


















































































































































































































































































































































































































































































































Use the Notes  section in the appropriate interaction window or in the Interaction  Information view to add notes or comments
about the interaction.

Note : If you add notes to a chat, the other chat participants do not see these notes. However, these notes are visible to other
CIC client users who are "Listening to" (monitoring) the interaction. For more information, see Monitor a Chat.

Tip: For information about adding notes to a Call, see View and Edit Interaction Properties.

To add notes to  an interaction: 
1. Do one of the following:

In the Email List, select an interaction. In the Interaction Information view, click the Add  a Note  icon (plus sign).
In My Interactions, select an interaction. In the Interaction Information view, click the Add  a Note  icon (plus sign).
In the Callback window, Chat window, Email window for Incoming Messages, or E-mail Window for Outgoing Messages,
click the Add  a Note  icon (plus sign).

2. In the Notes text box, type your observations or comments and click Add.

Result : One of the following happens:

Your notes appear in the Notes section of the Callback window, Chat window, or Email windows.
Your notes appear in the top part of the Interaction Information view.

Related Topics
Respond to a Callback Request
Manage a Chat Session
Working with Chat Sessions

Requirements : See Working with Account and Wrap-Up Codes.

You can assign an Account Code or Wrap-Up Code to an interaction. The Account Code and Wrap-Up Codes drop-down lists contain
the codes defined in Interaction Administrator.

To assign codes to  an interaction, do  one     of the fo l lowing: 
When working with a callback request, chat, or email interaction, select the appropriate codes in the Interaction Information
view.

Note : Wrap-Up codes are not used for email message replies or forwarded email messages.

If your Interaction Desktop workspace does not contain the Email  Editor  , you can select the appropriate Account code in the
Email     Window for Incoming Messages   or E -mai l      Window for Outgoing Messages .
When responding to a callback request, select the appropriate codes in the Callback Window.
During a chat session, select the appropriate codes in the Chat window.

Note : If Wrap-Up codes are available and you don't assign one during a chat or to an incoming email message, you are
prompted to assign the appropriate code when you end your part of the interaction. Wrap-Up codes are not used for email
message replies or forwarded email messages.

Related Topics
Assign Codes to an Incoming Interaction
Assign Codes to an Outgoing Interaction
Email Editor
Email Window for Incoming Messages
Email Window for Outgoing Messages
Manage a Chat Session
Understanding Account Codes
Understanding Wrap-Up Codes

Add Notes to an Interaction

Assign Codes to an Interaction
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You can create conference chats by bringing members from two or more separate chat sessions into a single chat session. Before
you begin, you should have two or more connected chat sessions in your My Interactions view.

Note : You do not have to create multiple chat sessions to add CIC client users to a chat. For more information, see Invite
Other Users to Chat.

To conference two or more chat sessions:

1. Initiate a chat session.
2. Initiate a second chat session with a different CIC client user.
3. In your My Interactions view, click and drag one connected chat session onto another connected chat session.

Result : In your My Interactions view, the two chats are placed under a single Chat Conference call object that is identified
by "Conference" in the Name column.

4. Repeat steps 2 and 3 for any additional participants you want to add to the chat conference or you can Invite Other Users to
Chat.

Note : The name of each chat participant appears in the Chat Members section of the Chat Window.

5. When the session is complete, click the Disconnect  button in the Chat window, or on the My Interactions view of the CIC
client to end the chat conference.

Related Topics
Invite Other Users to Chat
Manage a Chat Session
Working with Chat Sessions

You can use the Windows clipboard to copy all or part of a chat session to a text-based Windows application such as Microsoft
Word or Notepad.  You can also copy text from files open in Windows applications to the chat session.

Use the Edit  menu in the Chat window to copy all or part of a chat session to the Windows clipboard. For example, you could
copy the chat session text to Word or Notepad by clicking Select  Al l   and then clicking Copy.

The Chat window Edit  menu contains the standard cut and paste commands:

Undo
Cut
Copy
Paste
Delete
Select All

The Chat view does not have menus, but you can use standard Windows Copy and Paste operations to copy all or part of chat
session to the Windows clipboard and from there to a Windows application.
Use Windows Copy and Paste  operations to copy the text from an open file to the composition area of the Chat window or to
the composition area of the Chat view. Then click Send, just as if you'd typed the response.

Note : If you have a standard reply to a frequently asked question stored in a document, you could use a pointer to this
document in a stored Response. For more information, see Create Personal Responses.

Related Topics
Manage a Chat Session
Working with Chat Sessions

Conference Two or More Chat Sessions

Copy and Paste Text During a Chat
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Requirements:  See Disconnect.

To disconnect a chat session, do  one of the   fo l lowing: 
In the Chat Window, click the Disconnect  button.
In the Chat Window or with the chat session selected in My Interactions, press Ctrl+D .
In My Interactions , select the chat interaction and click the Disconnect  button.

Tip: This is the only way to disconnect a chat appearing in the Chat  V iew.

Related Topics
Chat View
Chat Window
Manage a Chat Session
My Interactions
Working with Chat Sessions

Requirements : You need the Intercom Chat Security right to start or participate in intercom chats with other CIC client
users. You also need the View Directory Status Columns Access Control right for the Logged  In column. This enables the
CIC client to determine if another CIC user is available for a chat.

Intercom chats, or chat sessions between CIC client users, can include two or more users. To start intercom chats with two or
more other users, you can invite additional users to a current chat session or you can conference two or more chat Sessions

Note : Intercom chats can take place only between users on the same CIC server. You cannot start a chat session with a user
on a peer server.

To start a chat session with another CIC cl ient user:

1. In the Company Directory , select the name of the person with whom you wish to chat.
2. Do one of the following:

Click the Initiate New Chat button in the Company Directory toolbar.
Press Ctrl+Shift+C .
Right-click the directory entry and choose Initiate  new Chat  from the menu that appears.

Result : The chat appears in either the Chat view or the Chat window, depending on your CIC client configuration.

Note : If the chat recipient does not answer, you are prompted to leave a message. Press Disconnect  in the Queue
Control toolbar or in the Chat window after typing the message.

Related Topics
Conference Two or More Chat Sessions
Invite Other Users to Chat
Manage Chat Session
Working with Chat Sessions

Disconnect a Chat Session

Initiate a Chat Session
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If you have the appropriate rights, you can start and participate in intercom chats with other CIC client users. After you begin a chat
with another user, you can invite additional users to the chat session.

Note : Before you can start a chat, the CIC administrator must grant you Al low   Intercom Chat  user rights in Interaction
Administrator. Intercom chats can take place only between users on the same CIC server. You cannot start a chat session with
a user on a peer server.

To invite other users to  a chat session:

1. Initiate a chat session with another CIC client user.
2. In the Company Directory , select another user whom you want to join the chat session.
3. Drag and drop this user name from the Company directory to the Chat Members section in the Chat  window.

Result : The selected user is invited to the chat session. If this user decides to join the chat session and picks up the chat
request, his or her name appears in the Chat Members section of the Chat Window.

Note : If the chat recipient does not answer, you are prompted to leave a message. Press Disconnect  after typing the
message.

Related Topics
Chat Window
Conference Two or More Chat Sessions
Initiate a Chat Session
Manage a Chat Session
Pick Up a Chat Request
Working with Chat Sessions

You can mark a chat session as private. This option prevents other CIC client users from recording this chat session,

Warning: Use of the Private feature may be subject to your company’s policies and should only be used in accordance with
those policies. CIC handler customization can be used to track the use of the Private feature to ensure compliance with such
policies.

To mark a chat session as private, do one of the following:
Select a chat and then in the queue control toolbar, click the Private  button.
In the Chat  window, click the Private  button.

Note : This button is unavailable if the chat is not in a state in which this action can be performed.

Related Topics
Chat Window
Manage a Chat Session
Private Button
Working with Chat Sessions

Invite Other Users to Chat

Mark a Chat Session as Private
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Requirements : See Listen.

If you have the appropriate rights, you can monitor a chat without being a participant.

Some things to note about the process of monitoring a chat:
If you monitor a chat, a Lsns  icon appears on the line containing the interaction in the queue views for the participating CIC
client users and your own queue views.

Tip: For more information, see Determine if Someone is Listening to or Recording Your Interactions.

The Lsns  icon is not removed until you cease to monitor the interaction by closing the chat window on your workstation or
clicking the Listen button a second time.
You can stop monitoring a chat at any time.
If you monitor a chat, you see the complete chat conversation as it occurs. The conversation includes text typed by
participants, text or URLs incorporated from Personal Responses and the selected Account Code or Wrap-Up Code.

Note : Files sent to chat participants are not visible to a user who monitors the chat.

You also see any notes the agent makes on the chat. These notes are not visible to the other chat participants. For more
information, see Add Notes to an Interaction.

In a typical example, another CIC client user (agent) picks up a chat from a workgroup queue. If you have the necessary rights to
listen to (monitor) interactions and to monitor the queue on which the chat is appearing, you can view the chat.

To monitor a chat:
1. The agent picks up a chat.

Result : Depending on the configuration of the agent’s CIC client, the chat conversation appears in either the Chat window
or in the Chat View.

2. You select the same chat interaction from the appropriate queue view and do one of the following:

Right-click the chat and choose Listen  In from the menu that appears.
Select the chat and then click the Listen button.

Result : Depending on how you configure the CIC client, the chat conversation appears in either the Chat window or in the
Chat view. The Lsns  icon appears in the row that contains the chat in both the agent’s and your queue view.

Note : You can stop listening at any point in this process. You do not need to wait until the agent completes the chat or
withdraws from participation by disconnecting.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Determine if Someone is Listening to or Recording Your Interactions
Manage a Chat Session

Monitor a Chat
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Requirements : See Pickup.

When someone sends a chat request to you, the CIC client sends a message to your email account and the chat request appears in
your My Interactions queue.

Note : The chat may open automatically, if the CIC administrator enables your CIC client to Auto-Answer non-ACD
Interactions . For more information, contact your CIC administrator.

To pick  up a chat session   request:
Do one of the following:

In My Interactions select the chat request and click the Pickup button.
In the desktop alert (toast popup), click Pickup.

Note : A chat request also appears as an alerting interaction in a desktop popup (toast). Desktop alerts appear
in the lower right-hand corner of your Windows desktop.

Result : Depending on how you configure the CIC client, the chat appears in either the Chat window or the Chat View.

