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Jacada WorkSpace Agent Desktop™ is a customer driven unified desktop solution for call centers.
WorkSpace provides an easy to use customer senice experience by streamlining agent interactions
with a large number of systems. Using WorkSpace, agents can access back-end data sources as
well as frequently used applications.

WorkSpace Agent Desktop™ offers:

e Multi context — Agents are able to simultaneously manage multiple customers across multiple
EMC channels from a unified desktop reflecting a single view of the customer and the channel in
use for each and every call.

e Multi channel — Unifies EMC channels (Voice, Email, Chat) onto a single, convenient desktop for
an improved and competitive agent experience, and efficient handling of multiple customers from
multiple channels at the same time.

e Thin client — A web-based, high performance user interface, that does not require any installation
and is cost effective to maintain.

This document is intended for Jacada WorkSpace supervisors and agents. It provides detailed

information on how to manage call center activities from the agent's desktop. For instructions, refer

to the following topics:

Getting Started Describes how to start WorkSpace, login and logout, and
manage your agent status.

WorkSpace Desktop Describes the WorkSpace user interface and different views.

Environment

Performing General Tasks Describes how to use common WorkSpace features that

extend beyond client interactions.

Jacada WorkSpace User Guide 1



Overview

Managing Voice
Conversations

Managing Email
Conversations

Managing Chat
Conversations

Describes how to manage incoming calls, make and transfer
calls, and make conference calls.

Describes how to manage incoming email and reply to,
forward, and send emails. Includes details about using text
templates.

Describes how to manage incoming chat messages, and reply
using canned responses or free text.



Getting Started

Jacada WorkSpace Agent Desktop™ provides support for handling woice, chat, email, and
documents all within a single desktop environment.

The following topics describe how to launch WorkSpace and be ready to accept work items:

e Launching Jacada WorkSpace

e Managing your Agent Status
e Logging Out

Jacada WorkSpace User Guide



Jacada WorkSpace is a web-based program which you open using an internet browser. WorkSpace
currently supports Internet Explorer versions 8 and 9.

To open WorkSpace:

1. From the Start menu or task bar, open Internet Explorer.

2. In the address bar, enter the URL for Jacada WorkSpace.
The Login screen appears.

' ) AVAYA
/““J* DEVCONNECT

TECHNOLOGY PARTNER

Welcome to Jacada WorkSpace 7.1.1

Getling Started 4



3. Enter your agent User name and your Password in the appropriate fields.

DEVCONNECT

TECHNOLOGY PARTNER

/‘L J AVAYA

Welcome to Jacada WorkSpace 7.1.1

.....-...[ a

Jacada WorkSpace User Guide 5



4. Click Login.
The Welcome screen appears.

' ) AVAYA
/"*’J* DEVCONNECT

TECHMOLOGY PARTNER

Welcome agent

Please read the following information before you
start your shift

Getling Started 6



If you have messages, they will appear in the welcome screen.

DEVCONNECT

TECHMOLOGY PARTNER

/L J AVAYA

Welcome agent

Please read the following information before you
start your shift.

If a message appears in red, you must open the message before launching WorkSpace.
¢ Click the plus sign to view the message contents.
If you click Done without checking messages, the following message appears:

Jacada WorkSpace User Guide 7



Before continuing, you must open all messages listed in bold text.

5. Once you have checked any required messages, click Done.
Jacada WorkSpace opens in the default Message Board view. Your agent status is Not Ready. In
order to accept conwersations, you must change your status. Refer to Managing your Agent
Status.

Getling Started



A l Favorites ~  Help ~ Status: Not Ready agent agent
kz;
= au

AVAYA L E | T e 2

DEVCONNECT

Info Dialer Status Nofification Action Bar

Servers shutdown in 10 minutes New iPhone3 in stock

NAVIGATION O | MESSAGE BOARD o

Home Message Sent On

09-21-2014 12:16
09-21-2014 12:16

Message Board +  Servers shutdown in 10 minutes
LTCRELE:U | - New iPhones in stock

Reports

Message Center

Favorites

Tasks

Agent History

Managing Your Agent Status

When you first log on to WorkSpace, your agent status is Not Ready and you cannot receive
conversations. In order to receive calls, email, or chat messages, change your agent status to
Ready on the toolbar.

Sometimes, you may want to perform call center tasks without receiving conversations. In this

case, change your status back to Not Ready. You may continue to work without receiving any new
calls, email, or chat.

Note: Your organization may create customized status options, such Break, Restroom, Lunch,
Meeting, etc., as determined by your system administrator.

The agent status button and indicator appear on the toolbar, as described in the following table.

NOT READY -~ Not Ready Agent is logged in but not available to receive

conversations.

Jacada WorkSpace User Guide



Ready Agent is logged in and available to receive
conversations.

To activate your status:

® On the main toolbar, click Not Ready and select Ready.

NOT READY ~
Ready

Status

Your agent status changes to Ready and you may receive incoming calls, email, or chat.

Status: Ready

Status Motification

Agent Roles and Privileges

The system administrator determines which features are available to specific agents by defining the
agent roles and allocating certain privileges. Therefore, some Jacada WorkSpace features are only

available to you if they are included in your role and list of privileges. To confirm which features you
can access, refer to your system administrator.

To begin managing conwersations, refer to the relevant topics:
e Managing Voice Conwersations
¢ Managing Email Conversations
e Managing Chat Conversations

Getling Started 10



When you start your shift, log in and set your status to Ready to accept incoming conversations
from customers. To temporarily become unavailable to receive conversations, change your status to
Not Ready. In Not Ready mode, you can still communicate with internal personnel but may not
accept incoming conversations from customers.

To change your status:

1. On the main toolbar, click Ready, and select Busy. Your status changes to Not Ready and you
will not receive any outside conversations.

Your company may supply a list of different reasons for not being ready. In that case, you may
select one of the customized options (e.g., Break, Meeting, Lunch, and so on).

2. To return to your shift after a break, click Not Ready, and select Ready.

While on an active call, you can change your agent status so you do not receive further calls. Your
new status takes effect only at the end of the current call.

To change status during a call:

¢ During your active call, click Ready on the toolbar, and select one of status options (e.g., Not
Ready, Break, etc.).

The Ready button appears with a red border and the future status appears below the button.

Jacada WorkSpace User Guide
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Status: In Call
)

+

End Call

The new status takes effect after you end the call.

Logging out of WorkSpace ends your current session. Log out when your shift is over, or when you
are taking a break and do not want to stay logged into WorkSpace. For example, log out if someone
else will be using WorkSpace from your desktop while you are away.

To take a break without logging out, just change your agent status. See Managing your Agent
Status.

Note: You may not log out when you have an open live session, such as Chat, or
when your agent status is Ready. First, complete your conversation, change
your status to Not Ready, and then log out.

To log out:

1. On the toolbar, click Logout. The Logout screen appears.

Getling Started 12



DEVCONNECT

TECHMOLOGY PARTNER

/‘“ J AVAYA

Goodbye agent

Select a reason for leaving and click Logout.

End of shift -

2. Select a logout reason from the drop-down list (e.g., End of Shift, Restroom, Lunch, Break).
These options are customizable by your organization.

Jacada WorkSpace User Guide 13



# L AVAYA

DEVCONNECT

TECHMOLOGY PARTNER

Goodbye agent

Select a reason for leaving and click Logout.

End of shift

Restroom
Lunch
Break

End of shift

3. Click Logout. Your session ends and WorkSpace closes.
or,

Click Cancel to return to WorkSpace.

Getling Started 14



This section describes the user interface of WorkSpace. It includes instructions for customizing the
interface and performing general tasks.

The WorkSpace environment displays a toolbar, menu bar, and areas of specialized content from
various sources, called portlets, which appear as independent sections of your screen. Some of the
portlets are visible at all times, while others are specific to the task being performed. Some portlets
can be personalized according to the tasks you want to accomplish.

When you first open WorkSpace, the default screen displays the Message Board and any
messages for the agent.

A l Favorites Help Status: Not Ready agent agent

[

7* E | TN oC . n _
AVAYA

DEVCONNECT

Info Disler Status Nofification

NAVIGATION O | MESSAGE BOARD (]
~ Home Message Sent On
Message Board +  Servers shutdown in 10 minutes 08212014 12:16
Ticker Tape Board +  New iPhone5 in stock 09-21-2014 12:16
Reports
Message Center
Favorites
Tasks

Agent History

Jacada WorkSpace User Guide 15



Menu Bar

Toolbar

Action Bar

Navigation Bar

Conversation Context

Disposition Notes and

Codes

Customer Information

Customer
Conversation History

Customizing the
Interface

Workspace Desktop Environment

The WorkSpace environment includes the following components:

Displays Favorites and Help menus abowe the toolbar.

Displays customer information, the dialer options, and status
information.

Portion of the toolbar that displays specific icons for each
conversation context (calls, email, chat).

Displays a list of common tasks and customized portlets.

Displays the unique screen for managing Voice, Email or Chat
conversations.

Displays an area in the conversation view for agents to summarize
the conwersation.

Displays updated contact information for the current customer.

Displays a record of all conversations (Voice, Email, or Chat) from the
current customer.

Techniques for customizing how portlets and content appear on your
screen.

16



The WorkSpace Menu bar appears at the top of the screen and includes two menu items: Favorites
and Help.

Favorites Help

The menu bar may include additional items if they were configured in your environment.

e The Favorites menu displays a customized list of specific websites for quick access. For details,
see Using Favorites.

e The Help menu displays WorkSpace information.

* Workspace Info - Displays agent-specific environment information, such as server and
browser information.

e About Jacada WorkSpace - Displays the current WorkSpace version.

Toolhar

The toolbar that appears at the top of the Jacada WorkSpace screen is divided into sections. The
toolbar contains status areas, buttons and menus to help you manage your work items and
determine the status of conversations.

The toolbar appearance changes depending on the agent status and conversation status.

+

4 t Favorites Help Status: Not Ready agentavs001  agentavs001
- HE
AVAYA

DEVCONNECT
LA Info Dialer Status Nofification Action Bar

The following table describes the default Toolbar sections and icons.

Jacada WorkSpace User Guide 17



Customer Info

Dialer

Agent Status

Conwersation
Status

New ltem
Notification

Workspace Desktop Environment

Customer Name: lan

Established:  09-14-2014 13:22

Status:

In Call

Displays customer information for the active conversation:

e Email - Displays customer email address and subject
line

¢ Voice - Displays customer phone number
e Chat - Displays customer name and the current date and
time

Options for searching the dial list and for dialing a number.

Contact Field - Enter a phone number, or click the arrow
to view a list of recent contacts.

Dial Pad - Click to open the dial pad for manually entering
a phone number.

Dial List - Click to open the Dial List directory for searching
names and phone numbers of internal contacts.

Indicates the agent status:

* Not Ready - Agent is logged in but not available to accept
incoming conversations

e Ready - Agent is logged in and ready to accept incoming
conversations
For details, see Managing your Agent Status.

Displays the current status of the active call, email, or chat
session.

Icons indicate incoming conversations.
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Action Bar

Active
Conversations

Agent Name

Logout

Jacada WorkSpace User Guide

New Chat - Flashes red

New Email - Flashes red

New Voice - Flashes red

Displays icons for performing specific actions according to
the type of active conwersation (chat, email, or wice).

