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Notice

Information contained in this document is believed to be accurate and reliable at the time of
printing. However, due to ongoing product improvements and revisions, AudioCodes cannot
guarantee accuracy of printed 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: November-06-2024

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.

Stay in the Loop with AudioCodes
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Abbreviations and Terminology

Each abbreviation, unless widely used, is spelled out in full when first used.

Document Revision Record

LTRT Description

26653 Initial document release.

26654 Updated to Ver. 11.1 (changing all channels' status to "Ready" Transfer & Hang-up button;
miscellaneous)

26656 Updated for version 11.3
Added:

m  Worker Application for Microsoft Teams
® Viewing Conversation History
®m  Assigning Hybrid Workers
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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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4. Voice Channel Interactions Worker & Supervisor Application

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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2 Logging into Voca CIC Worker Application

Follow the steps listed here to log in and use the Voca CIC Worker Application.

To log in to Worker application:
1. From the Navigation menu pane, select Dashboard, and then click Voca Worker App:

@ Hep & Englsh  wielcome Jorn essel

& TENANT MODE » Enterprise.aud

TENANT NAME : EnterpriseCannectDemo.audiocodes.com  LANGUAGE: EN-US

Last 24 Hours

IVR CALLS BY DISPOSITION

Transferred from 0. 100

CALL TRAFFIC REPORT

Total Cals -+ Transles Transferred from Queve - Call Absndoned = Disconnect - Peak Concurmency

The Worker login page appears:

ilivOCQ
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2. Enter your Worker's email address, as configured in Voca CIC, and then click Login; a
password window appears:

BE Sign in to your account - Google Chrome - (m] X

23 login.microsoftonline.com/common/oauth2/v2.0/authorizeZdlient_id...
B Microsoft
cictest9@voca.audiocodes.io
Enter password

Password

Forgot my password

Sign in with another account

Terms ofuse  Privacy & cookies

3.  Enter your Worker’s Microsoft account password (SSO), and then click Sign in; the Worker
Application opens, as displayed below!

Jdlivoca M shiftStart v 00:01:42 ShiftStart v 00:01:41 B shiftStat v @ 00:01:41 23 @
.
= .
Waiting forcais
ih
~
tad
&
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2.1 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.

To Add Voca Worker Application to Teams:

1. Login to your Microsoft Teams app.
2. Onthe left pane, click Apps.

B 0w :
,Q Apps

D searchappsand more s Simplify time reporting and
- expenses

200

& B8 Apps 2 :

Easily keep track of employees'’ leaves and
8 Added by your orc daily activities.
Built for your org

' Leam more
S Featured

Popular on Teams

s Added by your org
icks wailable by your or
;F Top rated apps El
? loops
Al-powered apps a Eloop Open
i
Mestng Ins Categories
Built by Microsoft Built for your org
| @ ASKACBOT G
Projec
Utilities a Meeting Insights gaming e
Audiocode
Industries @ lemo Journey ‘Add
Aariculture i
&2 Workflows v
Apps we love
@ Manage your apps

3. Click Manage your apps.

f@ Manage your apps

4. Click Upload an app.

Manage your apps  Apps

+ Get more apps T Upload an app

a Meeting Insights

a Meeting Insights

® Pjrview Reporting Bot

Open

Open

Add

a Meeting Insights Trial

Azure Purview Bot
i1 frininl

T4 Sort

See all

See all

Add

Find by name
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5. Click Upload a custom app.

Upload an app X

t 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
- submissions.

6. Select your app and click Add.

Teams Agent App local X
Teams App. Inc.