Related Topics
Manage a Chat Session
Working with Chat Sessions

You can place a chat on hold to free yourself up for other interactions. When you place a chat session on hold, the CIC client may
send you another phone call, email message, or chat session. While a chat session is on hold, you are free to accept or start
another interactions. Other chat participants can continue to type and send text while you have your part of the Chat Session on
hold.

To place a chat session on  hold, do  one of the fo l lowing:  
In the Chat Window, click the Hold button.
If you are viewing the chat in the Chat View, in the Queue Control toolbar where you selected the chat, click the Hold button.
In My Interactions, select the chat and click the Hold button.

Result : In the queue view, the chat’s state changes to "On Hold." To return to the chat session, click the Pickup button.

Tip: The Hold and Pickup actions are also available from the Actions  menu in the Chat Window.

Note : The Hold button is depressed while the chat session is on hold. Also, "Held" appears in the Status bar at the bottom of
your Chat Window.

Related Topics
Manage a Chat Session
Working with Chat Sessions

You can print the text of a chat session from the Chat window.

Do one of the fo l lowing from the Chat Window    Fi le menu:
Select Print Preview to preview a chat session printout.
Select Print  to print the text of a chat session.

Related Topics
Manage a Chat Session
Working with Chat Sessions

Pick Up a Chat Request

Place a Chat Session on Hold

Print a Chat Session

Record a Chat Session
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Requirements : This feature may or may not be available to you, depending on the licenses and rights assigned to you in
Interaction Administrator. Two types of recordings are available in the CIC client. For the Record button, see the
Requirements for Ad hoc recordings. For the Snip button, see Requirements for Snippet recordings.

With the appropriate licenses and rights, you can record a chat session between other CIC client users (intercom chat) or between
you and remote chat participants (web chat). Recording a chat session creates a transcript of the chat.

You can make two types of recordings: Ad  hoc  and Snippet . Use the Record button to create an Ad hoc recording or the Snip
button to create a Snippet recording. For more information about the differences between these types of recordings, see Recording
Types.

Tip: You can make either an Ad hoc or a Snippet recording of an interaction. You cannot make both types of recordings of the
same interaction. For more information, see Snippet Recording Precedence.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Recording a Chat Session

To record a chat session:

Tip: The Snip button does not appear on the Queue Control toolbar, Chat window toolbar, or the Interaction Properties dialog
box by default. Your CIC administrator can add this button via a client template. Or, if you have the appropriate rights and
license you can add it.  For information about adding toolbar buttons, see Customizing Toolbars, Configure Chat Window, and
the Interaction Properties Dialog box.

In the Chat Window, click the Record or the Snip button.

If you are viewing the chat in the Chat View, in the Queue Control toolbar where you selected the chat, click the Record or Snip
button.
In My Interactions  or other queue view, select the chat and click the Record or Snip button.
In the Interaction Properties Dialog Box, click the Record or Snip button.

Result : The recording starts. A recording interaction appears in the queue view.

Note : The Record and Snip buttons are unavailable if the chat is not in a state in which this action can be performed,
or if you do not have rights to record interactions.

After you start a recording:
Click the Record or Snip button again to stop the recording session for a chat.
You can press the Record or Snip button more than once to stop or continue recording your chat.

Pausing a recording

Note : Pause  is not available if you are making a Snippet recording.  Pause  is also not available if the interaction is not in a
state in which this action can be performed.

While recording a chat, click the Pause  button to temporarily stop the recording.
When a recording is paused, click the Pause  button again to resume the recording session.

After the chat session ends

Record and Snip save only the text entered in a chat session while you have the button pressed. After the chat session ends, CIC
stores all parts of the recorded chat. Snippet recordings are stored in the CIC database and are available only  to  Interaction
Recorder users  - usually administrators and supervisors. Ad hoc recordings made using the Record button are stored in files that
your CIC administrator can arrange for you to receive as email message attachments.

Example of an ad-hoc recording sent to  an agent

Record a Chat Session
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Related Topics
Determine if Someone is Listening to or Recording Your Interactions
Manage a Chat Session
Working with Chat Sessions

With the appropriate license and rights, you can make two types of interaction recordings. Both the Record and Snip buttons
enable you to record all or selected parts of an interaction.

Ad hoc recordings

Use the Record button to create Media Server-based WAV files for call recordings and XML files for chat recordings. These
recordings are not stored as part of the CIC database. Your CIC administrator manages the storage of Ad hoc recordings.

The CIC administrator can arrange for you to receive these recordings as email message attachments. You can use Interaction
Voicemail Player or a third-party application to play back call recordings. You need a third-party XML viewer to read an Ad hoc chat
transcript.

Requirements for Ad hoc recordings:

The Record Interaction Command Right determines if the Record button can appear on a toolbar. It also controls whether the
Record command appears on a shortcut menu or is available via a keyboard shortcut. The Record Interactions Security right
enables you to make an Ad hoc recording of an interaction appearing in My Interactions. The Monitor Station Queues, Monitor

Recording Types
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User Queues, or Monitor Workgroup Queues Access Control rights enable you to make an Ad hoc recording of an interaction
appearing on another queue.

Snippet recordings

Use the Snip button to make recordings that are stored in the CIC database. Snip creates SASF (Secure Authenticated Stream
Format) files. Snippet recordings store not only the interaction recording but also participant and event data. Snippet recordings can
be encrypted.

CIC administrators and supervisors use Interaction Recorder to configure and manage snippet recordings. Authorized ICBM users
can use the Interaction Recorder module to search for and play back snippet recordings. These authorized users can also associate
tags, attributes, and Quality Management questionnaires with snippet recordings. In addition, supervisors with the appropriate rights
can also create snippet recordings in the ICBM Interaction Supervisor Queues and Agent or Workgroup Queue views. Interaction
Recorder Retention policies determine where and for how long CIC retains snippet recordings. Interaction Recorder Security
Policies control access to these snippet recordings within IC Business Manager.

You can play back snippet recordings in the Related Items view, if you have a Tracker Access License and the necessary rights to
display the needed views. For more information, see Working with Interaction Tracker and Display the Related Items View.

Requirements  for Snippet recordings:

The CIC administrator must configure Interaction Recorder to Enable  Snippet Recordings. The CIC administrator must
assign a Recorder  Access  license to you or the station you are using. Snippet recordings of emai l  interactions    are
available only if your CIC administrator separately enables this feature. Snippet recordings of email interactions are not
available by default. Your CIC client is Interaction Desktop or Interaction Connect. The Snip Interaction Command Right
determines if the Snip button can appear on a toolbar. It also controls whether the Snip command appears on a shortcut
menu or is available via a keyboard shortcut. The Snip Interactions Security right enables you to make a snippet recording of
an interaction appearing in My Interactions. The Monitor Station Queues, Monitor User Queues, or Monitor Workgroup Queues
Access Control rights enable you to make a snippet recording of an interaction appearing on another queue.

Snippet Recording Precedence

If you try to create both an ad-hoc recording and a snippet recording of the same call or chat interaction, the snippet recording takes
precedence.

If you start an ad hoc recording first and then start a snippet recording, the ad-hoc recording merges into the snippet recording.
Interaction Recorder server manages the resulting snippet recording. This snippet recording contains all the recorded data, from the
beginning of the ad-hoc recording to when the snippet recording stops or the parent interaction is disconnected. You can use either
the Record or Snip button stop this recording

However if you or another user start a snippet recording first, you cannot start an ad hoc recording of the same interaction. The
Record button is unavailable.

Snippet recordings of Email messages

Snippet recordings of email interactions are available only if your CIC administrator separately enables this feature. Snippet
recordings of email interactions are not available by default.

Note : Ad-hoc recordings of email interactions are not supported.

You can start a Snippet recording at any time: in the original email message or in the reply or forwarded email.
If you start a Snippet recording in an email reply or forwarded email, the Snippet recording must  continue for as long as the
original  emai l  message (parent interaction)      is  active . That is, until you disconnect or transfer the parent email
interaction.

Warning: CIC does not create a Snippet recording of an email reply or forwarded email if you stop this recording or
disconnect the reply or forwarded email before you send or disconnect the parent interaction.

If you start a Snippet recording in an email reply or forwarded email, the Snippet recording is not saved until you send the reply
or forward the email message.
Al l  of the text    in the original email interaction or the mail reply is included in a Snippet recording. Partial recordings are not
supported.
All of the requirements listed in Requirements  for Snippet recordings  apply to Snippet recordings of email interactions.
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Tip: The Snip button does not appear on the Queue Control toolbar, Chat window toolbar, Email windows, or the Interaction
Properties dialog box by default. Your CIC administrator can add this button via a client template. Or, if you have the appropriate
rights and license you can add it.  For information about adding toolbar buttons, see Customizing Toolbars, Configure Chat
Window, Configure Email Windows, and the Interaction Properties Dialog box.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Access Control Rights
Record Button
Security Rights
Snip Button

Requirements : For more information about the rights required to use the Assistance button, see Assistance. The
Assistance button is enabled only for ACD-routed interactions  . Also, if the interaction is not in a state in which this action
can be performed, the Assistance button is dimmed.

Sometimes you encounter an interaction for which you need assistance. For example, a caller could ask a question that you cannot
answer. Or you are in the middle of a web chat when you need help from your supervisor. Or you want to ask a question before you
respond to an ACD-routed email.

You can request assistance only for ACD-routed interactions.
You can have one active assistance request for each interaction.
You can request assistance multiple times for the same interaction as long as any previous assistance requests are completed
before you make a new request.

Workgroup Supervisors

Workgroup supervisors are configured in Interaction Administrator. Also, supervisors receive assistance requests only if they are
running Interaction Supervisor  or IC Business Manager . If supervisors are running only the CIC client, they do not receive
assistance requests.

Note : At least one supervisor must be configured for your workgroup in Interaction Administrator and that supervisor must be
logged on in order for the request assistance process to work properly.

Requesting Assistance

To request assistance:

1. Do one of the following:

In My Interactions, select the call or web chat for which you need help. On the tool button bar, click the Assistance button or
right-click the call and choose Request  Assistance  from the menu that appears.
In the Callback window, click the Assistance  button.
In the Chat Window, click the Assistance  button.
In the E-mail Window for Incoming Messages or E-mail Window for Outgoing Messages, click the Assistance button.

Result : The Request Assistance  dialog box appears.

Request Assistance from Your Supervisor
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2. In the Submit an Assistance  Request  text box, type a brief explanation of why you need assistance from your supervisor.

