phone number.

4. From the 'Worker Caller ID' drop-down list, select one of the following for the caller ID:

-13 -
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e Personal Line: Your personal line is used as the caller ID.

e An available queue from the list.

5. Click ° to dial the call.

The selected Caller ID option in the 'Worker Caller ID' drop-down list is saved for the
next time you open the dialer.

Making a Call to a Phonebook Contact

You can call a contact (customer) that is listed in your organization's phonebook.

> To make a call using phonebook:

1. Click the :E: icon located in the top-right of the window.

2. Select the Phonebook tab; the contact list appears:

DIALER PHONEBOOK

CONTACTS
® Mike Adams

® Tom Harris
® Paul Hoffman
® Mary Keller

® Scott Simpson

'S A S S A 4

® James Young

® Oren Batchelor h

® Agent Harry h

Each contact is displayed with its Teams presence status and organizational role ("Contact"
or "Worker"), as shown in the following example:

-14 -
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® Jarmes Young v

* Oren Batchelor L

A "Contact" is a Teams user that is defined in the Voca CIC Contacts section in the
Admin interface. A "Worker" is a user that is defined in the Voca CIC Worker section
in the Admin interface.

3. Inthe search field, type the name of the contact that you want to call.
4. Dial the contact by doing one of the following:
e Click the Y icon to call the contact's office extension.

e Click the - icon to call the contact's mobile.

Choose User Interface Language

Workers can choose their preferred language for the Voca CIC Worker Application. The 14 lan-
guages , supported by Azure, include:

B English US

B Spanish

German

Dutch

French

Italian

Japanese
Portugués (Brazil)
Chinese Mandarin
Russian

Hindi

Hebrew

Changing the interface language does not impact the communication language
between the worker and the customer.

> To change the interface language:

1. Onthe toolbar, click your profile icon located on the top-right corner of the window, and
hover over the current language; a menu of 14 available languages appears.

-15-
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.|||-\DCQ X, Ready v (D23:17:56 Ready v (231914 @ B Ready v ©2319:06 @ o === @
= (& Yarin Agent
- ~ Support = English Us o Set all channels to ‘Read
= espaiol == English US >
I Espaiol (México)  -090U
= Deutsch
= Nederlands
I 1 Francais
ih
I 1 ialiano
~ ® Oz
S
Bl Portugués
o) [ 1o
Select chat to read.
= Pycoii
=
Zrw

2. Select the language you want to set for the interface.

-16 -
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4 Voice Channel Interactions

The Voice channel page allows you to interact with voice calls. Both Incoming and outgoing call
information appears here.

Answering or Rejecting a Call

When you receive an incoming call, a pop-up notification box appears, as shown below,
displaying the caller's phone number and the name of the queue that routed the caller to you.
In addition, your shift status of the voice channel on the status bar changes to "Engaged".

1, INCOMING CALL

> To accept or decline a call:

B In the pop-up notification box, do one of the following:
e Click Answer to accept the call.
e Click Decline to reject the call.

When you answer the call, your shift status of the voice channel on the status bar changes to
"Talking", and the following is displayed on the page:

B Customer Details pane displays information about the customer (caller):

M (Optional) If the Worker Application is integrated with a CRM, the relevant information
about the customer is also displayed, as shown in the following example:

-17 -
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Jivaca C TEm QWmn @ ebeke Goen B mences  Quoin M oey I c: ]
CUSTOMER DETAILS
nase " Transter "
PHONE MUMBER: 9725254564 J
- CALLER TRANSCRS'T 81 Hiwhat i the sttus of my tcket ALLER TRANSCRIPT 82 Ticket mumber a 45638 MEMSERSHIP NUMBES 12456
= INT NUMBER: 125484 D HUMBER: 066427452 EMAR ADDRESS: Jsha@audbocodes.com
SSUE: Check Statun ALTERMATIVE CONTACT NUMEER: +1-919-267-3500
i
= Open i e
o CAM pewvien
. N 1 Search Opportunities and more.. *[+ ?2 G A ®
it Sales Home Opportunities » Leads w Tesks +  Files v  Accounts +» Contacts ~ Campaigns s Dashboards +  Reports ~  More ¥ #
Opportunity
Acme - 1250 Widget + Follow  NewCase  NewNote Clone w
Delivery Status Stage History (2) ¥
Stage Prospecting
e Amount $3,500,000.00