Overview Permissions

Short description of Teams Agent App

Full description of Teams Agent App

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 Teams Agent App local, you agree to the privacy policy, terms of use, and permissions.
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Sidebar -<

Main Window

The main window of the Worker Application displays the following:

Shift status bar

Opt-in/out of queues

Making calls

Sidebar:

e  Voice channel

° Email channel

e  Webchat channel
e Queue Statistics

° Missed calls queue

° Team management (for Supervisors)

Shift Status Bar

-

dnoca S S 5 | oee
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3.1

R

3.1.1

Shift Status Bar

The Shift status bar displays the following per channel (voice, email, and webchat):

B Your shift status (availability)

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

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

»! shiftStart ~ (9 00:03:33

O Break
o Meeting

O Calling outbound to VIP customers
o Outbound
O Shift End

2.  Select the required shift status:

° 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.

° 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

° 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.

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.
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3.1.2

A

Changing Shift Status of All Channels

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.

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:

Scott Simpson
Set all channels to "Ready’

Logout

‘ ® This setting only effects channels that are not in Talking/ Interacting status.

2. From the drop-down menu, choose Set all channels to 'Ready'; all channels are now
displayed as "Ready":

Ready ~  (®00:00:11 Ready ~  ( 00:00:05 B Ready ~ (O 00:00:06
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3.1.3

k=

3.2

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 ~ (00:00:11 Ready v  (® 00:00:05 B Ready ~ (®00:00:06

® When you change your shift status, the timer resets to zero.

Opting In or Out of Call Queues

You can opt-in or opt-out of call 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 queue,
you'll no longer receive interactions of that queue.

‘ ® You must be associated with at least one queue per channel.

To opt-in or opt-out of queues:

o—
1. Onthetoolbar, click the —o icon;a drop-down menu appears, listing the different channels:

bl
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 11z @
2 i

Email »

'

R > | mHwesw @)

B chat > Financial Aid .

-10 -
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3.3

33.1

Making Outbound Calls

You can make outbound calls using one of the following methods:

[ | Manually dialing the number using the phone keypad

B Selecting a contact from your organization's phonebook

Dialing a Number using Phone Keypad

From the dialer (keypad), you can manually enter the desired number and initiate an outbound 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 manually dial a number:

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

DIALER PHONEBOOK
Personal Line v
1 2 3
ABC DEF
4 5 6
GHI JKL MNOD
7 8
PORS TUV WXYZ
* 0 =

5

o )

2. Select the Dialer tab (default).
Using the number keypad, enter the desired phone number.

4.  From the 'Worker Caller ID' drop-down list, select one of the following for the caller ID:
° Personal Line: Your personal line is used as the caller ID.

° 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.

-11 -
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3.3.2

Calling a Contact from Phonebook
You can use your organization's phonebook to call a customer.

To make a call using phonebook:

1. Click the °s®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

® James Young

[ S S S 4

® Oren Batchelor
-

® Agent Harry ,\.

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

* James Young .

® 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. Inthesearch field, type the name of the contact that you want to call.
4. Dial the contact by doing one of the following:
° Clickthe “= icon to call the contact's office extension.

° Click the icon to call the contact's mobile.

-12 -
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4.1

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".

¥, INCOMING CALL

To accept or decline a call:

®  Inthe pop-up notification box, do one of the following:
° Click Answer to accept the call.

° 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:

m  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:

-13-
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Jdivoca T B Lnchbes v 000212 B mences  Qoooios B usy o @

CUSTOMER DETAILS

R 125444 NUMBER: 066427492 MA Jehnzaudocodes.com

Chack States ALTERMATIVE CON I 19192673500

. preg Search Opportunities and more I 262 @

Sales Home Opportunities v~ Leads v Tosks v Files v Accounts v Contacts v Compaigns v Dashboards v Reports v More v 7

Opportunit)
Mm; & ]y,zso Widgets + Follow NewCase NewNote Clone v
Delivery Status Stage History (2) v
Stage: Prospecting
v Asana Amount $3,500,000.00

4.2 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 Description

Mutes the call on your side.
Mute

| Puts the call on hold.

Transfers the call to another destination.

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

Ends the call.

If you choose to consult with a Supervisor, 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.