Note : Use the Pop on new message  and the Play on new sound controls to alert you to a response from your
supervisor.

3. Do one of the following:

To cancel the request, close the Request Assistance dialog box.
To send the help request to your supervisor, click the Send button.

Result : The workgroup supervisor receives an assistance request in Interaction Supervisor. Also, all supervisors on
the same CIC server see a pop-up toast assistance request. You can chat with your supervisor in the Request
Assistance dialog box.

Related Topics
Assistance Button
Assistance Process
Manage a Chat Session
Working with Chat Sessions

Rather than answer an incoming (alerting) chat session request, you can send that request to your voice mail. You can also send a
chat participant with whom you are connected to your voice mail.

To  send an alerting or connected chat to    vo ice mai l ,  do  one of the fo l lowing:      
From the appropriate queue view, select the chat session, if it is not already selected, and in the Queue Control toolbar, click
the Voicemail button.
In the Chat window, click the Voicemail  button.

Result : The chat session requester or participant is prompted to type a message. When the requester or participant has
finished leaving a message and exits or disconnects the chat session, you receive the message by e-mail.

Related Topics
Manage a Chat Session
Working with Chat Sessions

Send a Chat Session Request to Voicemail
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You can transfer a chat session to another CIC client user or to a workgroup. Use this option, for example, if you want a more
experienced agent to handle the chat request.

To transfer a chat session using a directory:
1. In My Interactions  or other queue view, select the chat session.
2. Do one of the following:

Right-click a name in a directory. From the shortcut menu, select Selected Interaction and then click Transfer .
Select a name in the directory and press Enter .
Drag and drop the chat session onto a name in a directory.

Note : You can transfer a chat session by dragging and dropping in on a selected recipient in the Company
Directory  or to a workgroup in the Workgroup  and Profi le V iew  .

To transfer a chat session using the Transfer  dialog box:
1. Do one of the following:

In the Chat Window, click the Transfer  button.
In the Chat Window, from the Actions menu, select Transfer .
In the Chat Window, press Ctrl+T .

Result:  The Transfer  dialog box appears.
2. In the Transfer To :   text box, type all of part of the recipient’s name or number.

Result : A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

3. From the drop-down list, do one of the following:

Select "Dial [your entry] as Digits" to convert a text entry into numbers.
Select the appropriate name and associated extension number.

Result : Status information for the selected CIC user or current statistics for the selected workgroup appears. This
information helps you determine if the user or workgroup is able to join the chat.

4. Click the Transfer  button.

Result : When you transfer a chat session to another user, the CIC client includes the existing chat conversation with the
transfer, which enables the transfer recipient to review the transcript when they join the chat.

Related Topics
Manage a Chat Session
Transfer Button
Transfer Dialog Box
Using the Queue Control Toolbar
Working with Chat Sessions

Transfer a Chat Session
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You can send a file to a visitor who starts a chat session from your company’s website (web chat). This function is not available
when you are chatting with other CIC users (intercom chat). However, you can send text containing the file path to other CIC users.

Note : The visitor must turn off pop-up blocking in their web browser to enable the file transfer.

To transfer a fi le during a web chat, do     one of the fo l lowing: 
In the Chat window, from the Fi le   menu, click Send  Fi le.   Then, in the Open dialog box, select a file and click Open.
Use Response Management to send a file. For more information, see Use Response Management During a Chat Session.
Drag and drop a file from a Windows directory to the composition area in the Chat window.
In the Chat window or the Chat view, click the Attach a fi le   icon (paperclip) and then, in the Open dialog box, locate the
appropriate file and click Open.

Result : The visitor is notified of the file name. The visitor’s system is sent a link to the file which has been copied to a
temporary directory on the CIC Server. The visitor can use this link to open a compatible file in a browser window on the
visitor’s system. The visitor can also save the file to a location on the visitor’s system.

Related Topics
Manage a Chat Session
Working with Chat Sessions

Transfer a File During a Web Chat
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Requirements : You need the Response Management Security right to use Response Management.

You use stored responses to avoid typing the same information over and over again. You can select a response and include it in a
chat.

There are some limits to the use of stored responses in chats. Chat interactions are conducted in plain text. Stored responses that
contain formatted text are converted to plain text when used in a chat. Hyperlinks and images in a stored response are not sent as
part of a chat reply. However, you can use responses containing macros in a chat. You cannot transfer a file during an internal chat
with other CIC client users. However, you can send text containing the file path to other CIC client users. You can send a file to a
visitor who starts a chat session from your company’s website. For more information, see Transfer a File During a Web Chat.

To use a stored response when participating  in a chat:
1. Do one of the following:

In the Response Management view, search for and then select an appropriate response. Click Insert .
In the Chat window, expand the Favorite Responses  section and double-click a favorite response.
In the Chat window, expand the Responses  section, search for and then select an appropriate response. Click Insert .

Tip: You can use full-text searching by entering terms in the Search text box in the Responses section. A context-
based search occurs automatically, based on the last five words you typed in the chat. For more information, see
Search for a Response.

In the Composition area of the Chat window, type the response Shortcut and press Ctrl +Space .

Tip: For more information, see Use a Response Shortcut.

You can also drag and drop responses to the Composition area.

Result : The response appears in the Composition area of the selected Chat. You can edit the response before it is included
the Chat.

2. Make any necessary changes to the response and then click Send.

Result : The response appears in the Conversation area of the Chat window or the Chat View. The other chat participants
see your response. When a hyperlink is included in a Response Management item and then added to a Chat session, the
hyperlink appears as a clickable link. If the response is a file, external Chat participants see a link to the file which has been
copied to a temporary directory on the CIC server.

Related Topics
Manage a Chat Session
Manage Favorite Responses
Working with Chat Sessions

Use Response Management During a Chat Session
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Working with Directories

Requirements:  The View General Directories Access Control right determines which General Directories you can display.
The Directory Administrator Security right enables you to edit all publ ic   directories. Regardless of rights or directory
ownership, you cannot add or edit entries in an LDAP directory.

You need the View Directory Status Columns Access Control right to all or selected Status columns to enable you to add
Status columns to a directory view. The View Directory Status Columns Access Control right also determines whether you
can view a user’s status in the directory shortcut menu.

Private Directories
Some conditions apply when you want to add, edit or delete contacts in a private  directory. These conditions include whether the
directory is Read Only, whether you own the directory, and whether you have the Directory Administrator Security right.

Note : When an administrator defines a data source for the directory in Interaction Administrator, he or she can make it Read
Only. The CIC user who creates a directory is its owner. When you add a view, private Speed Dial views and Directory views
display a lock icon next to their name in the Available items list.

Read-
Only?

Directory
owner?

Direct
ory
Admin
istrat
or
right?

Can
you
updat
e  the
direct
ory?

Reason

YES YES YES NO

If the directory is read-only, you cannot update it.
YES YES NO NO

YES NO YES NO

YES NO NO NO

NO YES YES YES If the directory is writable and you are either the owner or have the Directory
Administrator right, you can update it. However, even with sufficient
permissions, Access  Rights for individual  contacts    control whether you
can change or delete a specific contact record.

NO YES NO YES

NO NO YES YES

NO NO NO NO If you are not the directory owner and don't have the Directory Administrator
right, you cannot update it.

Using Directories
CIC client directories contain contact information such as names, telephone numbers and extension, email address. They can also
display CIC client user status information. You can use the information in these directories to make and manage interactions. You
can configure which available directory views appear in the CIC client. For more information, see Working with the Company
Directory and Working with Other Directories.

Each directory contains a list of names. You can:
Call the default number associated with a contact by double-clicking a name.
Click a phone number hyperlink to dial a directory contact.
Send an email message.
Initiate a Chat Session.
Transfer a connected call.
View the contact’s properties such as addresses and additional phone numbers.
Edit a directory entry if you have the appropriate permission as assigned to you in Interaction Administrator.
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Note : This applies to IC Private and IC Public directories. You cannot edit Company Directory entries.

View another user’s status or change another user’s status.
Camp on another user’s extension.
Search for a contact.
View a status summary for all users.

You control the appearance of your directories. You can:
Add or remove directory views
Add or remove columns from a directory view.

Note : Your CIC administrator must grant you the View Status Columns access control right to all or selected Status
columns to enable you to add Status columns to a directory view.

Reorder or resize columns.
Sort a directory.

This diagram shows multiple directory views. Each directory view appears on a separate tab.

Note : Some columns enable you to display a content tooltip for more information than can appear in a narrow column.
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1 Directory
tabs

The three tabs represent three different directories. Each is labeled with the name of the directory. The tab
for the currently selected directory view is selected and the name of the directory appears in bold type.

Tip: Right-click a directory tab and select New  View or Close  to manage your directory views. For
more information, see Add or Close Views.

2 Search
fields

Use the search fields to locate a specific directory entry or group of entries. Fields you can use for
searches are not dimmed. For more information, see Search a Directory.

3 Column
heading

You can drag and drop a column heading to move a column to a different position. For more information,
see Customize Columns.

Right-click on a column heading to add or remove columns. For more information, see Add or Remove
View Columns.

4 Sort
Direction
indicator

Triangles indicate whether the contents of a column are sorted in ascending or descending order. If the
contents of a directory are sorted by more than one column, a number indicates the sort order. For more
information, see Sort a Directory.

5 Status Use the default Status  column or the Status Summary column to determine if a contact is available to
take a call. Several other status columns are available, including Status  Notes  and Time in Status . For
more information about adding a column to a directory view, see Customize Columns.

6 Horizontal
and
Vertical
scro l l 
bars

A horizontal scroll bar appears if the total width of the columns exceeds the space available in the CIC
client window.

A vertical scroll bar appears if all the entries in a single view cannot be displayed in the space available.

7 Paging
contro ls

A large directory or set of entries can be displayed in a paged format. The Previous  and Next  controls
enable you to navigate from one page to another in the directory.

Next to the paging controls, you can see the number of contacts in the current directory page and the total
number of contacts in the directory view.

If a new contact is added while you are viewing a directory, it does not immediately appear in the directory
view. The total number of contacts is updated, however. To display any new contacts, refresh the directory
view by changing the page or adjusting the filter or sort options.

Note : By default, directories with more than 100 contacts appear in a paged format.  However, your
CIC administrator determines how large a directory must be before it appears in a paged format and
how many contacts appear on a single page.