Call Operations

When you answer a call, the Customer Details group provides you with buttons that allow you
to perform various call operations, as described in the following table:

Button Button Name Description
Mute Mutes the call on your side.

m Hold Puts the call on hold.

m Transfer Transfers the call to another destination.

m Consult Puts the caller on-hold and connects you
with a Supervisor for consultation. When

consulting, there is an option to use a
keypad.

Hang-Up Ends the call.

Transfer & If you choose to consult with a Supervisor,
Transfer & Hang-Up | v .y ) ] P
Hang-Up clicking this button transfers the customer
to the Supervisor and disconnects your call
with the customer. After selecting this

option, a drop-down menu appears listing
wrap-up options for you to select.

-18 -
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5 Email Channel Interactions

The email channel page allows you to interact with incoming emails. This page displays the
emails you have received from the queues to which they are assigned.

Viewing Emails

You can view the emails that are associated with you. These emails are organized under the

relevant queues.

> To view emails:

B On the sidebar, click the email & icon; the email channel page appears, displaying emails,
which are listed under the relevant queues:

@ p0:05740 o5 :5; 0

divocQ B snst v O 000540 B imesing O 000003 W Busy B suhSian v
.
=

B

Stopping New Email Interactions

While you are handling an email interaction, you may choose to stop receiving new interactions
(voice, email and chats). This may be useful, for example, if you are dealing with an interaction
that requires a lot of time, or if you are planning on taking a break when you finish the current
interaction.

> To stop receiving new emails:

B On the toolbar, click the 'Busy toggle' switch button so that "Busy" appears red, as shown
below:

& Interacting ® 00:00:02 @) Busy

If you want to resume interactions emails, click the toggle switch again.

-19 -
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Accepting or Declining an Email

When you receive an email, a pop-up message appears displaying the queue's name,
customer's name, and email subject, as shown in the following example:

&4 INCOMING EMAIL

CUSTOMER DETAILS

> To accept or decline an email:

B In the pop-up email notification box, do one of the following:
e Click Answer to accept the email.

e Click Decline to reject the email.

Viewing an Email

When you accept an email, it appears listed in the left pane under the relevant queue.

> To view an email's contents:

B In the left pane, click the listed email; its contents are displayed in the right pane:

-20-
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divoca M wnsun v Qoosss: | B ewsctns Goooets Wouy B snsun v Osoossz W (IR ] 0
mhwasw
9 experenc S# s
Mot Akad 1M

enpariencey SW s Bt Akad Theami202e533PM

" Tor Support istouijvoca sdocodes jo
"
Im expenencing Software update Ssues mmy lepton
Thank you for your supart

ommunicain i st s-avoced ans may 00wt

Ghply | Fomad | (@ dsmin

Replying to an Email

When you open an email, you can reply to the customer by typing an answer or by inserting a
predefined answer from a template called Conversation Templates. If you use a predefined
answer, you can also edit it to suit the email's content.

> To reply to an email:

1. Open the email.

2. Typing an answer manual:
a. Inthe email body, type an answer.
b. Click Reply.

3. Using a predefined answer:

a. Click the Conversation Templates button located below the email; the Conversation
Templates dialog box appears:

CONVERSATION TEMPLATES

®

@ Aditional Info Needed
Dear XXX, In

-21-



CHAPTER 5 Email Channel Interactions Voca | Worker & Supervisor Application

b. Select the relevant template, and then click Select; the predefined answer appears in
the email content.

c. (Optional) Edit the inserted predefined answer.

d. Click Send.

Assigning an Email to Different Queue

You can assign an email to a different queue. This can be useful if, for example, you find the
email isn't within your queue's responsibilities, or the customer asks for further assistance
regarding a different issue.