3
(=]
=1
7]
E
-

-14 -
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Jdivoca

5.2

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

Stopping New 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 Onthe toolbar, click the Busy toggle switch button so that "Busy" appears in red, as shown
below:

Interacting ( 00:00:02 . Busy

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

-15-
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5.3

54

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

To accept or decline an email:
®  Inthe pop-up email notification box, do one of the following:

° Click Accept to accept the email.

° 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:

® Inthe left pane, click the listed email; its contents are displayed in the right pane:

divoca Momsen v Owmess: | @ wcis Ooocers Wouy B mnsun v Gwmoss: W o B 0
~ miwasw

. S eporences W ssce
wnputioncing SW issue Bat Akad Thu 471172024 533 PM

b

W

To: Suppor.inbosfivoca sudiocoses 1o

"
im expenancng Softwars updste ssues nmy laptos

Thank you for your sugport.

CmmuniGa1E & y $-onDed 303 may Be wrsulel

Sy Arewad | @ rsmsnio

-16 -
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5.5

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. Typean 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

®

Dsar XU In orter to assist you propsrly,
¥ou 52 on your screen when fhis ocours? Have you iied rebooting your computer?

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.

-17 -
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5.6

5.7

5.8

divoca

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.
2.

Open the email.

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

4 Reply #* Forward © Assignto
HW Issue
SW Issue

Ticket Status

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.
2.

Open the email.

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.

2.

Open the email.

Click the Raise Hand @" icon located above the email; the icon changes to red w and the
Supervisor receives a request-for-help notification.

W inecng | Gonoens:. Wiy, | MBuisar v Gousss o Q

Bat Ak Thu 4/71/2024 533 P
Tor SupporLInborioca audkocodes (o

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

-18 -
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5.9 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 searchable drop-down menu appears, listing available wrap-up
options, as shown in the following example:

divoca M ShREd v 00005 @ eacing 000241 Wousy [ St v 10 ER @

[oraft] Bat Akad 1424PM

" ¢ . Without wrap-up
Bat Aka Thu 7/25/2024 224PM
To: Support_inbax@voca.audiooodes io

i experiencing soffware updates issue in my laptop

Thankyou

“This el and arty Thes iraneamilled vAIh R are confidsntal material They are lended soiel T I1e use of he designated indvicual of 0Bl B whiom ey s 30020, If Ihe reader of s 15398 s nol Ihe inlended recipient, you are heredy notiied nat any
dissaminasion, uss. distribution or coDyIng of this comenunicasion is sricly prohibited and may ba unlawiul

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".

-19 -
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dinvoca Rty O O WEsy 0 SWEM v OO == 0

un 4142026 632 oM

1 eperareang S cptee e A

Tk o o youtsuppor

]

Sun 41424 627 M

5.10 Supervisor View

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

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

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

divocQ W Beesk v "4 B eemcing Q000005 [ Busy B y = i @
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6 Webchat Channel Interactions

The webchat channel page allows you to receive chats from the queues that you are assigned to.

6.1 Viewing Webchats

You can view the webchats that are associated with you. These webchats are organized under the
relevant queues.

To view webchats:

B Onthe sidebar, click the Chats = icon; the webchat channel page appears, displaying
webchats.

divoca U Reaty v OO0 | @ Ready v O 000610 B neaciing 000004 I Busy =1 E @

Melanie Smith 1E40PM
@ Hi []

~ Test

*

2

Select chat 10 read..

6.2 Accepting or Declining a Webchat

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

B INCOMING WEBCHAT

CUSTOMER DETAILS.
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6.3

divoca

[

To accept or decline an email:

B Inthe pop-up chat notification box, do one of the following:
e  Click Accept to accept the chat.

° Click Decline to reject the chat.

Responding to a Chat Message

When you accept a webchat, 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.

To respond to webchat 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.

o Rex B Wmeseting 000703 T Busy o5 H @

Q.

how can | install new office updates?

Melanie Smith 18:40PM
Q.