Indicates whether or not there are multiple active
conversations, and if so, lists them.

No Active Conversations

Active Conwersations - Click to view list of active
conversations.

Displays the user name of the currently logged in agent.

Click Logout to exit the program. Logout is only available if
you are not in an active conversation.
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The Action bar is a section of the toolbar that displays specific icons for each conversation context

(calls, email, and chat).

AVAYA

DEVCONNECT

- l Favorites =  Help +
24\
<4 amw
-Ea NOT READY ~

Break

Status

Status: NotR ent agent
CONN | B G 3
Notifaation Action®

Logout

Voice Actions:

TN C

End Call Hold  Transfer Conf

Email Actions:

agentava001 agentavs001

~ t @@ B

Reply Reply Al Forward Complete
Action Bar
Chat Actions:
[»
Complete

For details, refer to the following topics:
* Voice Toolbar

e Email Toolbar

e Chat Toolbar

Workspace Deskiop Environment
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The Navigation bar appears in a vertical column on left side of the page. Each item in the Navigation
bar opens a different WorkSpace screen. Only one view can be open at a time.

To switch views, select a different item from the Navigation list.

NAVIGATION (<]
Home
Message Board
Ticker Tape Board
Favorites
Tasks

Agent History

Appreciation

Email Info

® lamy

Chat Info

< 2

The Navigation bar displays the Home node, with a list of tabs for different common tasks.

Message Board Lists any messages from your supenvisor to your group.

Ticker Tape Scrolls messages from your supenisor across the top of the screen.

Jacada WorkSpace User Guide 21



Favorites

Message Center

Reports

Tasks

Agent History

Note: Navigation tabs are customized by your organization.

Active conwersations are listed below the Home tree, each one on a separate node. Refer to

Commonly used websites or internal links.

Enables supenisors to send messages to agents. This option is available

to supenvisors only.

Generates reports. This option is available to supenisors only.

Lists tasks assigned by your supenvisor to a group of agents.

Displays records for all closed conversations attributed to a particular

agent, over a determined period of time.

Conversation Context for a description of the Voice, Email, and Chat conversation views.

To open a view from the Navigation bar:

1. In the Navigation bar, click on the view to open. The view opens in the main screen.

» I
/A‘\L/Ayt\

DEvComEeT

NAVIGATION (<]
Home

Message Board
Ticker Tape Board
Reports
Message Center
Favorites
Tasks
Agent History

€ 3017
Call Info

Workspace Deskiop Environment

Favorites v Help v

Info

@

Dialer

Status.

Status: In Call

Notifcation

T

agentavs001 agentavs001

QL a

EndCall Hold Transter Cont

Action Bar

AGENT HISTORY [~]

Days

Agentld: 5001 old

Type

HRCFHEBEOCHHEES -

From Address
3034
hana
avaya@jacada
Hana Fish <hi.
avaya@iacada
3026
hana
avaya@jacada
Hana Fish <hfi
avaya@jacada
3034
avaya@jacada
Hana Fish <hfi

1

To Address
038388888
Sales@AVAY
Hana Fish <hf
Avaya <avaya...
Hana Fish <hf
3062
Sales@AVAY
Hana Fish <hi
Avaya <avaya..
Hana Fish <hi
038888888
Hana Fish <hfi

Avava <avava..

Maximum -
Fomes 0 - TN

Subject

Loan request

testd

Your email ‘test5' was accepted [Interact
PHANTOM_CALL

RE: test [Interaction|D:d063401-T2ee-45...
test

Your email ‘test’ was accepted [Interactio.

Email response to Customer
tests6.

State

Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed

Established
01-26-2015.
01-26-2015.

01-26-2015..

01-26-2015.
01-26-2015.

01-26-2015.

01-26-2015.

01-26-2015.
01-26-2015.

Closed

01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.
01-26-2015.

Suspend To

Suspend Reason

22



To show or hide the Home tree:

1. Click the down arrow to the left of the node. The node collapses, hiding the list of views.

NAVIGATION (<)

Home

Appreciation
Email Info

& lamy

Chat Info

< >

2. Click the right-pointing arrow to the left of the node. The node expands displaying the list of views.

To switch between views:

¢ If you have more than one conwersation open at a time, switch between them by selecting a
different item on the Navigation bar.

Jacada WorkSpace User Guide 23



Jacada WorkSpace supports multiple concurrent Voice, Email, and Chat conversations, enabling
you to have more than one active conversation open at a time, from the same desktop. Active
conversations are listed on the Navigation bar by conversation type: Voice, Email, or Chat. They
also appear in the conversation list on the toolbar.

WorkSpace displays a unique screen for each of these conversation types. For details, see:

e Voice Context
e Email Context
e Chat Context

You can view only one conwersation area at a time, but you can easily switch between open
conversations. For example, when you are editing an email, you can accept an incoming call. The
call screen will replace the open email screen. Alternatively, you may senice a customer email
while responding to a chat message. You may also view the contents of an earlier conversation
during your call, email, or chat session with a customer.

To switch between active conversations:

e On the toolbar, click the Conversation List icon and select a conversation from the list.
The selected conversation view opens in the WorkSpace screen.

t, 3001

Appreciation for Good Service[InteractionlD:1d7]
® Joe

or

¢ In the Navigation Bar, select a conversation from the list.
The selected conversation view opens in the WorkSpace screen.

Workspace Deskiop Environment 24



NAVIGATION 0
Home
Message Board
Ticker Tape Board
Favorites
Tasks

Agent History

Appreciation

Email Info

® lamy

Chat Info

< 2

On the navigation bar, active conversations appear as follows:
e Calls display the customer phone number
¢ Emails display the email subject
e Chats display the customer name

To expand the conversation area:

¢ |n the title bar, click the double-headed arrow.

CHAT INFO (]

The conwersation area expands to fill the WorkSpace screen.

Jacada WorkSpace User Guide



When you accept an incoming call, WorkSpace displays the Voice Conversation view.

‘.* Favorites ~  Help + Status: In Cal agent agent
Y
/‘\" FTE | . [ Reov v TN L n

AVAYA End Cal Mokl Transfer Cant =
F“ﬂﬂNH(fJ
e it Chster Action Bar
NAVIGATION <]
i . Detais Adoress
Message Board First Name: Larry Steat Salt Lake
Ticker Tape Board
L Micdie Name cay Salt Lake City
Favorites
[ — Last Name: O Sullivan State/Frovince: ur
Agent History Web Page 2ZipPostal Code: 42109
L Email Address losullivangigmail com Country/Region:  Hardrock
Call Info
Phone Numbers Notes
+ o lany
Hame Phane 705548240

chat Info

Mobile Phone TeEE236628

Homa Fax

CUSTOMER CONVERSATION HISTORY
Days - Madimum -
Bow o: MEDow
TSl | Agentid  Type | FromAddress | ToAddress Subject State Established
+ Disposition Code . ESEmal  losullvan@gm..  beinton@gmal.. MNewAccount..  Delivered 07-31-2011
A Voice  TT05548240 66679043 PHANTOM C..  PendingCl.  09-20-201C

For information on managing calls, see Managing Voice Conwversations.

The following table describes the sections of the Voice conversation view.

1 Toolbar The Customer Info area displays the customer name and phone
number. The Action bar displays the wice conversation action
icons.

2 Navigation Bar Displays a phone icon and the customer phone number for active
calls.

3 Call Info Editor Displays a customized list of guidance scripts to assist you during
the call.

4 Disposition Displays an empty field for you to record information about the call

Notes and and a drop-down list of disposition codes.
Codes

Workspace Deskiop Environment 26



Customer Lists customer details such as name, phone numbers, address
Information and any additional notes.

Customer Lists previous conwersations with the same customer.
Conwersation

History

\oice Toolhar

When working in Voice context, the toolbar displays the customer name and phone number in the
customer information, and common wice conwersation icons in the Action bar.

TN

End Call Transfer Conf

Action Bar

The following table describes the icons on the wice action bar.

L

4

Hold

Off Hold

<

End call - Ends call while keeping call conversation open for after call work.

Hold call - Places incoming caller on hold.

Off Hold - Unholds the call and returns caller to agent. Available only when call is on
hold.

Transfer - Transfers call to call queue or another agent or supenisor. Select Warm
or Cold.
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Q

return the caller to yourself.

Nk 1

"V

Return - Returns transferred call back to original agent.

Conference - Enables agent to connect to internal call.

Join Conference - Available when agent calls a third party.

When you open an email, WorkSpace displays the Email Conversation view.

AVAYA

pETCANL

(<]

Home
Message Board
Ticker Tape Board

< >

Favorites = Help =

Satus: Ready
: i - E == o]
Subject: Apgeeciation for Good Senace(inter

APPRECIATION FOR GOOD SERVICE[INTERACTIONID:T176™

From Ioes@gmail com
o avayal@jacada.com
ce
Subject Appreciation for Good SenvicellnteractionlD 71763bda-
00l11-4bB5-be2-8e243 chesb]
sent 09-14-2014 15:49
Dear SitMadam,

| am wrriting this letter a5 a humble note of appreciation for the quality

senvice provided by your office staff yesterday, i.e. June 07. | had a query
regarding the activation of my windaws saftware. | called your office at 3

pen. for the technical support and was attended hy M. Jmph \'i'iams )
I must say the comrect and prompt support extended by him

DISPOSITION NOTES Q

=

Last Name:

Wiab Page:
Emal Adress:

Phone Numbers
Home Phone:

Mobde Phone

Home Fac

Days
Ol

Agent ki

30

Type
BIEmail
Chat

Smith

joes@gmail com

TT01467T683
THBE6TI043

CUSTOMER CONVERSATION HISTORY

Maximum

« t @ [

Close - Closes call conversation screen. Available only after ending a call.

agent

Reply  Reply AN Forwa

Angress

cay:

Stale/Province:
ZpiPostal Code
Country/Region

Nates

o - (N

From Address | To Address
joes@gmailcom  miohem@gma

Subject

Customer notif

Joe Services@AV...

For information on managing Email, see Managing Email Conversations.

Workspace Deskiop Environment

Boston
Boston
MA
90210
Suffolk

State
Closed
Delivered

agent

Complete Transfer - Select Complete to complete the transfer or select Return to

Il

Established

I)?-DZ-NIIA

05-15-201C



The following table describes the sections of the Email conversation view.

1 Toolbar

2 Navigation bar

3 Email Editor

4 Disposition
Notes and
Codes

5 Customer
Information

6 Customer
Conversation

History

Jacada WorkSpace User Guide

The Customer Info area displays the From address and Subject,
and the Action bar displays the email action icons.

Displays an email icon and the conversation subject for active
emails.

Displays the email subject in the title, the sender's email details,
and the email message. In edit mode (Reply or Forward), displays
an address area for specifying your recipients, space for entering
your message, and the original email text.

Displays an empty field for you to record information about the call
and a drop-down list of customized disposition codes.

Displays customer details such as hame, phone numbers,
address, and any additional notes.

Lists records of previous conversations with the same customer.
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Email Toolbhar

When working in Email context, the toolbar displays the customer email and subject in the
customer info area, and the common email task icons in the Action bar.