8 Directory
toolbar

Use the Directory toolbar to manage your contacts and interactions with those contacts. For more
information, see Using the Directory Toolbar.

9 Dial
buttons

You can customize the buttons appearing in the Directory Toolbar. Dial buttons enable you to dial a
selected number for a contact with a single click. In this example, the Home dial button is not enabled
because a home telephone number does not exist for the selected contact.

For more information, see Make a Call Using a Dial Button.

Directory shortcut menu
Right-click a contact’s name to display this shortcut menu. It enables you to view a CIC client user’s status, select an appropriate
action, or see the available keyboard shortcuts for each action.

Requirements : The View Directory Status Columns Access Control right determines whether you can view a user’s status in
the directory shortcut menu.
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Related Topics
Add or Remove View Columns
Click to Dial a Directory Contact
Customize Columns
Display a Speed Dial View
Drag and Drop a Call on a Name in a Directory
Directory Properties Dialog Box
Search a Directory
Transfer a Call to a Directory Entry
Working with Other Directories
Working with the Company Directory
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Change a Directory Contact’s Default Number
If you have the appropriate rights, you can change a directory contact’s default number. The default number is the phone number
dialed when you double-click a directory contact.

Note : To edit a directory contact’s phone number or make changes to other directory contact information, see View and Edit
Directory Entries.

To change a directory contact’s  default number:
1. Right click the directory contact and choose Set  Default Number.
2. From the menu that appears, choose the new default telephone number; for example, Mobile, Extension, Business, or Home.

Note : If a menu item is disabled, such as Business 2, then no Business 2 phone number is defined for the directory
contact.

Result : The number dialed when you double-click the contact changes to the number selected. This number is indicated by
a check mark.

Related Topics
Working with Directories

Employee Photo and Office Location
Your CIC administrator can enable the Company Directory shortcut menu to display an employee photo and a link to an office
location map for each person in your company. If your CIC administrator makes this feature available, you do not need any
additional licensing or user rights to use it.

To  view a Company Directory contact’s  photo     and office location:
Right-click a selected Company Directory contact.
If available, click Office  Location to view an image that shows a map or diagram indicating the employee’s office location.

Related Topics
Shortcut Keys
Working with Directories

Insert and Delete Directory Entries

Requirements : See Working with Directories.

When you have the appropriate rights, as in the IC Private Contacts directory, you can insert and delete directory entries.

To insert a directory entry:
1. Right-click a directory entry.
2. From drop-down menu, click Insert  new entry .

Result : The New Directory Entry dialog box appears.
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3. Make any necessary entries on any or all tabs.

Phone Numbers

You can precede a phone number with a comma to create a 2-second pause before the number is dialed when you click the
phone number hyperlink. Also, the 2-second pause occurs when you "blind transfer" a call by dragging and dropping a call on
a name in a directory.
If you select Auto  Dial     Extension, when you click to dial this phone number in a directory view, it automatically dials the
extension too. For more information, see Click to Dial a Directory Contact.

Note : The Auto  Dial  Extension   check box is available only when the corresponding phone number and extension
have values.

If you want to auto dial both the phone number and extension in this Properties dialog box, click the Ext.  hyperlink.

Note : For information about entering, editing and verifying phone numbers, see Phone Number Controls.

4. If you want other users to be able to edit this directory entry, select the Al low: Change   check box.
5. If you want other users to be able to delete this directory entry, select the Al low:   Delete  check box.

Note : An administrator with Directory Admin user rights assigned in Interaction Administrator can edit or delete any
directory entry, regardless of the permissions assigned when the entry is created.

6. Click OK to save the new entry.

Note : The Apply  button is dimmed on the New Directory Entry dialog box. Click OK to save new information.

To create a directory entry from Cal l  History: 
1. Right-click on a call history entry.
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2. From the drop-down menu, click Create  IC directory entry in .
3. From drop-down list of directory names, select a directory.

Result : The New Directory Entry dialog box appears.
4. Make any necessary entries on any or all tabs.
5. Click OK to save the new entry.

Note : The Apply  button is dimmed on the New Directory Entry dialog box. Click OK to save new information.

To delete a directory entry:
1. Right-click a directory entry.
2. From drop-down menu, click Delete  entry .

Result : The directory entry is immediately deleted.

Related Topics
View and Edit Directory Entries
Working with Other Directories
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Search a Directory
The CIC client uses a paged format to display large directories. This makes it easier and faster to locate a specific entry because
only a subset of entries is displayed at one time. A "paged directory" features Previous and Next buttons. You can use these buttons
and the vertical scroll bar to locate a specific entry.

Note : By default, directories with more than 100 contacts appear in a paged format. However, your CIC administrator
determines how large a directory must be before it appears in a paged format and how many contacts appear on a single page.

To search for a directory entry, do  any of   the fo l lowing: 

Tip: See the Add or Remove View Columns topic for instructions and the requirements for displaying columns in a queue or
directory view.

Enter the first few letters of the column entry (if it’s alphabetical), or enter the first few numbers (if it’s numerical) in a search
field.

Note : Columns that you cannot use for searches are indicated by dimmed search fields. Click the column header to
display the reason you cannot search in this field.

Search for all combinations of specific letters by using * for a wildcard match.  For example, use *ob to find all entries
containing, but not necessarily beginning with, ob.

Note : Searches in Directory columns that contain comma-separated values, like Workgroups, automatically use a
"contains" filter. The asterisk is not necessary.

Press Esc  to clear all entries from the search fields.

The context menu enables you to use the Windows clipboard to copy and paste text in the search fields.  Right  to  left Reading 
order  is available for RLT languages, such as Hebrew and Arabic. The Show Unicode contro l     characters , Insert Unicode
contro l     character,  Open IME , and Reconversion options are available for Asian languages. Windows provides these options.
 See http://technet.microsoft.com/library/Dd361903 for more details.

Related Topics
View and Edit Directory Entries
Working with Directories

Search Fields Context Menu
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Sort a Directory
You can sort a directory by clicking on almost any column heading. An ascending sort is indicated by an upward-pointing triangle in
the column heading. A descending sort is indicated by a downward-pointing triangle in the column heading.

Click a column heading once to sort the directory in ascending order.

Click again to sort the directory in descending order.

Related Topics
Add or Remove View Columns
Search a Directory
Working with Directories

View and Edit Directory Entries

Requirements : See Working with Other Directories.

The several tabs of the Properties dialog box can contain:
Name, title, department and company
Home, business, cell phone, pager and fax numbers
Home and business street addresses
Home and business email addresses
Business website address
Assistant’s name and phone number
Notes

You can view extended information for directory entries.

To view directory entries:
1. Right-click a directory entry.
2. From the drop-down menu, click Properties .

Result : The Properties dialog box appears.

In some cases, where you have sufficient rights, as in the Outlook Private Contacts directory, you can edit these directory entries.

Note : Any changes you make to entries in the Outlook Private Contacts directory in the CIC client are reflected in the Contact
records in Microsoft Outlook.
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To edit directory entries:
1. Right-click a directory entry.
2. From the drop-down menu, click Properties .

Result : The Properties dialog box appears. Notice that the data fields are enabled.

3. Make any necessary changes and click Apply .

Phone Numbers

You can precede a phone number with a comma to create a 2-second pause before the number is dialed when you click the
phone number hyperlink. Also, the 2-second pause occurs when you "blind transfer" a call by dragging and dropping a call on
a name in a directory.
If you select Auto  Dial     Extension, when you click to dial this phone number in a directory view, it automatically dials the
extension too. For more information, see Click to Dial a Directory Contact.

Note : The Auto  Dial  Extension   check box is available only when the corresponding phone number and extension
have values.

If you want to auto dial both the phone number and extension in this Properties dialog box, click the Ext.  hyperlink.

Note : For information about entering, editing and verifying phone numbers, see Phone Number Controls.

4. Click OK to close the Properties dialog box.

Related Topics
Insert and Delete Directory Entries
Properties Button on the Directory Toolbar
View and Edit Interaction Properties
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Working with Other Directories

Requirements : The View General Directories Access Control right determines which General Directories you can display.
The View Workgroups Access Control right determines which Workgroup Directories you can display. The Directory
Administrator Security right enables you to edit public directories created by another user. It also enables you to see the
Access  Rights  tab in the Directory Properties dialog box for IC Public Contacts.

Directories other than the Company Directory also can be viewed in the CIC client. These directories include general (public and
private contacts in address books) and workgroup directories. To display additional directories, see Add or Close Views.

Related Topics
Camp on an internal extension
Change User’s Status button
Drag and Drop a Call Onto a Name in a Directory
Make a Call Using a Dial Button
Search a Directory
Transfer a Call to a Directory Entry
Transfer a Call Using the Directory Toolbar
View and Edit Directory Entries

Working with the Company Directory
The Company Directory contains the phone number or extension for every person configured in Interaction Administrator. For more
information about using directory entries to make managing your interactions easier, see Working with Directories.

Note:  Your CIC administrator enables CIC client users to view the company directory. The CIC administrator also controls
which names appear in the company directory. If the company directory does not appear in the CIC client or if you have
questions about the names available, see your CIC administrator.

Related Topics
Add or Close Views
Camp on an Internal Extension
Customize Columns
Drag and Drop a Call on a Name in a Directory
Employee Photo and Office Location
Set Another User’s Status
Transfer a Call to a Directory Entry
View and Edit Directory Entries
Working with Directories
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Working with Email Messages

Requirements : To work with email messages, you or the workstation you select when you log on need an ACD Access
License  associated with the Email  interaction    type.  To pick-up and read ACD-routed email messages, you must belong to
a workgroup configured in Interaction Administrator to receive email  messages.   To create an outbound email
interaction, you also need the View User Queues or Modify User Queues right to your own user queue. To create an outbound
email interaction, you also must be a member of a workgroup configured with an outbound email  mai lbox  . To view an
alerting or connected email message on a workgroup or user queue, you need the rights to the Preview action under the
Monitor User Queues, or Monitor Workgroup Queues Access Control rights. If you have any questions about licensing and
workgroup configuration, see your CIC administrator.

You can use the CIC client to read and respond to ACD-routed email messages or to send email messages on behalf of a
workgroup. You can also use a directory entry to address an email message and then send it using your own email program. There
are several different types of emai l     messages  associated with the CIC client:

ACD-routed email message

An ACD-routed email message is sent to a mailbox associated with a workgroup. This message is then routed to the
workgroup members as an interaction. Like any other interaction, an ACD-routed email message can be included in
Customer Interaction Center reports and statistics. You can pick up an ACD-routed email message from My Interactions or
any workgroup queue you are monitoring.