2 -— | ——

2.  Typing an answer:

a. Inthe textbox located at the bottom of the chat window, type an answer.
b.  Click the arrow button to send it.
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6.4

6.5

3. Using a predefined answer:

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

CONVERSATION TEMPLATES

@ weicame
Hello. Can you give me & brief descripion of what you are neading help with*

® Step-by-step quide
Hare 15 & Ik 0 our aONSHSIors guide.

@ Handsat information (C4T0HD)

Here is 2 link
ip-phane

@ send me s picture
Are you atie 1o Serd e 8 pcture o what you £ee, $0That | may better assist you?

b. Select the relevant template, and then click Select; the predefined answer appears in the
chat's textbox.

c. Editthe inserted predefined answer if required, and then click the arrow to send it to
the chat session.
Stopping New 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 webchats:

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

B Interacting @ 00:00:02 i) Busy
If you want to resume receiving interactions, click the toggle switch again.

Assigning a Webchat to Different Queue

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

1. Open the webchat 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

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

6.6 Attaching a File to a Webchat

You can attach a file to a chat session.
To attach file:
1. Open the chat.

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

divoca . Ready v . = Resdy v s B interacting 000318 Busy o @
e
s
HwaSW
Q u
= how can linstall new office updates?
o Melanie Smith 1840 PM
",
a2
Test @ open x
¢ e T ThPC + Windowsc) » 5 | | search Wi »
Crganize = Hew folder =- 0 0

Wi+ Peflogs

- S— Program Files
& Docoments . Progrem Files 6081

W Pictures 4 Users

O # Windaws
[ videos
File pame: ~|  Custom Files v
o | e
©  Helo Gan you gve me a bref descrigtion of whatyou are nesding help with? > Comersation Tomplates [ Y L]

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

4. Send the file to the customer, by clicking the arrow button.
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6.7 Ending and Wrapping Up a Webchat 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.

® m If a chat session reaches a predefined session timeout, the session ends automatically.
® 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 searchable drop-down menu
appears, listing available wrap-up options, as shown in the following example:

I Q

Without wrap-up

— gl 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".

divoCQ [N = B interacting (3 00:0427 1B Busy % @

@ u

haw can | install new affice updates?

- o Melanie Smith 18:44 PM
Hell. Can you give m 3 brief description of what o

Hello, Can you give me  brief description of what you aré needing help with?
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6.8 Supervisor View

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

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

B Assigned to me: Lists all the webchats the Supervisor is assigned to handle. The webchats in
the list are ordered under the name of the associated queues.
ilivoca N Bk v QwIm | @ Redy 2 B imwsctng  ©000025 By o @
Melanie Smith 1426 PM
s ©.
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7 Viewing Queue Statistics

The Workers and Supervisor can view statistics of assigned queues per channel.

To view queue statistics:

1. Onthesidebar, click the Queue Statistics

iivoca

(]

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

icon; the Queue Statistics page opens.

@ Aoy B Redy v = 5 @

READY WOT READY  TALKING OUTBOUND

the selected channel.

Field
Voice Tab
Queue Name
Calls in Queue
Longest Call in Queue
Ready
Not Ready

Talking (Inbound)
Talking (Outbound)
Email Tab / Chat Tab
Queue Name

Interactions in Queue

Longest Interaction in
Queue

Ready

Description

Displays the name of the queue.

Displays the number of calls that are currently waiting in the queue.
Displays the longest time a call has waited in the queue.

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

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

Displays the number of Workers that are currently handling inbound calls.

Displays the number of Workers that are currently handling outbound call.

Displays the name of the queue.

Displays the number of email/webchat interactions that are currently waiting in
the queue.

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

Displays the number of Workers that are available to interact with an
email/webchat.
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Field

Not Ready

Interacting

Interacting (Busy)

Description

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

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

Displays the number of Workers that are currently in an email/webchat
interaction but have set their status to "Busy" (i.e., won't receive additional

calls).

3. Expandthe “ nextto the queue name to see the worker’s availability state in the queue
according to the relevant channel.