> To assign email to different queue:
1. Open the email.

2. Click the Assign to button, located below the email; a drop-down list appears, listing
available different queues, as shown in the following example:

% Reply # Forward © Assignto
HW Issue
SW Issue

Ticket Status

3. Select a queue; the email is assigned to the selected queue and your status reverts to
"Ready".

Forwarding an Email

You can forward an email to fellow Workers or a Supervisor.

> To forward email:

1. Open the email.

2. Click the Forward button located below the email.

Requesting Assistance for Email Reply

If you require assistance in responding to an email, you can "raise a hand". Your Supervisor will
receive a notification containing the email, allowing the Supervisor to assist you in replying.

> To request assistance:

1. Open the email.

-22-
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2. Click the Raise Hand  icon located above the name of the sender of the email; the icon

changes to red “ and the Supervisor receives a request-for-help notification.

dinvoca S osunsan v Quoss2 | @ mencng Gogoois Weuwy | B sunsen v Opooss e @

9 erparencig st ezue

oxperiancing SW izsve. Bat akad
= To: Supgerinbasgvca umeeoes o

Im experencing Softuare updste ssues in my lestop

Thank you foryour support

Ty 318 eeands sl o1 428 o e SSGnatas NShGGL ST B N Ty 20 SAGTRSESd. 1S TSSdAr o 1 MAEESDE I Ak 20 v

3. Once you've received help from your Supervisor, you can send the email.

Wrapping Up an Email Interaction

Once you finish an email interaction, you have a predefined time to summarize (wrap-up) the
interaction. The wrap-up can be used, for example, to update documentation, update your

organization's CRM, or any other organizational need.

Alternatively, you can choose not to wrap-up the interaction.

> To wrap-up email interaction:

1. Open the email.
2. Perform your interaction as desired.

3. Click the Send button; a drop-down menu appears, listing available wrap-up options, as
shown in the following example:

-23-
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ilivoca
THWESW
&
[Draft] Bat Akad 18:27PM
experincing SW issue

Hi

L Ready v ©00:57:08 & Interacting  © 00:03:49 1 Busy B shiftend v © 01:06:22

o

Email Subject  RE: experlencing SW issue

Thankyou fo reaching out o the Customer Support Center

From: Bat Akad <bat akad@audiocodss com>
Sent: Sun 411412024 627 PM
To: Support Center <Support_nbox@voca audiocodes o>

Sublect: experiencing SW issue

.
B IUS == AW if =% ¢ @ Without wrap-up

Bat Akad
To: Support inbox@voca.audiocodes o

Hi,
Im experiencing Software update issues in my laptop

‘Thank you for your support

Tney Ifthe
@ssemination, use, distioution or copying of this communication is stricty pronibited and may be unlaw.

and delete or destrov anv coov of this messaae

4. Select a wrap-up reason; the email is sent. In addition, the left pane displays the listed
email highlighted in a background color and a countdown is activated to complete the
selected wrap-up. If you finish the wrap-up before the countdown ends, click the Finish
Wrap-up button. If the counter expires and you haven't clicked the button, the wrap-up

ends automatically, and you're reverted to "Ready" mode.

You can choose not to wrap-up the interaction, by selecting Without wrap-up. In this
scenario, your status immediately changes to "Ready".

Jdivoca
ITHW & SW
.
Bat Akad 18:27PM
experiencing SWiissue
stomn
IS
a
i

) 00:57:44

©

X Ready v Interacting @ 00:04:25 1 Busy B shiftend v © 01:06:58

experiencing SWissue

John Wesselman Sun 4/14/2024 6:32 PM
To: Bat Akad
Thankyou fof reaching utfo the Customer Supgort Certer:
From: Bat Akad <bat akad@audiocodes.com>
Sent: Sun 4142024 6.27 PA
To: Support Center <Support inbox@voca audiocodes io>
Subjoct: expariencing SW issue
H
1m experencing Software update ssues in my lapiop
Thank you for your support
Trey 4 o Ifthe reader
disseminaton, use. pying
iryou and dslte o on o
Bat Akad Sun 41472024 6:27 PM
o: Support.inbox@voca audiocodes.o
H

Supervisor View of Email Channel

In Supervisor mode, the email channel's left pane provides two tabs:

B Workers: Lists all Workers that are assigned to the Supervisor and the associated queues.