Note : An email message sent to your work email address appears in your email program Inbox as usual.

Reply  to  an ACD-routed email  message 

A reply to an ACD-routed email message is an interaction that is processed and sent from the CIC client. Like any other
interaction, these email message replies can be included in Customer Interaction Center reports and statistics.

Email     message sent on behalf of a workgroup

You can create and send an email message on behalf of a workgroup to which you belong. This interaction can be included
in Customer Interaction Center reports and statistics.

Sending an email interaction is not the same as replying to an ACD-routed email message, in that you begin the interaction.
Nor is it the same as using a CIC directory entry to address an email message that you send using your default email
program.

Email     message addressed by using a CIC directory entry

You can use a directory entry to address an email message, but send the message using  your default emai l  program  .
This feature makes it convenient to send email messages to people and businesses represented by directory entries. It
requires that you have a correctly configured email program installed on your system. This email message is not  an
interaction and is not counted or tracked in Customer Interaction Center reports and statistics.

Related Topics
Email Configuration
Email Interactions
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Email Interactions
An email icon identifies an email interaction. The reply to an ACD-routed interaction is linked to the original email interaction and
appears on the following line.

Several columns are available in the Email List, My Interactions or other queue views that are useful for email interactions.

Note : The View Queue Columns Access Control right determines whether you can display the Attachments, Details,
Importance, or Subject columns in My Interactions  or other queue views.

An icon appears in the Attachments  column if an email interaction has an attachment.
In My Interactions, the Detai ls   column displays the email message subject. It can also display an importance icon and an
attachments icon.
The Importance  column displays an icon indicating whether an email message is of high or low importance. It is blank for
usual importance.
The Subject  column displays an email message subject.

Tip: You can sort and group your email interactions by clicking the appropriate column heading.

Email interaction in My Interactions

Email interact ions in an Email List

When you pick up an email interaction, its state changes to ACD Assigned:  (Agent name) , and other agents are not able to
respond to the message. However, if the email interaction is transferred to you, or if you pick it up even though you are a not a
member of the workgroup to which the email interaction was routed, its state changes to Connected.
As with all interactions, an email interaction remains in the workgroup queue unless a non-member of the workgroup picks it
up. If a non-member of the workgroup picks it up, it disappears from the workgroup queue.

Related Topics
Working with Email Messages
Email List

Secure Email Messages
The Secure E-mail Messages feature supports encryption and signatures for incoming queued email messages. If the workgroup to
which you belong is properly configured in Interaction Administrator, your workgroup’s mailbox can process a secure email
message and route it to you for reply. Or an Interaction Attendant mailbox can be configured to receive and route secure email
messages.
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E-mail messages can be made secure by these methods:
Encryption: This provides confidentiality by preventing anyone from reading the email message while it is in transit.
Cryptographic Signature : This prevents anyone from modifying the contents of the email message while it is in transit. An
email signature can also provide authentication of the sender of a message and verify they are who they say they are.

Note : These methods can be used independently. You could receive a signed, but not encrypted email message. Or you could
receive an encrypted but not signed email message. Or you could have a signed email message that provides for the integrity of
the message by preventing anyone from altering it in transit, but does not authenticate the sender.

The Secure E-mail Message feature does  not :
Enable you to send an encrypted or signed response to a secure email message.
Enable you to listen to an encrypted email message in Interaction Mobile Office. However, you can listen to a signed email
message.
Work with monitored mailboxes set up in Interaction Administrator.
Provide any email tools that can be used to customize the handling of secure email messages.

An email message is primarily routed over the Internet using the Simple Mail Transfer Protocol (SMTP) and is formatted using the
Multipurpose Internet Mail Extensions (MIME).  An extension of MIME, known as Secure/Multi-part Internet Mail Extensions
(S/MIME), enables MIME data to be sent and received securely.

S/MIME primarily provides two methods related to the security of email messages: digital  s ignatures    and encryption. Digital
signatures and encryption are achieved through the use of the public key infrastructure (PKI) and digital certificates.

Note : Your CIC administrator uses Interaction Administrator to configure the secure email feature. The CIC administrator also
sets up and stores the appropriate email certificates and private keys used to decrypt encrypted messages, verify digital
signatures, and establish secure email provider connections.

Support for S/MIME by Customer Interaction Center enables an encrypted and/or signed email message to be sent to the email
address associated with a workgroup’s email queue or an Attendant mailbox. The message is retrieved from the email server by the
CIC server, and is decrypted by the CIC server only if the workgroup is allowed to receive encrypted messages and has the
certificate with the private key required for decrypting the message. After the email message is decrypted, it is routed to your My
Interactions queue, or any other queue you are monitoring, where you can open and read the message, just like any other email
message. For more information, see Working with E-mail.

In a typical scenario, one of your customers obtains a digital certificate for your workgroup’s email address. The customer uses
that digital certificate to send an email containing confidential information such as an account number to the workgroup’s email
address. The customer may or may not use a digital certificate to sign the email message. The email message is decrypted by CIC
and, if present, any digital signature is validated. The email message is routed to an available agent in your workgroup. Interaction
icons indicate whether the message was successfully decrypted and if it was signed. Other information about the digital signature
may appear in the email message.

The icons for secure email interactions identify whether the interaction was generated by a message that was encrypted or signed
and whether it was successfully decrypted.

Overview of Secure E-mail Messages

Secure E-mail Interaction Icons
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Icon Description

Content of the email message was successfully decrypted.

Content of the email message was encrypted but decryption failed. This could be due to one of these
reasons:

Decryption was contrary to a Customer Interaction Center policy. For example, the workgroup to
which this email message was sent is not configured to receive encrypted email message.
The private key is not installed.
The encryption algorithm used in this email message is not supported by Customer Interaction
Center.

Digital signature was verified.

A digital signature is present, but Customer Interaction Center experienced one of the following
problems:

The signer’s certificate is not trusted.
The email message was modified in transit.
The "From" address in the email header does not match the digital signature.

These icons appear in the Email  Editor  . If your Interaction Desktop does not contain this view, these icons appear as buttons on
the E -mai l  Window for Incoming      Messages . After you open a secure email message in the CIC client, you can:

Related Topics
Email Editor
Email Window for Incoming Messages
Working with E-mail Messages
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Email Views
You can manage email interactions in dedicated email views. These include:

Email Folders

Email List

Email Editor

Some default Client Templates combine these views into a single workspace. This workspace can include the Response
Management  view which enables you to use stored responses in your email replies. If you have the Customize Client Security
right, you can add, remove, and rearrange views in an Interaction Desktop workspace. The Email views are available in the Email
category in the Create  New View dialog box.

Important : If you do not display the Email Editor, you can use the Email     Window for Incoming Messages   and Email
Window for Outgoing Messages  to view and respond to your email messages.

 

Related Topics
Add a view to a workspace
Email Editor
Email Folders
Email List
Email Window for Incoming Messages
Email Window for Outgoing Messages
My Interactions
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Requirements : You need the Customize Client Security Right to add or remove folders from the Email Folders view. You
also need the View Workgroup Queues and the View User Queues Access Control rights for the selected queues to add
folders for workgroup and user queues.

The Email Folder controls which email messages appear in the Email List. You select which folder names appear in the Email
Folder. You then select one of these folders to determine which messages appear in the Email List. You can have a unique set of
folders in each workspace.

Note : If you do not display the Email Folders view or do not select a folder, then the Email List displays all the email messages
in My Interactions (your queue).

The available Email folders include:

Email
fo lder

Description

My
Interactions

This includes all the email messages in your queue. The folder name is bo ld if any of these messages are in
an Alerting state.

Inbox This includes all email messages whose state is either Connected, Alerting or Held and whose direction is
Incoming. The folder name is bo ld if any of these messages are in an Alerting state.

Drafts This includes all outgoing email messages on your queue which you have not  yet sent . This includes
email message replies and email interactions made on behalf of a workgroup.

Workgroup
queues

This includes all the email messages in an Offering state on a selected workgroup queue. These are
unassigned email interactions.

User queue This includes all the email messages on a selected user queue.

The number next to an email folder label denotes the count of interactions matching the criteria mentioned in the table above.

Note that if Inbox has any email messages that were created as a reply to an incoming email message and transferred from another
workgroup queue, such replies aren’t included in the count shown next to the “Inbox” label, unless the original incoming email
interaction is also transferred to the current workgroup.

Related Topics
Email List
Email Views
Manage Folders

Email Folders
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Requirements : You need the Customize Client Security Right to add or remove folders from the Email Folders view. You
also need the View Workgroup Queues and the View User Queues Access Control rights for the selected queues to add
folders for workgroup and user queues.

You can add or remove folders from the Email Folders view.

Note : Your selections are persisted when you log off and later log onto Interaction Desktop. These settings are specific to
each workspace. You can have different folders in Email Folders views in different workspaces.

1. Select the Email Folders view.
2. Do one of the following:

Right-click and select Manage  Folders  from the shortcut menu.
Select Email  Fo lders    > Manage Folders .

3. In the Manage Folders  dialog box, do one of the following:

In the list of available folders on the left, select a tab, then select a folder name. Click Add to add the folder to the
Selected  Folders  list.
Click Add al l   to add all the folders on the selected tab to the Selected  Folders  list.
From the Selected fo lders   list, select a folder name and click Remove.
Click Remove  al l   to remove all folders from the Selected  Folders  list.

4. When the Selected Folders  list contains the names of the folders you want to see in the Email  Fo lders    view, click OK.

Related Topics
Email Folders

The Email List displays the email messages in the currently selected Email Folder. If you do not select a folder or do not display the
Email Folders view, the Email List displays all the messages in your queue (My Interactions).

You can select and arrange the columns in the Email List. You can sort this list by clicking on a column heading. You can add or
remove buttons from the toolbar.

Tip: If any of the interactions in a folder are in an Alerting state, the name of the folder is bo ld in the Email Folders view.

Related Topics
Add or Remove View Columns
Customize Columns
Customizing Toolbars
Email Folders
Email Interactions
Email Views

Manage Folders

Email List
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The Email Editor displays a selected, outgoing and connected email message. Use the Email Editor to respond to an ACD-
routed email message or start an email interaction of behalf of a workgroup.