Voice

QUEUE NAME

~ Sales Queue

Rachel Green

Emma Jones

~ Support Queue

Email Chat
TALKING TALKING
CALLS IN QUEUE LONGEST CALL IN QUEUE NOT READY (INBOUND) (OUTBOUND)
0 00:00:00 0 0
0 00:00:00

desktop.

‘ @ As of version 11.3, the workers availability state view is only available for the supervisors
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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:

®  On the sidebar, click the Missed Calls ** icon; the 'Queue Missed Calls History' page opens:

ilivoca 3 Bk = B 03 @

o

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 Number Defines the caller’s phone 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”.

The page allows you to do the following:

®  Call the Customer: You can call the customer, by clicking the Call  * “'  button.

B Refresh the table: You can refresh the table by clicking the Refresh  © *™"  putton.
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9 Viewing Conversation History

Workers can access previous interactions, such as email and webchat within the queue, enabling
them to gain more insights into previous interactions in real time, while interacting with customers.

9.1 Access Email History

To view email history:
0]
1.  On the sidebar, click the Conversation History icon.

2.  For email interactions, click the email interaction, the interaction information opens on the
right side.

IIIII\DCQ %, Ready v (O 00:06:03 & Ready v  (® 00:06:03 B Ready v  (© 00:06:03 rs Séf @
Email Chat Transcript Files
.
IT issue - help desk
Q [ Date
Mike Mitchell Wed 10/9/2024 10:33 AM
INTERACTION ID DATE WORKER NAME ~ QUEUENAME  EMAIL SUBJECT RULE To: Ron Swanson
B 0126_0000000013  09/10/2024  Mike Mitchell Support Queue o, s@gmail.com ITissue - help desk  IT -
. . I i richarde I e Thank you for reaching out 1o the Customer Support Center. Your incident has
0126_0000000012  09/10/2024 Mike Mitchell Support Queue J-richard@gmail.com help desk - ITissue [T been logged and you will receive an update within the next hour.
1h 0126_0000000010  01/10/2024  Mike Mitchell Support Queue  michael.scott@gmail.com help desk - ITissue  IT
0126_0000000006  27/08/2024  Mike Mitchell Support Queue d.charles@gmail.com laptop test I
& ) . From: Ron Swanson <ron.s@gmail.coms
0126_0000000004  27/08/2024 Mike Mitchell Support Queue mike.will@gmail.com IT - laptop issues 1
Sent: Wed 10/92024 1030 AM
0126_0000000003  25/08/2024 Support Queue laptop m To: Training Support <Training Email@Vocaciciraining audiocodes io>
L] Subject: IT issue - help desk
0126_0000000002 25/08/2024 Support Queue laptop T
HI,
| have an issue with my laptop, please assist
Thank you!
Field Description
Interaction ID The ID of the interaction.
Date The date the worker replayed the email interaction.
Worker Name The name of the worker who handled this interaction.
Queue Name Defines the name of the queue.
Email The email address of the customer.
Subject The subject of the email.
Rule The rule applied to this interaction subject.
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9.2

qivDCQ * Ready v (@ 00:13:43 Ready v (D 00:13:43 B Ready v ( 00:13:43 % i @
Email Chat Transeript Files Customer Data -
. Q
Q ] x
=
= DATE INTERACTIO 'WORKER QUEUE DURATI CONTACT FULL EMAIL PHONE @
NID NAME NAME ON REASONS NAME NUMBER hello
09/10/20 0124.0000000 Support .. Technical o -
E 24 014 Mike Mitchell e 00:01:36 |ssue/Other Ron Swanson  ron.s@gmail.com 9722222222 @
hi, how can i help you?
267 0200124300000 U0y S Stipord S o Technical James Richard  j.richard@gmail.com  +9722566602
24 om Queue Issue/Other
, wenions O
e 1 administrator's guide.
https://www.audiocodes.c
om/media/Oedielit/voca-
administrator-s-guide-ver-
PeS 10.pdf
thank you
Lol
3.  Filter the interactions by dates.
iliwoca Y, Ready v (0071302 & Ready v (@ 00:13:02 B Ready ~ (@ 00:13:02 o3 @
Email Chat
.
Q ] x
0CT 2024 ~ < >
DATE INTERACTION ID w JRATION CONTACT REASONS FULL NAME EMAIL PHONE NUMBER
=] 09/10/2024  0124.0000000014 ™ 01:36 Technical Issue/Other Bat Akad bat. akad@audiocodes.com 9722222222
oct
09/10/2024  0124.0000000071 M o s a4 5 2 Technical Issue/Other Bat Akad bat akad@audiocodes.com 49722566602
ih 6 7 & 9 w0 1N 12
13 4 15 16 17 18 19
£ 0 2 2 2 4 2B 2
27 2 2 2 o
9
Field Description
Date The date the worker replayed to the interaction.
Interaction | The ID of the interaction.