-24 -



CHAPTER 5 Email Channel Interactions Voca | Worker & Supervisor Application

B Assigned to me: Lists all emails that the Supervisor is assigned to handle. The emails in the
list are ordered under the name of the associated queues.

-Iﬁ-\DCQ M oBesk v D00DRM B emcting 000015 B Busy B Resdy v Qo -] @
Workers Assigrned To e
L=
A ITHWESW
Elad San P
=
axpariancing SW irsue
"
v}

E

Sebect emal 1o resd
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6 Chat Channel Interactions

The chat channel page allows you to receive the webchats and SMS messages from the queues
that you are assigned to.

Viewing Chats

You can view the webchats and SMS messages that are associated with you. The chats are
organized under the relevant queues. ou can filter chats by chat type or queue.

> To view chats:

1. Onthe sidebar, click the Chats B icon; the chat channel page appears, displaying chats.

2. Filter chats using the available filters:

e Clickthe = icon to filter by Interaction Type or Queue.

e Clickthe ™ icon to filter by Date or Unread to show only unread chats.

iivoca L v OWets | @ ey v ©ometss B meracing @ ovoc1s b usy o @

@ Melanie Smith 11:47 AM
Hi, | want 1o check my ticket status. [1]

o) @
sl roa

Accepting or Declining a Chat

When you receive a new webchat or SMS message, a pop-up message appears displaying the
gueue's name, customer's name, and reason, as shown in the following example:
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B INCOMING CHAT

CUSTOMER DETAILS
Customer Name
Melanie Smith

Subject -
Ticket Status

Quee Name
Support Queue

> To accept or decline a chat:

M In the pop-up chat notification box, do one of the following:

e Click Answer to accept the chat.

e Click Decline to reject the chat.

Responding to a Chat Message

When you accept a webchat or SMS message, you can respond to the customer's message, by
typing an answer or by inserting a predefined answer from a template called Conversation
Templates. If you use a predefined answer, you can also edit it to suit the chat's content.

An SMS chat is indicated by a blue chat icon, while a web chat is represented by a green chat

icon.
Interaction Type Example
SMS message
ﬁ +1-732-469-0880 14:34 PM
Thank you so much!
Webchat message Jennifer Gold 9:04 AM
& Image o

> To respond to chat messages:

1. Inthe left pane, click the listed chat that you accepted; its contents are displayed in the

right pane and the chat session begins:
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Jdivoca

 [n
- ~ Sales Quous

A Support Queve
=

Melanie Smith 147 AM

-] Hi, | want 1o check my ticket status.
il
&
2

2. Typing an answer:

@ ® fryperiere..

L Ready v (00:06:33 & Ready v 000632 @ B Interacting @ 00:01:23 M Busy 2% @

CONTACT REASON : Ticke Status FULL NAME - Melanie Smith PHONE NUMBER : +12566602 EMAIL - melanie smith@audiocodes com v

Hi want o check my ticket statws.

> Conversation Tempizes [>Tt

a. Inthe textbox located at the bottom of the chat window, type an answer.

b. Click the arrow button to send it.

3. Using a predefined answer:

a. Click the Conversation Templates button located below the chat window; the
Conversation Templates dialog box appears:

CONVERSATION TEMPLATES

@ vielcome
Helo. Can you gh

@ epty-step uide
Hera is a link to our administrator's

Give me a minute 1o look up your order status.

b. Select the relevant template, and then click Select; the predefined answer appears in

the chat's textbox.

c. Edit the inserted predefined answer if required, and then click the arrow to send it to

the chat session.
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Stopping New Chat Interactions

While you are handling a chat interaction, you may choose to stop receiving new interactions
(voice, email, and chats). This may be useful, for example, if you are dealing with an interaction
that requires a lot of time, or if you are planning on taking a break when you finish the current
interaction.