-~ 1t [>

Reply Forward Complete

Action Bar

The following table describes the icons on the wice Action bar.

- Reply - Sends a reply email to the sender.

l Reply All - Sends a reply email to the sender and all the original recipients.

m Forward - Sends the email to a new recipient.

ﬁ Send - Sends the email to the specified recipient(s).

> Close - Select Close to close a reply or forward email without sending, and return
Close to the incoming email, or select Complete to close the email conversation.

[_} Complete - Closes the email conversation screen.

Workspace Desktop Environment
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In an active email conwersation, the email editor appears at the top left of the screen and includes
the email details and message content.

APPRECIATION FOR GOOD SERVICE[INTERACTIONID:3640BE7E-15... ©)

From: losullivani@gmail.com
To: avayal@jacada.com
Cc:
Subject: Appreciation for Good Service[Interaction|D:3640be7e-
) 15ca-4d7c-39ed-e7c90344c912]
Sent: 09-28-2014 10:54
Dear SirfMadam,

| am writing this letter as a humble note of appreciation for the quality

service provided by your office staff yesterday, i.e. June 07. | had a query
regarding the activation of my windows software. | called your office at 3

pm. for the technical support and was attended by Mr. Joseph Williams. V]
| must say the correct and prompt support extended by him was

When you reply or forward the email, enter your recipient address(es) and text in the email editor.

The original text appears below your reply or forward text. You may also choose a text template and

attachments to send with your email.

Jacada WorkSpace User Guide

31



APPRECIATION FOR GOOD SERVICE[INTERACTIONID:EB4AEG-95

To: mlohemi@gmail.com

Cc:

Subject: RE: Appreciation for Good Service[Interaction|D:eb42]
Attachments:

Templates: Root -
|Helvetica vi|B I U|T 7| L~ T~

From: mlohem{@gmail.com

Sent: 09-16-2014 15:33

To: avayal@jacada.com

Ce:

Subiject: Appreciation for Good Service[InteractionlD:eb42]

Workspace Deskiop Environment
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When you accept an incoming chat message, WorkSpace displays the Chat Conwersation view.

. Favorites ~  Help ~ Status: Ready apant agent
Alk
Customer Name: Wilkam R | . READY  + | = . =

AVAYA Established:  09:22.2014 1102

DEVCONNECT

Complats

Inte Dialer Status Notification Action Bar

NAVIGATION
[11:02] William: Seeking information about morigage rates for fir
Home 1 9 e Details Address
Message Board First Nasna: Wiliam Stioet Scarsdale
Ticker Tape Board
ek T M Name ciy Scarsdale
Favorites
— Last Name: Clint SuleProvince:  NY
Agent History Web Page: ZipPostal Code: 36901
& Wiliam Email Address Bielim @gmail com Country/Region  Dutchess
Chat info
Phane Numbers Notes
Home Phone: 7705540907

CANNED RESPONSES ) | DISPOSITION NOTES © | 7682232524
Home Fax

CUSTOMER CONVERSATION HISTORY

Days a Madmum .
Boe c T e - (O

[T Agentld | Type | FromAddress  To Address Subject State Established
SR W || 5o Derestion code . ®Chat  Wiliam Sarvices@AV Delivered 07-06-201
. Voice 7705540907 686679043 C. Delivered 06-28-201%

For information on managing Chat, see Managing Chat Conversations.

The following table describes the sections of the Chat conversation view.

1 Toolbar The Customer Info area displays the customer name and date/time
of message. The Action bar displays the chat action icon.

2 Navigation bar Displays a chat icon and the customer name for active chat
sessions.
3 Chat Editor Displays the incoming chat message and a field for entering your
response.
4 Canned Lists customize pre-defined text that can be inserted into the chat
Responses message.
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5 Disposition Displays an empty field for you to record information about the call
Notes and and a drop-down list of disposition codes.
Codes

6 Customer Lists customer details such as name, phone numbers, address
Information and any additional notes.

7 Customer Lists previous conversations with the same customer.
Conversation
History

Chat Toolhar

When working in Chat context, the toolbar displays the customer name and time/date of the chat in
the customer info area, and a single chat icon in the Action bar (Complete).

'
28 Favorites ~ Help ~ Status: Ready agentav5001 agentavs001
d‘ Customer Name: Oren onen Q L | [
AVA A Email: ocohen@jacada com - —
Y Phone: 7705545240 o =
DEVCONNECT
‘‘‘‘‘‘‘‘‘‘ o Dikr Staus Nothcatn Acton Bar

In an active chat conwersation, the chat editor appears at the top left of the screen and includes the
chat messages and your responses.

CHAT INFO o
[10:56] larry: | need technical help with installing the product

What seems to be the problem?| * m

Workspace Deskiop Environment



When you enter your reply and click Send, your text appears below the most recent message.

When a new call, email, or chat message arrives, two notifications appear:

¢ A pop-up notification appears on the lower right cormner of the screen.

7705542342

e An icon flashes on the toolbar.

’ Incoming Chat

Eﬂ Incoming Email

\. Incoming Call

Clicking on the pop-up notification or on the flashing icon will open the new incoming conversation.

Jacada WorkSpace User Guide
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The Disposition Notes portlet appears below the open wice, email, or chat editor and includes an
empty field for you to record information about the call, email, or chat, as well as a customized list
of disposition codes.

DISPOSITION NOTES o

Select Disposition Code..

The disposition portlet has two sections:

Notes — An area for summary notes that you write in free text. Notes could include the topics of
discussion, specific information given, or follow-up tasks. As you write you must update the notes in
order to save them. You may include as many notes as required. Once you finish a conversation,
the notes are stored on the server along with other conversation details.

Disposition Codes — A drop-down list containing one or more pre-configured labels created by your
system administrator that you can select and add to the disposition. Use these labels to help
categorize portions of your conversation. Choose disposition codes from a drop-down list, and add
as many to the disposition as required.

For instructions on creating disposition notes and using disposition codes, refer to Creating
Disposition Notes.
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Customer Information

The Customer Information portlet appears in the upper right corner of the WorkSpace screen. It
displays general information about the current customer when you are in Email, Voice, or Chat
conversation context. This information may not be edited.

CUSTOMER INFORMATION Q

Details Address

First Mame: Joe Street: Boston
Middle Name: City: Boston
Last Mame: Smith State/Province: MA
Web Page: Zip/Postal Code: 90210
Email Address: joes@gmail.com Country/Region: Suffolk
Phone Numbers Notes

Home Phone: 7701467683 [

Mabile Phone: 7636679043

Home Fax:

The Customer Information portlet is divided into four sections with headings that can be customized
by your organization. The information is automatically filled in when you accept an incoming call,
email, or chat from a current customer.

The following table describes a typical customer information area.

Displays the customer's First Name, Middle Name, Last Name, Web Page
and Email address if available.

Details

Phone Numbers  Displays the customer's Home, Mobile and Fax numbers if available.

Address Displays the customer's Street, City, State/Province, Zip/Postal Code, and

Country/Region if available.

Jacada WorkSpace User Guide
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Notes

Displays notes about the customer entered by your administrator.

The Customer Conwersation History appears on the lower right side of the screen when you are in
an active voice, email, or Chat conversation, and is specific to the current customer.

To view the details of a previous wice, email or chat interaction, refer to Searching Agent History or
Searching Customer History.

CUSTOMER CONVERSATION HISTORY [~]
Maximum
Returned: 100] m

Days
old: 30

Agentld | Type
5025
5011
5003
5003
5006
5011
5006
5025

5003
5003
5006

5003
<

ccceccBRAcccccc

From Address
cohen

3004

3004

3003

3004

301

3004

oren cohen <o..

avaya@jacada...

3003
3003
3004
3004

To Address

Sales@AVAY...

038588888
038588688
3004
036666666
3004
036666666

<avaya@jacad...

oren cohen <o..

3004
3004
036666666
038888888

Subject

test gmail
Your email ‘tes...
WS_DSKTP_...

State

Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed

Established

12-10-2014 ..
12-25-2014. .
01-15-2015..
01-26-2015. .
01-25-2015..

01-14-2015..
12-07-2014...

01-25-2015..

Closed

12-10-2014 ..
12-25-2014. .
01-15-2015..
01-26-2015. .
01-25-2015..
01-19-2015..
01-14-2015..
12-07-2014...
12-07-2014..
01-07-2015..
01-12-2015..
01-25-2015..
01-18-2015..

Suspend To

~

The following table describes the Conversation History fields.

Days Old

Maximum
Returned

Workspace Desktop Environment

The number of previous days for which the records are displayed. Use the
up or down arrows to increase or decrease the number of days to display.

The default is 1. The maximum is 100.

The maximum number of history records to show. Use the up or down

arrows to increase or decrease the maximum number of records to

display. The default is 100. The maximum is 2500 records.
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Search button

Agent ID

Type
From Address
To Address

Subject

State

Established
Closed

Suspend To

Suspend Reason

Jacada WorkSpace User Guide

Click Search to update the Customer Conversation History records when
you change the Days Old or Maximum returned fields.

The unique ID of the agent who received the conversation (work item).
The conversation type: Voice, Email, or Chat.

The sender's email, phone number, or name.

The recipient email, phone number, or chat name.

The subject of an email or woice call. Chat messages do not have a
subject.

Displays the current status of the conversation:
¢ Created

* Processing

* Queued

® Delivered

¢ Established

¢ PendingClosed

e Suspended

¢ Closed

e Retrieved

The date and time the conversation was established.
The date and time the conwversation was closed.

For email only - displays the date/time an email was attended to after an
agent suspended responding to it.

For email only - the reason for suspending the email.
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To sort the customer conversation history, refer to Sorting Data.

The following sections explain customizing how the portlets and their content is displayed:

e Showing and Hiding Portlets

e Resizing Portlets

e Sorting Data

By default, the standard portlets are open. Use the following procedures to hide or show a portlet.

To hide a portlet:

* In an open portlet, click the Arrow in the title bar.

NAVIGATION (<)
Home
Message Board
Ticker Tape Board
Favorites

Tasks

Agent History

® lamy

Chat Info

Workspace Deskiop Environment
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The portlet closes, displaying only the title area.

)
F
>
=
]
B
=
=]
=

To Show a Portlet

¢ |n a closed portlet, click the Arrow in the title bar. The portlet expands.

The conversation editing area (Chat Info, Email, or Call Info) can be enlarged on your screen to fill
the WorkSpace desktop.

To resize the conversation area:

1. Click on the double-headed arrow on the title bar to enlarge the conversation area to fit your
screen.

CHAT INFO (]

The conwersation screen expands to fill the WorkSpace desktop.
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CHAT INFO
[16:32] larry: | need technical help with installing the product

2. Click on the double-headed arrow on the title bar to restore the portlet to its position on the
WorkSpace desktop.

Workspace Deskiop Environment
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When data are displayed in columns, you can sort any column in ascending (A-Z) or descending (Z-
A) order.

From Address *| To Address

7705540807 Sort Ascending
7701467683 Sort Descending

To sort in ascending order:

¢ Click a column heading or click the arrow to the right and select Sort Ascending.
The content appears in ascending order and an up arrow appears next to the column name.