Important : If you do not or cannot display the Email Editor, you can use the Email     Window for Incoming Messages   and
Email     Window for Outgoing Messages  to view and respond to your email messages.

Tip: You can display the Email Editor in multiple workspaces. If you use personal or system-wide stored responses in your
email messages, display the Response  Management  view in the same workspace as the Email Editor. If you add Notes to
email interactions or assign Account Codes, also display the Interaction Information view.

Email Editor
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1 Toolbar The toolbar contains buttons for managing an email reply or other outgoing email message. For more
information, see Reply to an HTML Email Message.

2 From

To

Subject

Attached

This area contains the standard email message address fields.
The From field shows the address from which the email is sent. If you start an Email interaction on behalf
of a workgroup, this is the workgroup email address.
The To  field defaults to the sender of the original email message. Click the To  button to add additional
addresses.

Note:  Responses to messages sent with an alternate "Reply-To" address are delivered to that
address. If you selected Reply  Al l  , replies are delivered to the "Reply-To" address and all of the
original recipients, but not to the sender’s original address.

Subject  defaults to the subject of the original email message.

Note : Subject  is limited to 1024 characters in the CIC client. However, many email clients have
much smaller limits so the recipient may see a truncated subject line.

The Attached section displays the names of files attached to the email message. Use the Attach button
to attach additional files.

Note : Files attached to an incoming email message appear here if you forward the email
message, but not if you reply to it.

3 Formatting
toolbar

The text formatting toolbar appears under certain conditions:
If the original ACD-routed email message is formatted using HTML, you have the option of using text
formatting tools in your email reply. For a description of the available tools, see Reply to an HTML
Email Message.
If you are creating an email message to send on behalf of a workgroup, the text formatting tools are
always available to you.
If the original email message was sent in plain text  (no formatting), the text formatting toolbar does
not appear. Your email reply is sent in plain text.

4 Reply Compose your reply to the email message here.

You can:
Type a response.
Copy and paste text to or from a Windows application.
Locate and insert a Favorite Response or a system-wide response in your reply.

5 Original
Email

The original ACD-routed email message appears here.

Related Topics
Email Views
Start an Email Interaction
Use Response Management in an Email Message

When you view an ACD-routed email interaction, this Email window provides the necessary tools for managing the interaction.

Note : If your CIC administrator enables text filtering, certain sensitive information such as credit card numbers or Social
Security numbers is blocked from view. You see only some replacement text such as ########## instead of the numbers.

Email Window for Incoming Messages
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1 Menus Use these menus to manage an ACD-routed email message.

2 Toolbar The toolbar contains buttons for most of the functions for managing an incoming email message.

Tip: Keyboard shortcuts are also available for these functions and are listed on the View menu.
Keyboard shortcuts are available many of the actions on the other menus. You also control whether
the toolbar is displayed and which buttons appear.  For more information, see Configure Email
Windows.

3 From

To

Subject

Attached

This area contains information from the incoming email message address fields.

An Attached l ist   appears here if any files are attached to the original ACD-routed email message. Click
the attachment file name to open the attachment in the associated Windows application.

If you open an attached email message, it appears in an email window. If the attached email message
has its own attached files, you can click the file name of any attached file and view it.

Note : A .msg attachment cannot be downloaded to your hard drive. It can only be viewed within the
CIC client.

4 Email  Text  The text of the incoming email message.

5 Status bar The Status bar displays the ID number, duration and state of the incoming email interaction. For more
information, see Queue Contents.

6 Sidebar
area

The appearance of the sidebar area can vary based on your user rights. It contains controls and
information that are related to managing the incoming email message.

7 Account
Code

Some companies categorize interactions by customer. If you have the appropriate rights, you can assign
an Account code to an incoming email message.

8 Wrap-Up
Code

If you are a member of a workgroup for which Wrap-Up codes are configured, you can use this drop-
down list to assign the code.

9 Notes Use the Notes section to add notes or comments about the incoming email message.

Note : These notes are visible to other CIC client users who are "Listening to" (monitoring) this
email message. For more information, see Monitor an Email Message and Reply. After the incoming
email message is disconnected, these notes can be available in Interaction Notes if the sender is
identified and Customer Interaction Center collects this information. For more information, see your
CIC administrator.

10 Spl i tter 
Bar

If you prefer not to see the sidebar area, click the splitter to hide that part of the Email window. Click the
splitter again to restore the sidebar area.

11 Add a
Note icon

Click this icon to open the Notes text box and add a note to the email interaction.

12 Responses Use the Responses section to search for and view both system-wide responses and personal
responses.

Note : None of the responses you find can be used in an incoming email message, but they can be
used in a reply. Here the Responses section is for information only. Response Management is not
available in the PureConnect Integration to Oracle Service Cloud.

13 Search Type search terms in the Search text box. For more information, see Search for a Response.

Related Topics
Add Notes to an Interaction
Assign Codes to an Interaction
Email Configuration
Email Window for Outgoing Messages
Understanding Account Codes
Understanding Wrap-Up Codes
Working with Email Messages
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You use this Email window to either respond to an ACD-routed email message or start an email interaction on behalf of a
workgroup.

Note : The Email window used to view an ACD-routed email message provides some different tools and options. See also
Email Window for Incoming Messages.

1 Menus Use these menus to perform various actions during or after composing an email reply.

2 Toolbar The toolbar contains buttons for most of the functions for managing an email reply.

Tip: Keyboard shortcuts are also available for these functions and are listed on the V iew menu.
Keyboard shortcuts are available many of the actions on the other menus. You also control whether
the toolbar is displayed and which buttons appear.  For more information, see Configure Email
Windows.

3 From

To, Cc,
Bcc

Subject

Attached

This area contains the standard email message address fields.
The To  field defaults to the sender of the original email message. Click the To  button to add additional
addresses.

Note:  Responses to messages sent with an alternate "Reply-To" address are delivered to that
address. If you selected Reply  Al l  , replies are delivered to the "Reply-To" address and all of the
original recipients, but not to the sender’s original address.

Subject  defaults to the subject of the original email message.

Note : Subject  is limited to 1024 characters in the CIC client. However, many email clients have
much smaller limits so the recipient may see a truncated subject line.

The Attached box displays the names of attached files. The Attached button enables you to attach
additional files.

Note : The Attached box and Attached button appear in the Email window only after you use
Fi le   > Insert Attachment  to attach at least one file.

Email Window for Outgoing Messages
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4 Formatting
toolbar

Note : There are two versions of the editing toolbar: the MSHTML and Telerik toolbars. Your CIC
administrator determines which version is available to you. For a description of these toolbars, see
Reply to an HTML Email Message.

The text formatting toolbar appears in the E-mail Reply window under certain conditions:
If the original ACD-routed email message is formatted using HTML, you have the option of using
text formatting tools in your email reply. For a description of the available tools, see Reply to an
HTML Email Message.
If you are creating an email message to send on behalf of a workgroup, the text formatting tools are
always available to you.
If the original email message was sent in plain text  (no formatting), the Email Reply window does
not include a text formatting bar. Your email reply is sent in plain text.

5 Reply Compose your reply to the email message here.

You can:
Type a response.
Copy and paste text to or from a Windows application.
Locate and insert a Favorite Response or a system-wide response in your reply. For more
information, see Use Response Management in an Email Message.

6 Original
Email

The original ACD-routed email message appears here.

7 Status  bar The Status bar displays the ID number, duration and state of the interaction. For more information, see
Queue Contents.

8 Sidebar
area

The appearance of the sidebar area can vary based on your user rights. It contains controls and
information that are related to the email reply.

9 Account
Code

Some companies categorize interactions by customer. If you have the appropriate rights, you can assign
an Account code to an email reply.

10 Notes Use the Notes section to add notes or comments about your email reply. The recipients of the email
reply message do not see these notes.

Note : These notes are visible to other CIC client users who are "Listening to" (monitoring) this
email reply. For more information, see Monitor an Email Message and Reply.

11 Spl i tter 
Bar

If you prefer not to see the sidebar area, click the splitter to hide that part of the email reply window.
Click the splitter again to restore the sidebar area.

12 Add  a
Note icon

Click this icon to open the Notes text box and add a note to the chat.

13 Responses Locate and use a pre-defined system-wide or personal response. For more information, see Use
Response Management in an Email Message.

Note : Response Management is not available in the PureConnect Integration to Oracle Service
Cloud.

14 Favorite
Responses

A list of your favorite personal responses appears here. Double-click a favorite response to use it in
your reply. For more information about designating some of your personal responses as favorites, see
Manage Favorite Responses.

Note : Response Management is not available in the PureConnect Integration to Oracle Service
Cloud.

Related Topics
Add Notes to an Interaction
Assign Codes to an Interaction
Email Configuration
Email Window for Incoming Messages
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Start an Email Interaction
Understanding Account Codes
Understanding Wrap-Up Codes
Working with Email Messages

Use the View menu in the Email windows to control their appearance. From the V iew menu, add or clear check marks to control
whether the Chat window toolbar, status bar or sidebar area are visible. You can also display or hide the Cc and Bcc address fields.

To configure an Email  window:
To display the toolbar, from an Email window View menu, select Toolbar .
To add or remove buttons from the Toolbar, right-click in the toolbar area and select Customize . In the Customize Toolbar
dialog box, use the Add and Remove  controls to select toolbar buttons.
To display the status bar, from an Email window View menu, select Status Bar .
To display the side bar, from an Email window View menu, select Side Bar .
To display the Cc field, from an Email window View menu, select Cc .
To display the Bcc field, from an Email window View menu, select Bcc .

Related Topics
Email Window for Incoming Messages
Email Window for Outgoing Messages

Manage Email Messages
In Interaction Desktop, you have two main methods of managing email messages.

You can use Email  views   in a single workspace devoted to email messages. These views give you the ability to filter email
messages and arrange the individual views to reflect your workflow.
You can use My Interactions  or workgroup and user queue views along with the Email Window for Incoming Messages and
the Email Window for Email Window for Outgoing Messages.

Related Topics
Email Views
Email Window for Incoming Messages
Email Window for Outgoing Messages
My Interactions

Configure Email Windows
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Use the Notes  section in the appropriate interaction window or in the Interaction  Information view to add notes or comments
about the interaction.

Note : If you add notes to a chat, the other chat participants do not see these notes. However, these notes are visible to other
CIC client users who are "Listening to" (monitoring) the interaction. For more information, see Monitor a Chat.

Tip: For information about adding notes to a Call, see View and Edit Interaction Properties.