> To stop receiving new chats:

B On the shift status bar, click the 'Busy' toggle switch button so that "Busy" appears red, as
shown below:

B4 Interacting (® 00:00:02 . Busy
If you want to resume receiving interactions, click the toggle switch again.

Assigning a Chat to Different Queue

You can assign a chat to a different queue. This can be useful if, for example, you find the chat
isn't within your queue's responsibilities, or the customer asks for further assistance regarding a
different issue.

> To assign chat to different queue:

1. Open the chat channel.

2. Click the Assign to button, located below the chat; a drop-down list appears, listing
available different queues, as shown in the following example:

Mobile
Macbook
Lenovo

HP

Ticket Status

New Issue

End Conversation | v Conversation Templates Assign to
=

3. Select a queue; the chat is assigned to the selected queue and your status reverts to
"Ready".

Attaching a File to a Chat

You can attach a file to a chat session.
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> To attach file:

1. Open the chat.

&

2. Click the Attach icon located at the bottom of the chat; a dialog box appears:

divoca W Rexdy v Q000633 | @ Ready v ©00:0632 B merscing 0000122 1 Busy o @ @ = @
= oNTAGT ReASon: Tickersas UL NAE  Helae St Prone MsER 1258680 AL mela.smi@audocodescom .
EMPLOYEE D 52648
L Jep—
my
(-}
- o x
o o ® open
€ 5 v 4 B THEPC > Windows(©) > I
Orgonize = Newfolder

NNNNN
X Perlog:

Program Files
o Program Files x66)

User

Vind

i 7] [conomie
ccccc
> I e o
@ & Tpenee Pl Conversation | v [l Conversation Tempiates [ >R eat)

3. Choose the desired file, and then click Open.

4. Send the file to the customer, by clicking the arrow button.

Ending and Wrapping Up a Chat Interaction

The chat session ends when you or the customer disconnects the session.

Once you finish a chat interaction, you have a predefined time to summarize (wrap-up) the
interaction. The wrap-up can be used, for example, to update documentation, update your
organization's CRM, or any other organizational need.

e Ifachat session reaches a predefined session timeout, the session ends
automatically.

e Ended chat sessions are automatically deleted from the Worker Application.

> To wrap-up chat interaction:

1. Inthe chat session, click the End Conversation button; a drop-down menu appears, listing
available wrap-up options, as shown in the following example:
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Without wrap-up

—g End Conversation | v Conversation Templates © Assignto

2. Select a wrap-up reason; the chat session ends. In addition, the left pane displays the listed
chat highlighted in a background color and a countdown is activated to complete the
selected wrap-up. If you finish the wrap-up before the countdown ends, click the Finish
Wrap-up button. If the counter expires and you haven't clicked the button, the wrap-up
ends automatically, and you're reverted to "Ready" mode.

You can choose not to wrap-up the interaction, by selecting Without wrap-up. In this
scenario, your status immediately changes to "Ready".

Jdlivoca CRedy v @OL9S7 | @ Ready v ©001033 B ineracting © 000427 1B Busy I @

CONTACT REASON - GeneralInquiry FULLNAME - Melanie Smith DEVICETYPE - Macbook EMPLOYEE D - 52648

ITHWE SW

(<]

Hi,
how can | install new office updates?  1:40
Melanie Smith 18:44PM

Hello, Can you give me a brief description of what

Test

Supervisor View of Chat Channel

In Supervisor mode, the webchat channel's left pane provides two tabs:
B Workers: Lists all Workers that are assigned to the Supervisor and the associated queues.