To sort in descending order:

e Click the arrow to the right of the column heading and select Sort Descending.
The content appears in descending order and a down arrow appears next to the column name.
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Performing General Tasks

Agents may perform numerous tasks in addition to senicing customer interactions. These tasks
include:

e Viewing Messages

e Using Favorites
e Managing Tasks

e Creating Disposition Notes

e Searching Customer Information

e Searching Agent History

e Searching Customer History

Viewing Messages

Your system administrator may leave messages for you to read before or during your shift.
Messages may appear on the Welcome screen, in the Message Board, and as Ticker Tape. In
some cases, you are required to view messages before you start your shift.

Performing General Tasks



The Message Board in the Navigation bar displays messages intended for the logged in agent.
When you first open WorkSpace, the default screen displays the message board.

" Favorites ~  Help = Status: Not Ready agent agent Logout
i =a TN
AVAYA

DEVCONNECT

NAVIGATION O | MESSAGE BOARD

Home Message Sent On

09-21-2014 12:16
09-21-2014 12:16

Message Board +  Servers shutdown in 10 minutes
LECREELIENI | - New iPhones in stock

Reports

Message Center

Favorites

Tasks

Agent History

To view a message from the Message Board:

e Click the plus sign next to the message subject.
The message text appears.

You may not edit the message board area.

Ticker Tape Messages

Supenvisors may create internal messages for the agents. The messages automatically appear in
the agent's message board. In addition, a supervisor can choose to display the message as a
Ticker tape that continuously scrolls horizontally across the top of the WorkSpace screen, and/or in
the WorkSpace welcome screen. The ticker tape messages appear in all WorkSpace screens just
below the toolbar, regardless of the current work context.
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T m
/A\t;\yA

DEVCONNECT

NAVIGATION

Home

Message Board

Ticker Tape Board

Reports

Favorites v  Help ~

-Ea

Break

n in 10 minutes
QO | MESSAGE BOARD

Message
+  Servers shutdown in 10 minutes

+  New iPhone5 in stock

Message Center

Favorites
Tasks

Agent History

New iBhoneS in stock

Status: Not Ready

TN €

agent agent Logout

Notification Action Bai

Sent On
09-21-2014 1216
09-21-2014 1216

To view the ticker tape message temporarily, open it in a separate window. To read a long message,
you may want to display it in the ticker tape tab.

To view a ticker tape message:

1. To pause the message, position the mouse pointer over the title in the ticker tape.

2. To display the full message, click on the title in the ticker tape.

The message opens in a new window.

Performing General Tasks

New iPhones in stock [

New iPhones in stock
Available only for new customers.
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3. To view the message in the Ticker Tape tab, click Showin Tab.
The message appears in the Ticker Tape tab.

NAVIGATION O | TICKER TAPE BOARD

HIETIE New iPhones in stock
Message Board Awailable only for new customers.
Ticker Tape Board

Favorites
Tasks

Agent History

Once the message has been opened in the Ticker Tape tab, it can be referenced from the Ticker
Tape Board for the duration of your work session.

Faworites are commonly used websites or internal links. First, add favorites to the WorkSpace
Fawvorites menu. Then, you can easily open favorites from the WorkSpace interface:

¢ From the Favorites tab in the Navigation bar

e From the Favorites menu above the toolbar

All favorites are accessible from the Favorites menu. The Favorites tab in the Navigation bar only
displays favorites that were configured to open in the Favorites tab.

Adding Favorites

Faworites are commonly used websites or internal links. Use the Favorite menu to manage favorites
and provide quick access to any website from within the WorkSpace environment. For example, add
to the Favorites menu your company website or links to internal sites relating to your company
customer senvice procedures.

You can determine whether the site will open in the favorites tab in the WorkSpace screen or in a
separate browser window.
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Use the following procedure to add a favorite to the list.

To add a favorite to the Favorites menu:
1. In the Menu bar, click Favorites and select Manage Favorites. The Manage Favorites window
opens.

2 Manage Favorites - Windows Internet Explorer = B

@ http://localhost: 2080/ test/SYSTEM/ portlets/favorites/favManager/Controller,jpfiun &

Create Favorite My Favorites
- DFavorites
Name: .
| | Dservice Commitment
URL: | |
Open in:

® New Window
) Favorites Tab

New Folder || Edit || Delete |

2. Under Create Favorite, enter a name for the website and the URL.

3. Select how the website should open:
Open in a New Window - the site opens in a new browser window
or
Open in Favorites Tab - the site opens in the Favorites tab in the main WorkSpace screen.

4. Click Add. The name appears in the list of My Favorites.

Performing General Tasks
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Create Favorite My Favorites

Name: | | N 'i:!_Fa\torites
Diservice Commitment
URL: | | ©&lJacada
Open in:
® New Window
C Favorites Tab

o

New Folder || Edit || Delete |

5. Click OK. The Faworites window closes and the name appears in the Fawvorites tab in the Menu
bar.
If you chose Open in: Favorites Tab, the site is also accessible from Faworites in the Navigation
area. For more information, see Using Favorites.

You can arrange your favorites into sub-folders for categorizing different types of links. Use the
following procedure to add a favorite to a particular folder.

To create a new Favorites folder:

1. In the Menu bar, click Favorites and select Manage Favorites. The Manage Favorites window
opens.
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2 Manage Favorites - Windows Internet Explorer = B

@ http://localhost: 8080/ test/SYSTEM/ portlets/favorites/favManager/Controller.jpfiun B
Create Favorite My Favorites
- DFavorites
Name: | | _avert ,
[Dservice Commitment
URL: | |
Open in:

) New Window
) Favorites Tab

New Folder || Edit || Delete |

2. In the My Favorites area, click on the Favorites folder or any other folder. When the folder is
active, the text appears in red.

3. Click New Folder. The New Folder window opens.

localhost needs some information

Sout o

Enter Folder Name:
Cancel
[

4. In the text field, enter a name for the new folder and click OK. The folder appears in the My
Favorites list under the selected folder.
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5. Double-click on the new folder name. A plus sign appears next to the folder name indicating that

it is active.
Create Favorite My Favorites
) - DFavorites
T | | Cservice Commitment
URL: | | ©&lJacada
+Contact Lists
Open in:
® New Window
) Favorites Tab
oo
New Folder || Edit || Delete |
6. Continue to add favorites to the new folder. When you click Add, the new favorite is added to the
active folder.

7. To view the new favorite, click the plus sign next to the new folder. The favorite appears under the
folder name.

8. Click OK. The Favorites window closes and the new link appears under the selected folder in the
Favorites tab in the Menu bar.
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Opening Favorites
Use the following procedures to open a favorite link.

To open a favorite from the menu:

e Click the Favorites menu and select a link from the list.

Favorites ~ Help ~

Manage Favorites...

Service Commitment
Jacada
Contact Lists

Search

The link opens in the Favorites tab or in a new browser window, as configured.

To open a favorite from the Navigation bar:

¢ In the Navigation bar, click Favorites. Select from the list of favorites configured to open in the
Fawvorites tab.
The link appears in a portlet in the active WorkSpace screen.

NAVIGATION O | FavoriTES
Home.
Message Board
Ticker Tape Board
Favorites
Tasks LLUCH Vvideo World U.S. Africa Asia Europe Latin America Middle East Business World Sport  Entertainment Tech Travel iReport

Agent History
‘Seplember 25, 2014 — Updated 0825 GMT (1725 HKCT) Edited by Susannah Cullinane in London Make NN Your Homepage

(=013 (o[, (o] (e7 W Scenes from the field - ISIS - Hong Kong protests - Japanese voicano - Clooney wedding - Ferguson officer shot - Messi's 400th

BREAKING NEWS [l HoNG KoNG PROTESTS

We will DONATE
Qe

uss$2/

= e -

—=-

10 your chosen charify,
30 found in 'cardiac’arrest’ on »

Japanese volcano HK's 'Occupy': 5 things to know Q Click here. (<)1)

To exit the Favorite screen, select another view from the Navigation bar.

Performing General Tasks
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Managing Tasks

Tasks are configured by system administrators and assigned to a group of agents according to their
roles. Depending on your privileges, you can view a list of assigned tasks, claim tasks for yourself,
and assign tasks to other agents. The task list is saved in the database, and therefore is maintained
across Jacada WorkSpace sessions.

To complete a task you may be required to input and save details in the task editor.

Open the Tasks pane from the Navigation bar to perform the following task actions:

¢ Viewing Tasks - See a list of all tasks allocated to your group

* Assigning Tasks - Assign a specific task to another agent

e Claiming Tasks - Assign a specific task to yourself

¢ Editing Tasks - Open a specific task to supply details on how the task is being handled
* Releasing Tasks - Release an assigned task to the queue

e Completing Tasks - Complete a task that you own

When you open Tasks from the navigation bar, the toolbar displays task information and task icons
appear in the Action Bar.

s M DB

Save Complete Close

[mn]

Action Bar

The Tasks pane displays the task list, and the details of a selected task.
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TASKS

omplete  [3] Release  [#] Assign Refresh
D Name Subject Status Priority Owner Created
11390 Approve bonus for contract extension Please ook at this bonus and approve or decline it (for 12000) InProgress 0 workspace 09-28-2014 12
112380 Approve bonus for contract extension Please ook at this bonus and approve or decline it. (for 12000) Ready 0 09-28-2014 12
11358 Approve bonus for contract extension Please ook at this bonus and approve or decline it (for 15000) Ready 0 09282014 12
8449 Approve bonus for contract extension Please ook at this bonus and approve or decline it. (for 12000) InProgress 1 workspace 03-13-2014 16
8444 Approve bonus for contract extension Please look at this bonus and approve or decline it. (for 13000) In Progress 1 workspace1 03-19-2014 13.
8441 Apprave bonus for contract extension Please look at this bonus and approve or decline it (for 12000) Reserved 1 workspace 03-13-2014 13
8354 Approve bonus for contract extension Please look at this bonus and approve or decline it (for 15000) In Progress 1 workspace 03-19-2014 12
8343 Approve bonus for contract extension Please look at this bonus and approve or decline it (for 12000) InProgress 1 workspacel  03-18-2014 17
8339 Approve bonus for contract extension Please look at this bonus and approve or decline it (for 15000) InProgress 1 workspace?  02-18-2014 17
=&
Page 1 of3 Displaying 1- 10 of 24
subject: Please look at this bonus and approve or decline it

(for 12000)

Bonus Process Request

Contactid:

Contract Desc

Comment:

Bonus Amoun

Dekel Yaacov
ription: None
need to approve bonus for new sale

t: 12000

Bonus Options:

The following table describes the Task context.

Complete

Claim/Release

Assign
Refresh
ID
Name

Subject

Performing General Tasks

Click to indicate the task has been completed.

This icon is a toggle. Click Claim to take the task for yourself.
Click Release to return a claimed task to the queue.

Click to assign the task to another agent.
Click to refresh and update the task list.
Unique task ID.

Task name.

Task subject.



Status Ready - Unassigned task.
In Progress - Assigned to a different agent.
Reserved - Assigned to current agent.

Your organization may have a customized status list.

Priority Indicates priority level for task.

Owner Agent to whom the task is assigned.

Created Date and time task was created.

Page selection Enter a page number or use the left or right arrows to scroll through the
task list.