To add notes to  an interaction: 
1. Do one of the following:

In the Email List, select an interaction. In the Interaction Information view, click the Add  a Note  icon (plus sign).
In My Interactions, select an interaction. In the Interaction Information view, click the Add  a Note  icon (plus sign).
In the Callback window, Chat window, Email window for Incoming Messages, or E-mail Window for Outgoing Messages,
click the Add  a Note  icon (plus sign).

2. In the Notes text box, type your observations or comments and click Add.

Result : One of the following happens:

Your notes appear in the Notes section of the Callback window, Chat window, or Email windows.
Your notes appear in the top part of the Interaction Information view.

Related Topics
Respond to a Callback Request
Manage a Chat Session
Working with Chat Sessions

Requirements : See Working with Account and Wrap-Up Codes.

You can assign an Account Code or Wrap-Up Code to an interaction. The Account Code and Wrap-Up Codes drop-down lists contain
the codes defined in Interaction Administrator.

To assign codes to  an interaction, do  one     of the fo l lowing: 
When working with a callback request, chat, or email interaction, select the appropriate codes in the Interaction Information
view.

Note : Wrap-Up codes are not used for email message replies or forwarded email messages.

If your Interaction Desktop workspace does not contain the Email  Editor  , you can select the appropriate Account code in the
Email     Window for Incoming Messages   or E -mai l      Window for Outgoing Messages .
When responding to a callback request, select the appropriate codes in the Callback Window.
During a chat session, select the appropriate codes in the Chat window.

Note : If Wrap-Up codes are available and you don't assign one during a chat or to an incoming email message, you are
prompted to assign the appropriate code when you end your part of the interaction. Wrap-Up codes are not used for email
message replies or forwarded email messages.

Related Topics
Assign Codes to an Incoming Interaction
Assign Codes to an Outgoing Interaction
Email Editor
Email Window for Incoming Messages
Email Window for Outgoing Messages
Manage a Chat Session
Understanding Account Codes
Understanding Wrap-Up Codes

Add Notes to an Interaction

Assign Codes to an Interaction
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ACD-routed email messages appear in My Interactions . You can forward these ACD-routed email messages to another CIC user
or workgroup. If the designated transfer recipient does not pick it up, the CIC server returns the email message to your user queue
and places it on hold.

Note : If the original email message contains an attachment, it automatically remains attached to the email message if you
forward it. However, you can delete the original attachments before forwarding the email message.

Tip: You cannot forward an incoming email interaction until you send or disconnect all the email reply interactions that are
associated with the original email interaction in an E-mail conversation.

To forward an email  message:
1. Pick up or reopen an email message.
2. Click the Forward button.

3. Address the email interaction by doing one of the following:

In any of the address text boxes, type the addresses of the email message recipients, separating each address with a semi-
colon (;).

Tip: In the Email Window for Outgoing Messages, from the V iew menu, select Cc  or Bcc  to display text boxes
and buttons for Cc and Bcc addresses.

Click any of the address buttons. In the Add  Address  dialog box, type all or part of the address in the text box and click
Search. From the results list, select the appropriate address and click Add.

Note : The Add Address  dialog box enables you to search for an email address that is configured on your
Exchange server — typically, your company’s employee email addresses.

4. Optionally, verify the email addresses used in this email message by placing your cursor on one of the addresses in the To  or
CC  text box and then click Check Names .

Note : All email addresses are automatically verified before the email message is forwarded. A verified address is
underlined.

5. Optionally, type a message in the reply area.

Note : If you are appropriately licensed, you can use Response Management and Account Codes, just as you would in
an email reply. For more information, see Use Response Management in an E-mail Message or Assign Codes to an
Interaction.

Also, you can use any of the toolbar buttons to format text, create a hyperlink, and insert an image.

Forward an Email Message
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6. Click the Send button.
7. Do one of the following:

If you forwarded the email message from the Email Editor, discard the original email interaction in the Email List.
If you forwarded the email message from the Email Window for Outgoing Messages, close the Email windows for the
forwarded email message and the original email message and then disconnect the original email message.

Note : You can set your Email Configuration to perform these actions automatically.

Related Topics
Working with E-mail Messages

Requirements : See Listen. The Listen right for a user or workgroup queue enables you to see both the original email
message and the reply as it is typed in the Email     Editor.

If you have the appropriate rights, you can monitor an email interaction that another CIC client user is handling. You can also view
the email reply.

Some things to note about the process of monitoring an email message or reply:
If you monitor an email interaction or an email reply, the number of listeners is indicated in the Email     List Lstns  column.  Or,
a Lsns  icon appears on the line containing the interaction in both the agent’s and your own queue views.

Tip: For more information, see Determine if Someone is Listening to or Recording Your Interactions.

The Lsns  icon is not removed or the number in the Lstns column does not decrease until you cease to monitor the interaction
by clicking the Listen button a second time or, closing the Email window on your workstation.
You can stop monitoring an email message or email reply at any time.
You do not need to monitor the original email interaction in order to monitor the email reply.
Any notes the agent makes on the original email interaction or the email reply are visible to anyone monitoring the interaction.

Tip: These notes are visible in the Interaction Information view, the Email Window for Incoming Messages or the Email
Window for Outgoing Messages.

If you monitor an email reply, you see the complete reply as it is composed. The reply can include text, material incorporated
from Response Management, and attached files. You can even see the selected Account Code if you display the Interaction
Information view. This information is visible even before the reply is sent.

In a typical example, another CIC client user (agent) picks up an email interaction from a workgroup queue. If you have the
necessary rights to listen to (monitor) interactions and to monitor the queue on which the email interaction is appearing, you can
view both the original email message and the email reply.

To monitor an email  message and reply:
1. The agent picks up an ACD-routed email interaction.

2. You select the same email interaction from the Email     List  or the appropriate queue view and click the Listen button.

Result : The original  ACD-routed email  message    appears in the Email Editor or the E-mail Window for Incoming
Messages on your workstation. The number of listeners is indicated in the Email  List Lstns   column. Or, a Lsns icon
appears on the line containing the interaction in both the agent’s and your own queue views.

3. If the agent decides to reply to the email message, two things happen:
The agent begins to create a reply in the Email     Editor  or the E-mail Window for Outgoing Messages.
An email reply interaction appears in both the agent’s and your Email List or queue view.

Note : An email reply is associated with the original email interaction. You can expand the original interaction
and see the email reply interaction.

4. To monitor the agent’s reply, select the email reply interaction from the Email List or the appropriate queue view and click the
Listen button.

Result : You see the reply as it is typed in your Email Editor or the E-mail Window for Outgoing Messages.

Tip: You can see the notes the agent makes if you also display the Interaction  Information view.

Monitor an Email Message and Reply
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5. The agent sends the email message reply.
6. To stop listening, select the appropriate interactions in the Email  List   or the appropriate queue view and click the Listen

button again.

Note : You can stop listening at any point in this process. You do not need to wait until the agent sends the email reply
message.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Determine if Someone is Listening to or Recording Your Interactions
Listen to a Call in a Queue
Working with E-mail Messages

You can park an ACD-routed email message directly on another CIC client user’s extension. This places the email message on hold
on the recipient’s My  Interactions  queue.

This procedure assumes you are transferring calls from My Interactions, but you can transfer calls from any queue you are
monitoring.

To park    an email  message using the Park  on Queue button: 
Select the email message. Select a directory entry and then, on the Directory toolbar, click the Park on Queue button.

Result : The interaction is immediately removed from the Email List, My Interactions or any other queue you are monitoring
and appears in the selected user’s queue.

Note : If the Park on Queue button does not appear on your Directory toolbar, see Directory Toolbar Buttons for a list of
available buttons and see Customizing Toolbars for instructions on adding it to your Directory toolbar.

To park  an email  message using the Transfer    dialog box:
1. Select the email message and do one of the following:

In the Email  List   or My Interactions , click the Transfer button.
In My Interactions , right click the email message and choose Transfer  from the shortcut menu.

Result : The Transfer dialog box appears.
2. In the Transfer To :   field, type all or part of the recipient’s name or number.

Result : A drop-down list of choices appears.

Tip: If the drop-down list does not contain the contact you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

3. From the drop-down list, do one of the following:

Select "Dial [your entry] as Digits" to convert a text entry into numbers.
Select the appropriate contact name and associated extension or phone number.

Result : If the designated transfer recipient is a CIC user, status information appears. It shows whether the transfer recipient
is logged onto the CIC client and is able to accept the transferred email message. This can help you decide what kind of
transfer to use.

4. Click the Park  button.

Result : The email message disappears from your Email     List  or My Interactions  and is placed on hold in the recipient’s
queue so the recipient can select it later.

Related Topics
Monitor Two or More Queues at the Same Time
Park a Call on Another Person’s Extension
Park on Queue Button

Park an Email Message on Another Person’s Queue

292



Requirements : See Pickup.

You can pick up or reopen an email message from an Email List or My Interactions or you can browse a workgroup queue and pick
up an email message. You may also pick up an email message assigned to someone else, if you determine that a particular
circumstance requires you to do so. Also, an ACD-routed email message may open automatically, if your user information in
Interaction Administrator is configured to Auto-Answer ACD Interactions.

To pick  up or reopen an ACD-routed email      message:
1. Do one of the following:

In the Email List, select an email interaction.
In your My Interactions queue or any other queue view in which the email interaction is alerting, select the inbound email
interaction.

2. To pick up or reopen the email message, do one of the following:

Double-click the email message.
Click the Pickup button.

Result : One of the following happens, depending on where you selected the email message and the views available in your
Interaction Desktop workspace:

If you selected the email interaction in the Email List, the message appears in the Email Editor.
The message appears in the Email Window for Incoming Messages.

Related Topics
Assign Codes to an Interaction
Forward an Email Message
Reply to an E-mail Message
Transfer an E-mail Message
Working with E-mail Messages

You can print a copy of any email message.
1. Do one of the following:

When an email message or reply appears in the Email Editor, select Fi le   > Print.
In either the Email Window for Incoming Messages or the Email Window for Outgoing Messages, from the Fi le   menu,
choose Print .

2. In the Print dialog box, select a printer and specify print options.
3. Click Print .

Related Topics
Working with Email Messages

Pick Up or Reopen an Email Message

Print an Email Message
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Requirements : This feature may or may not be available to you, depending on the licenses and rights assigned to you in
Interaction Administrator. See Requirements for Snippet recordings.