B Assigned to me: Lists all the chats that the Supervisor is assigned to handle. The chats in
the list are ordered under the name of the associated queues.
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'|||'\DCQ ™ Breok v ©o00:01:10 Ready v ©00:01:12 @ B interacting 00:00:09 W Busy = 45 @

Workers Assigned To Me

A~ Sales Queue

“~ Support Queue

= Melanie Smith 10:29 AM
Hi, I would like to check what is my tieket sla'm._o

xr

o Select chat to read..
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7 Viewing Queue Statistics

Workers and Supervisors can view statistics of assigned queues per channel.
> To view queue statistics:

il
1. Onthesidebar, click the Queue Statistics icon; the Queue Statistics page opens:

iinvoca ety e I B Ry v - % H @

- QUEUE STATISTICS

QUEUE NAME CALLS INGUEUE  LONGEST CALL IN QUEUE READY NOTREADY  TALKING  OUTBOUNC

THWE SW 0 00:00:00

Finaecial id 0 000000

2. Select the relevant channel tab (Voice, Email, or Chat); a table displays the queue statistics
for the selected channel:

Field Description
Voice Tab
'Queue Name' Displays the name of the queue.
'Calls in Displays the number of calls that are currently waiting in the queue.
Queue'

‘Longest Call in Displays the longest time a call has waited in the queue.

Queue'

'Ready’ Displays the number of Workers that are available to receive calls.

‘Not Ready' Displays the number of Workers that are not available to receive calls
(e.g., on a break).

'Talking Displays the number of Workers that are currently handling inbound

(Inbound)’ calls.
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Field Description
'Talking Displays the number of Workers that are currently handling outbound
(Outbound)' call.

Email Tab / Chat Tab
'Queue Name' Displays the name of the queue.

'Interactions in | Displays the number of email/webchat interactions that are currently

Queue' waiting in the queue.

'Longest Displays the longest time an email/webchat has waited in the queue.
Interaction in

Queue'

'Ready’ Displays the number of Workers that are available to interact with an

email/webchat.

‘Not Ready' Displays the number of Workers that are not available to interact with
an email/webchat (e.g., on a break).

'Interacting' Displays the number of Workers that are currently in an email/webchat
interaction.

'Interacting Displays the number of Workers that are currently in an email/webchat

(Busy)' interaction but have set their status to "Busy" (i.e., won't receive

additional calls).

3. Expand the arrow next to the queue name to view the worker’s availability state in the
gueue according to the relevant channel.

Voice Email Chat
TALKING TALKING
QUEUE NAME CALLS IN QUEUE LONGEST CALL IN QUEUE NOT READY (INBOUND) (OUTBOUND)
A Sales Queue 0 00:00:00 (1] 0

Rachel Green

Emma Jones

v Support Queue 0 00:00:00
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8 Viewing Missed Call Queues

You can view all calls that were not handled, along with the reasons for the missed calls. This
helps you in making outbound calls to customers who were unable to connect with you during
their initial call attempt.

> To view missed call queues:

o
L
B On the sidebar, click the Missed Calls icon; the 'Queue Missed Calls History' page
opens:
dinoca ¥ s v Qoomns @ ey v B sy v Qoons 5 @

QUEUE MISSED CALLS HISTORY
QUEUE NAME CALLER PHONE NUMBER TIME IN UEUE CALL STATE LAST WoRKER LAST RETRY REASON

Call sbaroned 8, cal

The fields of the ‘Queue Missed Calls History’ table are described in the following table:

Field Description
‘Queue Name' Defines the name of the queue.
‘Caller Phone Defines the caller’s phone number.
Number
‘Time in Queue' Displays how long the caller waited for a Worker in the queue.
'Call State' Represents all the abandoned calls.
‘Last Worker" Refers to the last Worker that called back to this caller.
‘Last Retry' Refers to the timestamp of the last call attempt by a Worker.
‘Reason’ Displays the call attempt reason, for example, “Caller Busy” or “Caller

Disconnect”.
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The page allows you to do the following:

. Ca

B Call a Customer: You can call the customer, by clicking the Call button.

& Refresh

B Refresh Table: You can refresh the table, by clicking the Refresh button.
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9 Team Management (for Supervisors)

A This section is intended for Supervisors only.

Team Management includes the following:
B Accessing Teams Management
B Queue Statistics
B Worker Groups
e Live Monitoring of Workers
e Signing out Workers
e Manage Queues

M Assigning Hybrid Workers

Accessing Teams Management

Team Management functionality enables Supervisors to oversee the Workers on their team.