Task details Appear at the bottom of the screen for the selected task.

To view tasks:

1. In the Navigation bar, click Tasks.
The task pane opens. Refer to the abowe figure.

2. In the open Tasks pane, select a task to view it.
The task details appears below the task table.

»
Page 1 of 3 Displaying 1- 10 of 24
Subject: Please look at this bonus and approve or decline it

(for 12000)
Bonus Process Request

Contactid: Dekel Yaacov

Contract Description: None

Comment: need to approve bonus for new sale
Bonus Amount: 12000

Bonus Options:
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To assign a task:

1. In the open Tasks pane, select a task and click Assign.
The Assign Task window opens.

2. Specify the agent who will own the task.
The task status changes to "In Progress" and the agent appears as the owner.

To claim a task:

¢ In the open Tasks pane, select a task and click Claim.
You become the owner and the task status changes to 'Reserved".

To edit a task:

1. In the open Tasks pane, double-click a task to edit it.
A new task editing pane opens displaying the task details and an area for inputting the response
or solution. The fields vary depending on the task. The open task is also listed as a work item in
the Navigation bar.

NAVIGATION o APPROVE BONUS FOR CONTRACT EXTENSION (11390) s

Hlomo Subject: Please Iook at this bonus and approve or decline it. (for 12000}
dashboard
Message Board Bonus Process Request
Ticker Tape Board Contactid:
Reports Contract Description: None

Dekel Yaacov

L= Comment: need to approve bonus for new sale
Favorites
Bonus Amount: 12000
Tasks
Bonus Options:

Agent History

[B Task-11390

e Bonus Approval Response

Response To Bonus .
Request:”

Response Description:

B add B ' Refresh
Comment Added By Created
Approved! workspace 09-28-2014 12:31

2. Input the relevant information.
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3. From the toolbar, click Save.
Your changes are saved.

4. To add or edit comments, refer to Task Comments.

5. When you have completed the task, click Complete on the toolbar. The task is removed from the
task list.
or,
To close the task without completing it, click Close on the toolbar. The task remains in the list for
you to continue working on it at a later time.

To release a task:

¢ In the open Tasks pane, select a claimed task and click Release.
The task status changes to "Ready" and it is not assigned to an owner. The task can be
reassigned to another agent.

To complete a task:

e Once you have completed task assigned to you, select the task in the list and click Complete
or,
If viewing the task in edit mode, click Complete in the Action Bar.
The task is remowved from the task list.
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Task Comments

When you respond to a task, you may add comments that are not part of the task details. These
comments are editable.

The Comments area appears in the task editor, below the task details and editing area.

NAVIGATION o APPROVE BONUS FOR CONTRACT EXTENSION (11390) @

Hlomo Subject: Please Iook at this bonus and approve or decline it. (for 12000}
dashboard
Message Board Bonus Process Request
Ticker Tape Board Contactid: Dekel Yaacov
Reports Contract Description: None
Message Center Comment: need to approve bonus for new sale
Favorites 12000

Bonus Amount:
Tasks
Bonus Options:

Agent History

[B Task-11390

. Bonus Approval Response

Response To Bonus .
Request:”

Response Description:

B add B ' Refresh
Comment Added By Created
Approved! workspace 09-28-2014 12:31
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To add a comment:

1. In the open task editor, in the Comments area, click Add.
The Add Comments window opens.

Add Comment [}

Comment:

2. Enter your comments and click OK.
The Add Comment window closes and your comments appear in the Comments area.

To edit a comment:

1. In the open task editor, double-click the comment to edit. The Edit Comment window opens.

Edit Comment (%]

Comment:

|Approved!

o ] Conce

2. Edit the comment and click OK.
The Edit Comment window closes and your comments appear in the Comments area.

To delete a comment:

¢ In the open task editor, select the comment to delete and click Delete.
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Disposition notes and codes provide an interaction history to assist you the next time you serve the
customer, or to assist the next agent who may serve the customer. Administrators may make use
disposition notes and codes as a way of analyzing calls and detecting patterns.

Use the Disposition Notes area of the active wice, chat, or email editor to enter a summary of your
interaction. For an overview of the Disposition Notes interface, refer to Disposition Notes and Codes.

Once you close a chat or email session the disposition notes area also closes. Disposition notes
can be added during or after a call. When you end a call, the call status changes to In Call Wrap Up
and the call context stays open so you can complete the disposition notes. This is known as After
Call Work. Once you have completed your disposition notes, Close the call.

Refer to the following procedures to complete disposition notes:

e Adding Disposition Notes

e Adding Disposition Codes

¢ Viewing Disposition Notes

Adding Disposition Notes

Enter disposition notes and codes when you are in an active wice, email or chat conversation. For
calls, you may first end the call and then complete the disposition notes.

Use the same procedure to add disposition notes to wice, email, or chat conversations.

To enter disposition notes:

1. In the Disposition Notes area, type your comments.

DISPOSITION NOTES o

Select Disposition Code..
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2. Click Update. The notes are saved and a confirmation message appears.

Motes successfully saved Update

3. To add more notes, repeat steps 1 and 2 as required.

4. Add Disposition Codes, if necessary. Refer to Adding Disposition Codes.
When you close the call, email, or chat session your notes are saved in the database.

Adding Disposition Codes

Disposition codes are unique labels created by your system administrator to provide a meaningful
way of categorizing the topics discussed in wice, email or chat conwersations and analyzing
customer senvice patterns. When you select a disposition code it is automatically added to the
disposition for the current conversation and it cannot be removed. Disposition codes do not appear
in the disposition editing area. However, disposition notes and codes and can be seen when viewing
a conwersation history.

You may select more than one disposition code, as required. For example, if your customer
requests to change the billing address, select a disposition code for ‘changing billing address'. Later
in the conwversation, if the customer requests a price quotation, select the disposition code for 'price
quote'.

Caution: Select disposition codes with discretion. They are automatically saved in the database
and cannot be edited or deleted.
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To add a disposition code:

1. In the Disposition Notes area, select a disposition code from the Select Disposition Code drop-
down list.

DISPOSITION NOTES (A

Can | offer you a product?

| am going to share a link

Graeting

In our constant endeavor

Plzase allow me 2-3 minutes while | check your
status with us.

Please add your information as follows: "phone *
address * "

Is there anything else?

| am qoing to share vour intormation

I -

The disposition code is saved automatically. A confirmation message appears.
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DISPOSITION NOTES (A

"Can | offer you a product? successfully
saved

Can | offer you a product? X v

Disposition notes and codes are saved to the database as part of the conversation details. If
necessary, you can view the disposition notes at a later time. You may modify and add disposition
notes. You may not modify disposition codes, but you may add new disposition codes.

To view or edit disposition notes:

1.

o ~ w0 D

In the Navigation bar, select Agent History and search for the conversation.

or
In the Customer Conversation History search for the conversation.
Select and open the conwersation to view conversation details. The conversation context opens.

In the Disposition Notes area, modify or add disposition notes and click Update.
In the Disposition Code area, select additional disposition codes as required.

Close and complete the conversation.

Jacada WorkSpace User Guide

63



Performing General Tasks

By default, when you enter a customer interaction context (Voice, Chat or Email), the system
automatically performs a customer information search. If a single match for the customer is found in
the database, data for that customer is loaded into the Customer Information portlet. If no matches
are found, or if several matches are found, the Customer Search tool helps you quickly locate
information for the correct customer.

When more than one customer record matches the search criteria, the Customer Search window
opens automatically, displaying the relevant records. In the following example, three records are
found for the first name Hana:

Customer Search

|II

Contacts

First Name Last Name Home Mobile Business Email

Hana Smith 3001 3035 3014 hfish@jacada...
Hanatl Fish1 3002 3034 3035 hfish1@gmail ..
Hana Fish 3035 3004 45678899 hfish1@gmail ..

Double-clicking a row (or selecting a row and then clicking Display) loads the selected customer's
information into the Customer Information portlet.

When no automatic match is found for a customer, you can use the Customer Search tool to

perform a manual search for customer information. The Customer Search icon @ is enabled
automatically when you are working in an interaction context.



To perform a search for customer information:

1. From the CTI toolbar, click & .
The Customer Search window opens.

Customer Search (%]

[ search

First Name Last Name Home Mobile Business Email

2. In the search box at the top of the window, enter a search term. You may search according to
first or last name, phone number (home, mobile or business), or email address.

Note: If a two-word search term is entered, a search for first name and last name will be
done.
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3. At the upper right corner of the window, click Search.
The Contacts grid is populated with customer records that contain the search term. For

example:

Customer Search (]
han | Search_
First Name Last Name Home Mobile Business Email
Hana Smith 3001 3035 304 hfish@jac ada...
Hana1 Fish1 3002 3034 3035 hfish1@gmail...
Hana Fish 3035 3004 45673899 hfish1@gmail...
Anna Shanin 3001 3008 shaniha@yah...

N | Cencel

4. Double-click on the relevant row of the Contacts grid. Alternatively, select the row, and then click
the Display button.

The selected customer's information is loaded into the Customer Information portlet.
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The Agent History tab opens a record of all closed and current conversations attributed to a

particular agent, over a determined period of time. You may review your own conversation history or

that of another agent by searching for conversation records in the Agent History.

The Agent History displays the same content as the Customer Conversation History, but is
organized by receiving agent rather than by customer.

A ! Favorites Help Status: In Call agentavs001 agentav5001
h/;

@ TN C —
AVAYA e s e | =
BEvCoRNEET
R o Dier staus Notitcatin acton ar
caor 0
= Hm::essage s IRIED Das 4 Maimum 100 E=R
Ticker Tape Board ] From Address | To Address Subject State Established | Closed Suspend To | Suspend Reason
Reports A 3034 038888888 Closed 01-26-2015. 01-26-2015. n
Message Center L J hana Sales@AVAY. Closed 01-26-2015. 01-26-2015.
Favorites avaya@jacada.. HanaFish<hfi.  Loanrequest Closed 01-26-2015
Tasks Hana Fish <hfi Avaya <avaya. . tests Closed 01-26-2015. 01-26-2015.
Agent History avaya@jacada..  Hana Fish<hfi Your email tests' was accepted [Interacti.  Closed 01262015
v & 3017 A 3026 3062 PHANTOM_CALL Closed 01-26-2015. 01-26-2015.
cat nfo . hana Sales@AVAY Closed 11262015, 01262015
avaya@pacada... Hana Fish<hfi..  RE:test [teracton|D:d06R401-726e45...  Closed 01-26-2015
Hana Fish <t Avaya<avaya . test Closed 01262015 01-26:2015
avaya@jacada.. Hana Fish<hfi..  Your email ‘test was accepted [Interactio...  Closed 01262015
A 3034 038585868 Closed 01-26-2015. 01-26-2015.
avaya@jacada. Hana Fish <hfi Email response to Customer Closed 01-26-2015. 01-26-2015. v
Hana Fish <hfi Avava <avava... tests6 Closed 01-26-2015. 01-26-2015.

The following table describes the History fields. If the field is too narrow to view the contents, place

your mouse pointer over the field to view the entire contents.

Agent ID

Days Old

Maximum Returned

Jacada WorkSpace User Guide

The unique agent code. By default, your own Agent ID appears and the
Agent History displays your conversations. However, you can insert a
different agent ID to view history items for that agent.