Access Webchat History

To view webchat history:

9D

1. Onthe sidebar, click the Conversation History icon.

2.  Click the webchat interaction, the interaction information opens on the right side.

ID

Worker
Name

Queue
Name

The name of the worker who handled this interaction.

Defines the name of the queue.
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Field Description

Duration The duration of this interaction.

Contact The chosen reason for the contact.
Reason
Others Additional fields that were defined by the admin in the

contact reason
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10 Team Management (for Supervisors)
‘ ® This section is intended for Supervisors only.

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:

Lo

B Onthe sidebar, click the Team Management icon.

(iVvDCQ 3 ShiftStart v ( 00:00:22 B ShiftStart v (D 00:00:22 B shiftStant v (D 00:00:22 o i @
= TEAM MANAGEMENT
A ¥

ICE EM c
John Wesselman shiftStart | v 00:01:08 shiftStart | ~ 000108 Shift Start |+ 00:01:08
i
Q) Rea
O rea
- O et
QO call
Q sion

Team Management includes the following:
B Queue Statistics (see ‘Queue Statistics’ section above)
m  Worker Groups:
° Live Monitoring
° Signing out Workers
° Manage Queues
m  Hybrid Workers
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10.1 Worker Groups

10.1.1 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:

[ ] Listen: Listen to the conversation.

B Whisper: Supervisors can assist the Workers by speaking privately to them during the
conversation.

B Barge-in: Supervisors can join the conversation directly.
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:

STEMING TO CONVERSATION
AGENT NAME: Elad Sananes

Close (@ Listen 20 ® Whisper &) Barge-in

3. Do one of the following:
° Click Listen to listen to the conversation.

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

° Click Barge-in to join the Worker and customer conversation.

10.1.2  Signing Out Workers

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

To sign out a Worker:

1. Select the required queue.

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

10.1.3 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:
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MANAGE QUEUES
Vasce

WORKERS

O mHw s sW
1T SWEHW Group [0 Financial s

(®) Jobn Wesseiman

() Oven Batcheior

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.
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10.2  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.

lllll\DCQ >! shiftStart v (O 00:29:55 Shift Start v (O 00:29:55 B shiftStart v (© 00:29:55 = i @

. Queue Statistics Worker Groups Hybrid Workers
= A~ Group A

WORKER NAME DEVICE
=} 2

Mike Mitchell i wokerapp v

Tom Geller i Teams v
S

v Group B

2. Locate the relevant worker.

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

-~ Group A
WORKER NAME DEVICE
Mike Mitchell lilil Worker App v
Tom Geller [ * Teams v
Teams
« GroupB Worker App
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11 Logging Out of Worker Application

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

® You can only log out when you’re not interacting ("Interacting" or "Talking" shift
® status) with a customer on any of the channels. (It's recommended to change the shift
status of all channels to Shift End before logging out).
m If you forget to log out, your Supervisor can log you out using the 'Team Management'
page (see Signing Out Workers).

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= 2 @
o< -

Scott Simpson
Set all channels to "Ready’

Logout

2.  Click Logout.
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