Supervisors can view the names of Workers listed in each queue, together with the interaction
channel.

> To access Team Management page:

B On the sidebar, click the Team Management icon.

iivoca AU shiftsurt v © 000022 shitst v ©00:0022 B shitsun v © 000022 o @

TEAM MANAGEMENT

A IT SWEHW Group

VOICE EMAIL CHAT

B
WORKER NAME STATE DURATION STATE DURATION STATE DURATION
John Wesseiman shitstart | v oc0108 snitstrt | v o008 shitstart | v ovo108
i
Ready
O ready
S
Not Ready
O sreak
2
O Meeting
Q calling outbound to VIP customers
Other
O signout
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B Live Monitoring of Workers
M Signing out Workers

B Manage Queues

Live Monitoring of Workers

Live Monitoring allows Supervisors to monitor their Workers by joining live calls between the
Worker and the customer, with the option to do the following:

B Listen to the conversation.

B Supervisors can assist Workers by speaking privately (whisper) to them during the
conversation.

B Supervisors can join the conversation directly (barge-in).

> To monitor a Worker:

1. Select the required queue.

2. Click the Live Monitoring button corresponding to the required channel of the Worker; the
following pop-up appears:

LISTEMING TO CONVERSATION

AGENT NAME: Elad Sananes

Close @ Listen 2)® Whisper &) Barge-in

3. Click one of the following buttons:
e Listen - to listen to the conversation.

e Whisper - to speak privately to the Worker (Customer doesn't hear) during the
conversation.

e Barge-in - to join the Worker and customer conversation.

Signing Out Workers

Supervisors can sign out Workers if they haven't properly signed out when their shift ends (as
described in Signing Out Workers above).

> To sign out a Worker:

1. Select the required queue.

2. Click the Sign Out button corresponding to the required channel of the Worker.
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Managing Queues

The Supervisor can move Workers in and out of queues using the following steps:

> To opt a Worker in or out of queues:

1. Click the Manage Queues button; the following dialog box appears:

MANAGE QUEUES
Voice

WORKERS

IT SWEHW Group

(@) Jober Wesselman

© Oven Barchelor

2. Select the Voice, Email, or Chat channel tab.
3. Select the Worker from the required group.

4. Use the arrows to move the Worker between 'Selected Queues' (queues to which the
Worker is currently associated with) and 'Available Queues' (queues that the Worker is not
associated with, but available).

5. Click Save Changes.

Assigning Hybrid Workers

Hybrid Workers can receive calls via Microsoft Teams instead of the Worker app, while still
enjoying the contact center routing features.

Supervisors can switch their workers to hybrid workers by configuring their worker device to
Teams.

> To assign a worker as a hybrid worker:

1. Click the Hybrid Workers tab.
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ilivocQ N shiftStart v © 00:29:55 ShiftStat v @ 00:29:55 B ShiftStart v © 00:29:55 o @

. Queue Statistics Worker Groups Hybrid Workers
A Group A

WORKER NAME DEVICE
= Mike Mitchell iliv workerapp v

. .
. om Geller Wi Teams v
A

« GroupB

EY
9

2. Locate the relevant worker.

3. Under Device, select Worker App for regular workers or Teams for hybrid workers.

~ GroupA
WORKER NAME DEVICE
Mike Mitchell oilil Worker App v
Tom Geller [ * Teams v
Teams
+ GroupB Worker App
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10 Logging Out of Worker Application

When you've finished your shift, you must log out of the Worker Application.

& e You can only log out when you’re not interacting ("Interacting” or "Talking" shift
status) with a customer in any of the channels. (It's recommended to change the
shift status of all channels to Shift End before logging out).

e Ifyou forget to log out, your Supervisor can log you out using the "Team
Management' page (see Signing Out Workers on page 38).
> To log out of Worker Application:

1. Click your profile icon located on the top-right corner of the window, a drop-down menu
appears:

o= 4+

_u l:l
Yarin Agent
== English US >
Logout

2. Click Logout.
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