The number of previous days for which the records are displayed. Use
the up or down arrows to increase or decrease the number of days to
display.The default is 1. Maximum is 100 days.

The maximum number of history records to show. Use the up or down
arrows to increase or decrease the maximum number of records to
display. The default is 100. The maximum is 2500 records.
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Search

Type
From Address
To Address

Subject

State
Established
Closed

Suspend To

Suspend Reason

Performing General Tasks

Click Search to update the Agent History records when you change the

Agent ID, Number of days, or Maximum number of records returned.
The conversation type: Voice, Email, or Chat.

The sender's email, phone number, or chat name.

The recipient email, phone number, or chat name.

The email subject. For calls and chat messages, there will not be
subject.

The status of the conversation.
The date and time the conwersation began.
The date and time the conversation was closed.

For email only - Displays the date/time an email was attended to after
an agent suspended responding to it.

For email only - The reason for suspending the email.
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To search agent history:

1. In the Navigation bar under the Home node, click Agent History.

NAVIGATION (<]

Home
Message Board
Ticker Tape Board
Favorites
Tasks

Agent History

£ >

The Agent History portlet opens in the main WorkSpace screen. Refer to the above figure.
2. In the Agent ID field, enter the unique ID of the agent.

3. In the Days Old field, use the up or down arrows to how many previous days the search should
include.

4. In the Maximum returned field, use the up or down arrows to determine how many records to
show at once.

5. Click Search. The Agent History displays records for the search criteria.

6. Double-click on the specific record to view.
The woice, email, or chat conversation opens. You can review the chat and email content, and
edit the Disposition Notes for calls, email, or chat records. When you open an email, you may
reply to it or forward it to another agent.
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The Customer Conwversation History appears in the conversation context during an active call, email,

or chat conwersation. Use it to search for previous conversations with the current customer.

Customer conversation history displays the same content as the Agent History, but is organized by
customer rather than by receiving agent. Refer to Searching Agent History to search for
conwersations according to agent.

CUSTOMER CONVERSATION HISTORY (]
Maximum
remer (100 < | (N

Days
Old

Agent Id
5025
5011
5003
5003
5006
5011
5006
5025

5003
5003
5006
5003
<

30

Type

cecccBReocccccc

From Address

cohen

3004

3004

3003

3004

3011

3004

oren cohen <o
avaya@jacada
3003

3003

3004

3004

To Address Subject

Sales@AVAY ...
038888888
038888888
3004
036666666
3004
036666666
<avaya@jacad test gmail

oren cohen <o

3004 WS_DSKTP_

3004
036666666
036868688

Your email 'tes. ..

State

Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed
Closed

Established

12-10-2014..
12-25-2014..

01-15-2015
01-26-2015
01-25-2015

01-14-2015
12-07-2014

01-25-2015

Closed

12-10-2014..
12-25-2014..

01-15-2015
01-26-2015
01-25-2015
01-18-2015
01-14-2015
12-07-2014
12-07-2014
01-07-2015
01-12-2015
01-25-2015
01-18-2015

Suspend To

~

To search customer history:

1. In the Customer Conversation History area, determine the search criteria. In the Days Old field,
use the up or down arrows to determine how many previous days the search should include.
Refer to the abowe figure.

2. In the Maximum returned field, use the up or down arrows to determine how many records to

show at once.

3. Click Search.

The Customer Conversation History displays records for the search criteria.
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4. Double-click the item to view.
The woice, email, or chat conversation opens in the WorkSpace screen.

Review chat and email content, and edit the Disposition Notes as required. When you open an
email, you may reply to it or forward it to another agent.

Jacada WorkSpace User Guide
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Jacada WorkSpace integrates telephony requirements for easy call control. For an oveniew of the
call interface, refer to Voice Context.

WorkSpace supports the following call tasks:

* Receiving a Call

e Making a Call
e Putting a Call on Hold

e Transferring a Call

e Making a Conference Call

e Using Call Scripts

e Creating Disposition Notes

e Completing a Call

You are ready to receive external calls once you have logged in and changed your status to Ready.
You may receive internal calls also in the Not Ready state.

When a new call arrives, a pop-up notification appears in the lower right hand screen and the
Incoming Call notification on the toolbar flashes. You will receive incoming call notifications even
when you have an active email or chat conversation.

Managing Voice Conversations
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To answer a call:

e Click on the flashing Incoming Call icon \D on the action bar or click the call pop-up notification
in the lower right screen.

7705542342

The call editor opens in the top left area of the screen. In the toolbar, the Customer Info area
displays the customer name, email address, and phone number. The status area displays /In
Call and the Action bar displays the call icons.

In addition to the call information area, the screen displays Disposition Notes, Customer
Information, and Customer Conwversation History.

Favorites v Help + Status: In Call agentav5001 agentav5001
a=x o
Customer Name: Mary Lohem == CoR | IR |8 —
Emaili miohem@gmail.com EndCall Hold Transfer Cont —
= P 7705542342
e Info Dialer Status Noification Action Bar
NAVIGATION 0 | calLinFo © | CUSTOMER INFORMATION Q
(4D - Details Address
e E First Name: Mary Street Jacksonville
Ticker Tape Board
Middle Name: City. Jacksonville
Favorites
Tasks Last Name: Lohem State/Province:  FL
Ty Web Page: ZiplPostal Code: 32202
_, 7705542342 Email Address™ miohem@gmail.com Country/Region: Fulten
Call Info
Phone Numbers Notes
Home Phone: 7705542342

Mobile Phone: 7682232547

Home Fax:
DISPOSITION NOTES @ | CUSTOMER CONVERSATION HISTORY )
Days - Maximum -
CONERER T
I3 | Agentld | Type | FromAddress | ToAddress Subject State Established
Select Disposition Cade... - CVoice 7705542342 7662232524 PHANTOM_C...  Delivered 04-30-201C ,
@ Chat Mary Seniices@AV PendingCl.  07-19-2012

Disposition notes can be added during or after a call. When you end a call, the call status changes
to In Call Wrap Up and the call context stays open so you can complete the disposition notes.
Once you have completed your disposition notes, Close the call.

For an oveniew, refer to Disposition Notes and Codes. For instructions, refer to Creating
Disposition Notes.
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Agents may make internal calls only. Use the Dialer options to initiate a new internal call. Use
Transfer or Conference to call another agent or supenisor while on a customer call.

The Dialer area on the toolbar includes a field for entering any internal number, a dial pad for clicking
the numbers to dial, and a contacts directory for searching for and selecting a call recipient.

aEE <
EEE =
EEE <

Dialer

Note: The contacts directory is only available to agents with privileges as defined by your
system administrator.

To make an internal call:

¢ In the Dialer field on the toolbar, enter the phone number or select a recent number from the drop-

down list
or
T .

Click the dial pad ===, enter the number and click OK.

or

Click the directory :,I, and search the contact list. For instructions, refer to Searching the Dial

List.
The call status changes to Dialing. When the recipient answers the call status changes to Internal
Call.
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Put a call on hold while you search for additional information or review a customer conversation
history.

To speak to another agent or supervisor while on a call, make a Warm Transfer or a Conference call.
For details, see Transferring a Call or Making a Conference Call.

To hold or unhold a call:

1. In the active call window, click Hold in the action bar l l .
The active call is placed on hold and the status area displays "In Hold". In the Action bar, the
Hold icon changes to Off Hold.

2. Click Off Hold to activate the call.
The status area displays /n Call.

Transferring a Gall

WorkSpace supports multiple call transfer options and provides easy access to phone directories.
For example, you can transfer a call to another agent, forward it to a supenvisor, or transfer it to a
call queue. Information about the customer is transferred along with the call to ensure that
customers do not need to repeat information. Use the Dial List to select the new recipient or enter
an internal phone number in the dial pad.

After a call has been transferred, it can be returned to the original agent.

Note: The Dial List is only available to agents with privileges as defined by your system
administrator. If the Dial List is not available, when you select the type of conference call
the dial pad opens instead.

WorkSpace distinguishes between these types of call transfers:
Warm Transfer

The impending transfer is announced to a specific recipient/extension while the caller is put on hold.
The call is transferred only once the new recipient accepts the call and you end the call.
Alternatively, you can consult with the new recipient and then return to the caller without transferring
the call.
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Cold Transfer

The call is either redirected to a call queue or transferred to a specific destination without confirming
with the call recipient.

Handshake

The call is transferred only once there is a connection. Otherwise, the call returns to you.

To make a warm call transfer:

1. In the Call screen, click Transfer on the action bar, and select Warm.

Handshake

Warm
Cold

The call status changes to "Transferring" and the customer is put on hold. The Dial List window
opens.

Select Contacts

hana [ search |
First Name Last Name Home Mobile Business
Hana Fish 14,3035 4, 3004 4, 45678839
Hanal Fish1 3012 3034
Recently Dialed [A]
Number Date
L3001 09-15-2014 12:24
*.3049 09-14-2014 15:03
{3033 09-14-2014 11:04
Enter a Number to Dial.. -
[ oa ]

2. Enter a number to dial, or search for a contact and click Dial. For details, see Searching the Dial
List.

When the call is answered, inform the recipient of the pending transfer. If the call is accepted,
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complete the transfer.

If the recipient does not answer or accept the call, return the call. Refer to To Return a Warm
Transfer.

3. On the toolbar, click Complete and select Complete from the list.
The call is transferred and your call status changes to "In Call Wrap Up".

4. Enter a call summary in the Disposition Notes.
5. Close the Call.
The call editor closes.
To return a warm transfer:
If you do not wish to complete a warm transfer, return the call:

¢ In the Call editor, click the arrow next to Complete on the action bar, and select Return.

Complete

Retumn

The call returns to you and the caller is no longer on hold.

To make a cold call transfer:

1. In the Call editor, click Transfer on the action bar, and select Cold.

<
Transfer
Handshake

Warm
Cold

The Dial List opens.
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Select Contacts

I

hana m
First Name Last Name Home Mobile Business
Hana Fish 3035 . 3004 . 45678899
Hanal Fish1 L.3012 €, 3034
Number Date

3001 09-15-2014 12:24

*.3049 09-14-2014 15:03

3033 09-14-2014 11:04

Enter a Number to Dial -

T ST

2. Enter a number to dial, or search for a contact and click Dial. For details, see Searching the Dial
List.

The call is transferred automatically to the new number and you are disconnected from the caller.

The call status changes to "In Call Wrap Up".
3. Enter a call summary in the Disposition Notes.

4. Close the call.
The call editor closes.

To make a handshake transfer:

1. In the Call editor, click Transfer on the action bar, and select Handshake.

<
Transfer
Handshake

Warm
Cold

The Dial List opens.
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Select Contacts

I

hana m
First Name Last Name Home Mobile Business
Hana Fish 3035 . 3004 . 45678899
Hanat Fish1 L3012 4. 3034
Number Date

3001 09-15-2014 12:24

*, 3049 09-14-2014 15:03

3033 09-14-2014 11:04

Enter a Number to Dial

2. Enter a number to dial, or search for a contact and click Dial. For details, see Searching the Dial

List.
When there is a connection, the customer is transferred to the new recipient and the call status
changes to "In Call Wrap Up".
If there is no connection, the call returns to you automatically.
3. Once the call has transferred, enter a call summary in the Disposition Notes.

4. Close the call.
The call editor closes.

Jacada WorkSpace supports 3-person conference calling. Once you are on a call with a customer,
you may create a conference call to involve an internal third party, such as a supenisor, by
selecting the third-party number from the Dial List. The conference call ends when the supenisor
ends the call, and you return to a 2-person conversation.

Note: The dial list is only available to agents with privileges as defined by
your system administrator. If it is not available, the dial pad opens.
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To make a conference call:

1. In the active call screen, click Conf o on the action bar. The Dial List window opens.

[ i search

I

Contacts
First Name Last Name Home Mobile Business
Hana Fisn U35  SuuL A Lol e )= A
Hana1 Fish1 L3012 L3034 |;J
Shahaf Sages 43003
Mikhail Iifirovych L. 3015 i

I

Recently Dialed

Number Date

i

Enter a Mumber to Dial...

2. Enter a number to dial, or search for a contact and click Dial. For details, see Searching the Dial

List.
When the new recipient answers the call, the call status changes to "In Consultation" and the

Join icon appears on the action bar.
3. On the action bar, click Join, or click the arrow next to Join and select Join from the list.

—

Join
Join

Return

The call becomes a 3-way conference and the call status changes to In Conference.

Managing Voice Conversations

80



¢ |f you do not want the third party to join the call, click the arrow next to Join and select
Return from the list. The call remains a 2-party conversation.

4. To end the call click End. The call status changes to In Call Wrap Up.
5. Enter the call summary in the Disposition Notes.

6. Click Close to close the call.

Searching the Dial List

WorkSpace enables you to select call recipients from a database of contacts when you are making
an internal call, transferring a call, or creating a conference call. Dial the number directly or use the
contacts directory on the toolbar to search for an internal company contact.

The dialer options appear on the toolbar and include a dial field, dial pad, and a dial list of contacts.
The dial field lists recently dialed numbers.

Dialer

The Dial Pad enables you to manually dial a number.

(=1 2rec | Boer |
(B | 5o | rro |
(( Frars | Brow | Quicez )
[ * 0- |# ]

H | oK | L;.ancel |

Note: The Dial List is only available to agents with privileges as defined by your system
administrator. Some agents may only see the dial field and dial pad.
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The following table describes the Dial List window.

Search field

Contacts

Recently
Dialed

Dialer

Dial Button

Enter search criteria and click the Search button.

Displays a list of contacts by First Name, Last Name, Home number, Mobile
number, and Business number. Double-click the number or select and click
Dial.

Displays a list of recently dialed contacts by Number and Date of call.
Double-click the number or select and click Dial.

Manually enter a number to dial.

Click to activate the call.

To search the dial list:

1. Click the Dial List in the Dialer toolbar. The Dial List window opens.
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Select Contacts
hana [ search |

|

First Name Last Name Home Mobile Business
Hana Fish 1,3035 {3004 45675899
Hana1 Fish1 L. 3012 L, 3034

Recently Dialed Q

Number Date
L. 3001 05-15-2014 12:24
3049 09-14-2014 15:03
L. 3033 05-14-2014 11:04

Enter a Number to Dial...

1

T T

2. Enter a name in the search field and click Search,
or

Select a contact from the Contacts list or Recently Dialed list,
or
Enter a number to dial in the Dial field.

3. Click Dial. The call is initiated.

The Dial Pad appears on the toolbar in the Dialer area. It displays numbers for manually entering an
internal phone number.

To use the dial pad:

EEE
1. In the toolbar, click the Dial Pad icon a=a. The Dial Pad opens.
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(1 2rec | 3oer |
(B0 | 5ow | Erro |
((7rars | Brow | Quiciz)
(% o- # |

I | ok || cancel |

2. Press the phone numbers on the dial pad and click OK. The call is initiated.

Call scripts are customized tools created to help guide you through customer calls. The Call Info
area of the call conversation screen displays a drop-down list of all available call scripts.

To use call scripts:

1. In the Call Info area, click the drop-down arrow and select a script from the list. The selected
script opens.

CALL INFO o

Broadband Root Cause Diagnostics

Customer Verification

Equipment Tech Support

Page 1 of 1 =

Managing Voice Conversations



2. Follow the instructions on the script.

Customer Verification M

Validate Caller

Hello

For legal reasons, | need to ask you some security questions. Is
this okay?

caller response NO YES

Save MNext

3. When you have finished, close the script.

Note: Refer to your system administrator for instructions on using organization specific call
scripts.
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There are two stages to completing a call. First, you must End the call. Then you must Close it.
The End call and Close icons appear in the action bar when you are in call context.

T End Call - Ends the wice conwersation but keeps the call screen open on your
desktop. Your call status changes to "In Call Wrap Up".

[_) Close Call - Closes the call screen. This icon is only available after you end the
call.

To end a call:

¢ Click End Call in the action bar. The call ends but the call screen remains the open you that you
can complete disposition notes.

TN Qo

End Call Transfer Conf

Action Bar

To complete a call:

e Click Close in the action bar. The call screen closes.

[»

Close

Action Bar
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Jacada WorkSpace integrates desktop email for easy email communication. For an ovenview of the
email interface, refer to Email Context.

WorkSpace supports the following email tasks:

e Receiving an Email

e Replying to an Email

e Forwarding an Email

e Using Text Templates

e QOpening an Attachment

e Adding an Attachment

e Creating Disposition Notes

e (Closing an Email Conversation

e Opening an Email from History
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You can receive new email messages once you have logged in and changed your status to Ready.
Since WorkSpace supports multi-tasking, you may receive email when you have other wice, email,
or chat conversations open. When a new email arrives, a pop-up notification appears in the lower
right screen and the New Email notification flashes on the toolbar.

To receive an email:

+]
1. Click on the flashing New Email Notification A on the action bar or on the email pop-up

notification in the lower right screen.

mlohem@gmail.com (%]

Appreciation for Good Service
[InteractionlD:-f86049a%-7ab5s-4624-9123-

The email conversation screen opens. In the toolbar, the customer info area displays the incoming
email address and subject. The action bar displays the email icons.

The incoming email appears in the email editor in the top left area of the screen. The email header
contains the customer and recipient addresses, subject, and date. The email body appears below
the header. To view the email content, use the scroll bar to scroll up or down.

In addition to the email itself, the screen displays Disposition Notes, Customer Information, and
Customer Conwersation History.
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r
l Favorites v  Help + Status: Ready agentavs001 agentav5001

. “t ma b

From:  miohem@gmailcom
AVAYA e o D B T @ =
DEVCONNECT
R s Dialer status Noteation Acton Bar

NAVIGATION @ | APPRECIATION FOR GOOD SERVICE[INTERACTIONID:EB104AE6.95... € | CUSTOMER INFORMATION [~)

Home From: mlohem@gmail com Details Address
Message Board To: avayal@jacada.com First Name: Mary Streat Jackson
Ticker Tape Board (ISR -
2 Middle Name Gity: Jacksonvile
Favorites infi . ionlD:
Subject: for Good 42 Last Name: Lohem StatefProvince:  FL
Tasks
ST sent 09-16-2014 15:33 Web Page: ZiplPostal Code: 32202
Appreciation for Goo N R L ) | EmalAdress | miohem@gmail com Counlry/Region:  Fulion
Email Info o . i e
| am witing this letter as a humble note of appreciation for the quality
senvice provided by your office staff yesterday, i.e. June 07. | had a query Phone Numbers Notes
regarding the activation of my windows software. | called your office at 3 Home Phone: | 7705542342
pm. for the technical support and was aftended by Mr. Joseph Willams.
I must say the correct and prompt support extended by him was Mobie Phone: | 7682232547

DISPOSITION NOTES [~ Home Fax:

CUSTOMER CONVERSATION HISTORY [~]
Days - Maximum a
CNENER - s

(I8 || Agentld | Type | FromAddress | ToAddress Subject State Established

Select Disposition Code... . EdEmail  miohem@gma . losulivan@gm. . New Account . Delivered 04132012
®Chat  Mary Senvices@AV Queved 04-26-2012

L]
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Replying to an Email

When you reply to an email in WorkSpace, the original content of the incoming email is included in
the reply. You can choose to send the reply only to the original sender, to all the email recipients,
or to any additional recipients.

¢ Reply - Sends the reply to the original sender's email only

¢ Reply All - Sends the reply to the sender and all the original email recipients

To reply to an email:

t

1. In the open email window, click Reply - or Reply All — on the action bar.
The Reply email editor opens, automatically displaying the email address and subject.

APPRECIATION FOR GOOD SERVICE[INTERACTIONID:EB4AE6-95......0)

To: mlochem@gmail.com

Cc:

Subject RE: Appreciation for Good Service[InteractionID:eb42]
Attachments:

Templates: Root a
[Helvetica v

From: mlohem{@gmail com

Sent: 09-16-2014 15:33 =
To: avayal@jacada.com
Ce: )

Subiect: Appreciation for Good Service[InteractionlD:eb42]

2. To add a recipient, enter the recipient email address in the To or CC field, or click To or CC to
open the Select Contacts window.
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Select Contacts for field "To' [

Search Contacts...

First Name Last Name Email

Selected Contacts. ..

¢ |n the Select Contacts window, enter the contact name and click Search to view a list of
relevant contacts.
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Select Contacts for field To' (%)

o
w
=l

Contacts

First Name Last Name Email

Hana Fish hfishi@gmail com
Hanah Hashil

hanah@gmail.com

Selected Contacts. .

T ST

e Select the required contact from the list and click Done.

3. In the email reply editor, enter your reply. The original email content appears below the text reply.
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APPRECIATION FOR GOOD SERVICE[INTERACTIONID:EB4AE6-94...... ()

To: mlohem@gmail com

Cc:

Subject: RE: Appreciation for Good Service[InteractionlD:eb4ae
Attachments:

Templates: Root - a
[Helvetica v B I u|T™ | Iy T~ E
Dear Michael,

Thank you for your email. 2
We try to satisfy all our customer inguiries. Please let us know if there is [V

anything else we can do for you.
From: mlohem@gmail.com

Sent: 09-16-2014 15:33 )
To: avayal@jacada.com

Ce:

Subject: Appreciation for Good Service[InteractionlD:eb42] (¥

4. To insert auto-text, refer to Using Text Templates.

5. To add an attachment, refer to Adding an Attachment.

6. Click Send on the action bar. The email is sent and the email conversation closes.
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Use the Forward command to send an incoming email to a third party recipient. You may insert any
email recipient or select from a recipient list.

To forward an email:

1. In the open email window, click Forward m on the action bar. The Forward email editor opens.

APPRECIATION FOR GOOD SERVICE[INTERACTIONID:2711517F-857...8)

To:

Cc:

Subject: FW: Appreciation for Good Service[InteractionlD:2711517f
Attachments:

Templates: Root - a
[Helvetica vl B I U |T 7 |IL~ T~ =
From: mlochem@gmail.com A
Sent: 09-16-2014 16:19 v

To: avayal@jacada.com

2. Enter one or more recipients in the To field, or click To to open the Select Contacts window.
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Select Contacts for field "To' [

Search Contacts...

First Name Last Name Email

Selected Contacts. ..

¢ |n the Select Contacts window, enter the contact name and click Search to view a list of
relevant contacts.
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Select Contacts for field To' (%)

o
w
=l

Contacts

First Name Last Name Email

Hana Fish hfishi@gmail com
Hanah Hashil

hanah@gmail.com

Selected Contacts. .

T ST

e Select the required contact from the list and click Done.

3. Add CC recipients as necessary, using the above procedure.

4. In the forward email editor, enter your email message.
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APPRECIATION FOR GOOD SERVICE[INTERACTIONID:2711517F-857... Q)

To: hfish@gmail.com

Cc:

Subject: FW: Appreciation for Good Service[lnteractionlD:2711517f
Attachments:

Templates: Root - a
|Helvetica V| B I U ™ 17 | L~ T~ =

Hana, this email is for your records.

From: mlohem@gmail.com

Sent: 09-29-2014 14:21 A
To: avayal@jacada.com
Cc: b

5. To insert auto-text, refer to Using Text Templates.

6. To add an attachment, refer to Adding an Attachment.

7. Click Send. The email is forwarded and the conversation closes.
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Using Text Templates

Templates are pre-written texts that can be inserted into your reply or forward emails. Templates are
customized for your organization. Refer to your system administrator for details about how your

organization uses templates.

Note that templates can also include attachments.

To insert a text template:

¢ In the email editor, click the Templates arrow and select a template from the drop-down list.

NEED HELP [INTERACTIONID:24C541F8-37E8-4858-9FD5-432241D9ETAC] (]

To: Del <dcovi@jacada.com>

Cc:

Subject: RE: Need help [InteractionlD:24c541f8-37e8-4858-9fd5-432241d%e7 4c]

Attachments:

Templates: | Select a template... M | a
IM v Contracts Aoy

New Customer
Training
Customer
Products
ipad user guide
iphone user guide

Samsung galaxy user guide

The template text is inserted into your reply or forwarding email.

To preview a template:

1. In the email editor, click the template browse button. The Templates window opens.
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Templates (%]

v Contracts A Subject Email response to Customer
e Customer Attachments:  Hello docx (9.9 KE)
A Training Preview
Customer
. Producs Dear Valued Participant,
ipad user guide Thank you for your email dated last 31 July. We are pleased

iphone user guide that you have joined our program.

Samsung galaxy user g Below you will find the details of our courses and the schedule

for the coming year.

2. From the left side, select a template from the list.
The content appears in the details area to the right.

3. Click Insert.
The template is inserted into the email and the Template window closes.

Opening an Attachment

You can open attachments sent with incoming email.

To open an attachment:

* In the open email editor, click the attachment name.
The link opens the attachment to a pre-defined location or will prompt you for a location to Save

the file.

Jacada WorkSpace User Guide

99



Use the Attachment feature to send documents with your outgoing email. WorkSpace supports
attaching files up to 20 MB.

To add an attachment:

1. In the email editor header, click Attachment. The Choose File to Upload window opens.

=2 Choaose File to Upload
T B Desktop v & Search Desktop 2
Organize - MNew folder = O @
. & _w &

- Favorites =1 | ibraries
B Desktop ==l__l_._L Systern Folder
4. Downloads
%% Dropbox * Homegroup
- Systern Folder
j Docurments ’

. Laptop

7 Libraries J% Systern Folder Select a file to preview,
3 Docurments "
JY' Music -A: Computer
| Pictures =SS System Folder

] Recordings_Tour N
B Videos f ) Metwork
L- Systern Folder

#& Homearoun ~7 M Dacliin Mananer i

File name: || v| All Files (*.7) v

2. Select one or more files and click OK.
The file loads displaying the file name in the Attachment field.
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MORE LICENSES ()

From: Ron Kol <rkol@jacada.com:=
To: Avaya <avaya@jacada.com>
Cc:

Subject: ‘more licences

Sent: Fri, 14 Mar 2014 05:52:16 -0400

Attachments:  licence txt18 (1000 bytes) licencel txt (1000 bytes)

If the file is too large, an error message appears.
¢ Click OK and select a different file.

Maximum upload size of 20MB
exceaded.
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3. Continue to write the email and then click Send.
The email closes.

An email conversation is active if you are viewing an incoming email, creating a new email, replying
to an email, or forwarding an email. When you send the email, the email conversation is completed
and the email conversation screen automatically closes.

Email conwersations may stay active even if you are answering a call or responding to a chat
message.

You can manually control closing an email, as follows:
e Close - closes a reply or forward email without sending, and returns to the incoming email
e Complete - closes the email conversation which is then considered as handled.

To close an email:

1. In an open reply or forward email, click Close in the Action bar and select Close. A confirmation
message appears.

Are you sure you want to close?

L ves ] W0

2. Click Yes. The reply or forward email closes and the original email is displayed.
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To complete an email:

1. When viewing an open incoming email, click Complete in the Action bar. When viewing a reply or
forward email, click Close in the Action bar and select Complete from the list.
A confirmation message appears.

Are you sure you want to close?

G N

2. Click Yes to complete the correspondence. The email conversation closes.

Once an email conversation is completed, it is recorded in both the agent's history and in the
customer's history records.

You can view a completed email conversation from your Agent History according to the unique ID of
the contact agent. Alternatively, you can view a completed email from the Customer Conversation
History when you are in an active call, chat or email conwversation with the customer.
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Managing Chat Gonversations

Jacada WorkSpace supports live chat conversations with customers or other agents in your
organization. or an oveniew of the chat interface, refer to Chat Context.

WorkSpace supports the following chat tasks:
e Receiving and Replying to Chat

e Using Canned Responses

e Completing Chat

e Creating Disposition Notes

Receiving and Replying to Chat

You can receive new chat messages once you have logged in and changed your status to Ready.

When a new chat conversation arrives, a pop-up notification appears in the lower right corner and
the New Chat notification flashes on the toolbar. You can address an incoming chat even if you are
currently working in another context (email, wice) according to your organization's procedures.

To receive a chat message:

1. Click on the flashing New Chat notification icon on the action bar . or on the Chat pop-up
notification in the lower right screen.
The incoming chat appears in the top left area of the screen. In the toolbar, the customer info
area displays the customer name and the date and the action bar displays the chat icons. In
addition to the chat conversation area, the screen displays Canned Responses, Disposition
Notes, Customer Information and Customer Conversation History.
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v
oA t Favorites v  Help Status: Ready agentav5001 agentav5001
- Customer Name: Hana Smith

~ READY = —
Emi sh@icada com Q -
AVAYA Phone: 3001 Complete =
DEVCONNEC!
R Info Dialer Status. Notification Action Bar
NAVIGATION O | cHATINFO © | CUSTOMER INFORMATION [~]
7:46] Hana: Hi
s { : Details Address
Message Board First Name: Hana Street
Ticker Tape Board WMiddle Name. Gty
Reports
Last Name: Smith ‘State/Province:
Message Center
Favoriles Web Page: Zip/Postal Code:
Tasks Email Address: hfish@jacada.com Country/Region:
‘Agent Histor
o e Phone Numbers Notes
® Hana Home Phone: 3001
Chat Info
Mobile Phone: 3035

CCANNED RESPONSES @ | DISPOSITION NOTES (AN | | Home Fax

A
ISTOMER CONVERSATION HISTORY [~}
Days - Maximum -

Agentld From Address | To Address Subject State Established | Closed
5004 303 038588888 Closed 0107-2015... 010

5001 Hana Fish <hfi.. Avaya<avaya.. fest Closed 0125-2015... 012

A { upaate | avaya@jacada... Hana Fish<hfi_.  Your emailtes.. Closed 012
hana Sales@AVAY. Closed 01262015... 0128

[ A [ sena ] Select Disposition Code. - 5001

2. Enter your text in the response field and click Send. Your response appears below the customer
text.

.
) t Favorites v Help ~ Status: Ready agentavs001 agentavs001
22
Customer Name: Hana Smith 23

Ema Hsh@iacada com €} M 5 =
AVAYA Phone: 3001 Compiete =
DEVCONNEC!
T Info Dialer Status. Notification Action Bar
NAVIGATION O | cHATINFO ® | CUSTOMER INFORMATION [~}
= [17-46] Hana: Hi
ome [17:47] me: Can | offer you a product? Details Address
Message Board First Name: Hana Street
Ticker Tape Board Middle Name. city
Reports
Last Name: Smith ‘State/Province:
Message Center
E— Web Page: ZipfPostal Code:
Tasks Email Address:  hfish@jacada.com Country/Region:
‘Agent Histor
- g Phone Numbers Notes
H:
® Hana Home Phone: 3004
Chatnfo
Wobile Phone: 3035
CANNED RESPONSES @ | oisposiion noTES (2] Home Fax

- Sales o

Can | offer you a product? )STOMER CONVERSATION HISTORY °
1 'am goint to share a link

Greating from Kayako!

+ Support Agentld | Type From Address To Address Subject State Established | Closed
5004 3035 038888888 Closed 01-07-2015.. 010
+ Support_45 2
5001 Hana Fish <hfi.. Avaya <avaya test Closed 01-25-2015... 012
+ Test2 4 m avaya@jacada. Hana Fish <hfi...  Your email ‘tes Closed 012
“ m Select Disposition Code - 5001 hana Sales@AVAY . Closed 01-26-2015... 0128
3. Add Canned Responses if required.
4. Complete the conversation.
[ ]
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To sawve you time and enhance accuracy, your organization may create customized canned
responses for use in Chat messages. Select and insert canned responses instead of typing the
text. Canned responses are also referred to as auto-text.

[11:50] hana: Hi

Can | offer you a product? m
CANNED RESPONSES © | DISPOSITION NOTES Q

— Sales

Can | offer you a product?
I am goint to share a link

Greeting

+ Support

+ Upgrade

m m Select Disposition Code.. -

To insert auto-text in chat:
1. In the open Chat session, select text to insert from the Canned Responses area:

¢ Double-click the text.
or

e Select the text and click Add.
The auto-text appears in the response field.
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2. Complete the chat message, and click Send from the Chat area.

Note: You may also select the auto-text and click Send from the Canned Response area.
However, the text appears automatically in the chat message and will be visible to the
customer immediately. This method is quicker but caution is recommended.

Chat conwersations may be concluded by the sender or by the agent.

When the sender ends the chat session, a message appears in your chat editor, as in the figure,
below.

CHAT INFO ()
[11:55] hana: Hi

[11:55] System: The conversation session has been closed. Thank you.

[11:55] System: Remote party closed chat session
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To complete a chat conversation:

1. When your conversation is over, click Complete on the toolbar to mark the conversation as
successful. A confirmation message appears.
Click Yes. The chat editor closes.

e You have an active conversation with a customer, closing this window will terminate this
conversation.
Are you sure you want to close with status 'Successful?

or, use the next step if the conwersation was not successful.

2. If the conwersation was unsuccessful, click the Complete arrow and select Failed. A confirmation
message appears.
Click Yes. The Chat editor closes and the message status remains "Pending".

e You have an active conversation with a customer, closing this window will terminate this
conversation.
Are you sure you want to close with status 'Failed'?
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