You can use the Snip button to make a recording that is stored in the CIC database. Snippet recordings of email interactions are
available only if your CIC administrator separately enables this feature. Snippet recordings of email interactions are not available by
default.

Note : Ad-hoc recordings of email interactions are not supported. Snippet recordings of email interactions are available only if
your CIC administrator separately enables this feature.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Recording an Email Message

You can record either or both the incoming email interaction and your reply or forwarded email message. Some special
considerations and limitations apply to snippet recordings of email interactions. For more information, see Snippet recordings of
Email messages.

Tip: The Snip button does not appear on the Queue Control toolbar, Email Window for Incoming Messages, Email Window for
Outgoing Messages, or the Interaction Properties dialog box by default. Your CIC administrator can add this button via a client
template. Or, if you have the appropriate rights and license you can add it.  For information about adding toolbar buttons, see
Customizing Toolbars, Configure Email Windows, and the Interaction Properties Dialog box.

1. Select and pick up the incoming email interaction (parent).
2. (Optional) To record the incoming email interaction click Snip in the Queue Contro l   toolbar, Emai l  Window for Incoming 

Messages , or the Interaction Properties  dialog box.

Result : A snippet recording is made of the incoming email interaction. All of the text in the original email interaction is
included in the snippet recording.

3. In the Email     Window for Incoming Messages,   click Reply , Reply Al l  , or Forward.
4. (Optional)  To record the reply or forwarded email message, in the Email     Window for Outgoing Messages , click Snip.

Result : A snippet recording is made of the reply or forwarded email message. Again, all of the text in the reply or forwarded
email interaction is included in the snippet recording.

5. Send the reply or forward the email.

Important : The Snippet recording of this reply or forwarded email is not saved until you click Send.

6. Ensure that any email reply or forwarded email is disconnected before you disconnect the original email interaction.

Related Topics
Determine if Someone is Listening to or Recording Your Interactions
Email Window for Incoming Messages
Email Window for Outgoing Messages
Interaction Properties Dialog Box
Queue Control Toolbar Buttons

Warning: In the current CIC client release, you cannot send an encrypted reply to a secure email message.

The tools available to you when replying to an ACD-routed email message depend on the format of the original email. The
instructions in this topic apply to all email message replies. If the original ACD-routed email message is formatted using HTML,
additional tools are available to you when composing your reply. For more information, see Reply to an HTML E-Mail Message.

Record an Email Message

Reply to an Email Message
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E-mail Conversation

An email reply interaction can be associated with the original incoming email interaction in an Email Conversation.

Note : If you have the appropriate rights and your CIC administrator enabled the Threaded  Email  feature, you can see a list of
all email messages that are related to one another. Related email messages have the same Conversation ID. For more
information, see Use the Conversation History Tab.

Some important things about this relationship include:
More than one email reply can be associated with the original incoming email interaction.
You can expand the original incoming email interaction to view the associated outgoing email interactions.

Email conversat ion in a queue view

Email conversat ion in an Email List

An email reply interaction disconnects  automatical ly   when you click Send.
You must disconnect the original incoming email interaction manually.

Tip: All of the associated outgoing email interactions must be disconnected or transferred before you can disconnect
the original incoming email interaction.

To reply to  an email  message: 
1. Pick up or reopen an ACD-routed email message.

Result : Depending on where you selected the email message and the views available in your Interaction Desktop
workspace, the email interaction appears in the Email Editor or the Email Window for Incoming Messages.

2. Click Reply , Reply  Al l   or Forward.

Note : Responses to messages sent with an alternate "Reply-To" address are delivered to that address. If you select
Reply  Al l  , replies are delivered to the "Reply-To" address and all of the original recipients, but not to the sender’s
original address.

295



Result : A new outbound interaction appears in the Email     List  or the appropriate queue view and is associated with the
incoming interaction as part of an Email Conversation.

3. Optionally, add addresses by doing one of the following:

In the To  text box, type the addresses of the email message recipients, separating each address with a semi-colon (;).
Click the To  button.  In the Add Address dialog box, type all or part of the address in the text box and click Search. From
the results list, select the appropriate address and click Add.

Note : The Add Address dialog box enables you to search for an email address that is configured on your
Exchange server — typically, your company’s employee email addresses.

Tip: You can copy and paste addresses from the email reply address fields to a third-party CRM system, if you need to
look up customer records by email address.

4. Optionally, verify the email addresses used in this email message. Place your cursor on one of the addresses in the To  or CC
text box and do one of the following:

Click Check Names.
In the Email Window for Outgoing Messages, from the Actions  menu, choose Check Names .

Note : All email addresses are automatically verified before the reply is sent. A verified address is underlined.

5. Type a message in the reply area.

Note : If you are appropriately licensed, you can use Response Management and Account Codes. For more information,
see Use Response Management in an E-mail Message and Assign Codes to an Interaction.

6. Optionally, spell check your reply by selecting a language from the Spel l     check language   drop-down list, then clicking the
Spel l     Check  button.

Note : You can configure the CIC client to spel l     check email  messages automatical ly   . For more information, see
Email Configuration.

Result : If any misspelled words are detected, the Spell Check dialog box appears. Select the appropriate button and
continue the spell check until all of the reply is checked.

7. Optionally, attach a file to the email message by doing one of the following:

Tip: Press and hold Shift  to select and attach multiple files.

Note : Your system administrator configures the size limit for files you attach to an outgoing email message.

In the Email Editor, click the Attach button.
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In the Email Window for Outgoing Messages, from the Fi le   menu, choose Insert Attachment . Or, if available, click the
Attached button.

Note : The Attached button in the Email  Window  appears only after you use Fi le   >  Insert Attachment  to
attach at least one file.

8. Optionally, to save the sender’s original attachments to a directory you choose, do one of the following:
In the Email Editor, right click next to name of the attached file and select Save  as  or Save Al l  .
In the Email Window for Outgoing Messages, from the Fi le   menu, select Save Attachments .

9. Optionally, add notes to the email message.

Tip: For more information, see Add Notes to an Interaction.

10. Optionally, do one of the following to save this email message without sending it:

In the Email  List  , select the email message and click Hold.
Close the Email Window for Outgoing Messages to save this email message as a Held interaction.

Result : The email message is not sent, but is saved as a Held interaction in the appropriate workgroup queue. You
can pick up this interaction later, make any necessary changes or additions and then send it.

Note : In the Email  Window for Outgoing Messages  , you can click Fi le   > Save response  to save your
work to this point. The email interaction remains Connected.

11. To send the email response, do one of the following:

Click the Send button.
In the Email Window for Outgoing Messages only, from the Actions  menu, select Send Email .

Result : The email reply message is sent to the addressees. The interaction representing the reply disconnects.

Tip: The Email Window for Outgoing Messages closes automatically, if you select the No  longer show email  after
sending option in Email Configuration.

Note : The original ACD-routed email interaction does not disconnect automatically.

12. Select the original ACD-routed email interaction and click Disconnect .

Tip: The Email Window for Incoming Messages closes automatically when you click Disconnect , if you select the No
longer show email    after disconnecting option in Email Configuration.

Related Topics
Reply to an HTML E-Mail Message
Working with E-mail Messages

If the ACD-routed email message you received was formatted using HTML, you have the option of using text formatting tools in
your email reply. You can also embed an image or include a hyperlink in your reply. In every other way, replying to an HTML email
message is the same as replying to a plain text email message.

Format Text

Both the Email Editor and the Email Window for Outgoing Messages include a text formatting toolbar.

Important : If you do not display the Email Editor, you can use the Email     Window for Incoming Messages   and Email
Window for Outgoing Messages  to view and respond to your email messages.

The Email Editor includes a text formatting toolbar.

Reply to an HTML Email Message
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1 Font Use the font controls to bold, underline or italicize selected text. You can also select text color, font
and size.

Note : Font selection and size default from those you last used.

Note:    Optionally, your CIC administrator can set "Clean Email Font Tags" server parameter to true.
This parameter will sanitize the fonts selected in outgoing email editor to reflect the correct font
at receiver end for Gmail/other mail clients. This server parameter is only applicable for CEF editor
in Interaction Desktop.

2 Insert Link Use the hyperlink control to create a working hyperlink in your email reply.

3 Upload
Image

Use the image control to insert a picture in your email reply. You can insert an image from your local
drive or insert a URL pointing to the image's location.

Tip: Drag and drop an image into an HTML email reply or cut and paste an image from the
Windows clipboard. Resize an image by selecting it and dragging any of its edge controls.

4 Paragraph Use the paragraph controls to set left, right and center text alignment. You can also create bulleted or
numbered lists.

5 Text Indent  Use text indent controls to increase or decrease the space between the selected text and the left
margin.

6 Undo and
Redo

Use the Undo and Redo controls to reverse the last change you made to your reply or to reverse an
Undo action.

7 Spel l
Checker

Check your spelling before sending an email message.

Note : You can configure the CIC client to spell check email messages automatically. For more
information, see Email Configuration. To install and manage the spelling dictionary, use Microsoft
Word.

Create a Hyperlink

You can include a working hyperlink to a webpage in your email reply.
1. Click the Insert Link  toolbar button.

Result: The URL dialog box appears.
2. In the URL text box, type the URL for a webpage.

Result : The URL text defaults to the Text box.
3. Optionally, in the Text  box, replace the URL with a word or phrase to appear as the hyperlink text.
4. Click Insert Link .

Insert an Image

To insert an image:
1. Place your cursor in the email reply at the point where you want the image to appear.
2. Insert an image in-line by doing one of the following:

Click the Upload Image  toolbar button. Locate an image on your workstation and click Open.
Insert Image URL  toolbar button. In the text box, type the URL for the image and click Insert Image .
Copy and paste an image from the Windows clipboard.
Drag and drop an image file.

Result : The selected image appears in the email reply message.
4. Optionally, resize the image by selecting and dragging a corner.

Drag and Drop
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You can drag and drop images, text, and files to your HTML email replies.
Images and text from Web browsers, Microsoft Word, Microsoft Outlook and Word Pad are incorporated in your reply.

Note : In plain text email replies, text appears as plain text, but image files are not copied.

Image files from Windows Explorer appear inline, while text files become attachments.

Note : In plain text email replies, both image files and text files become attachments.

Related Topics
Assign Codes to an Interaction
Email Editor
Email Window for Outgoing Messages
Pick Up or Reopen an Email Message
Reply to an Email Message
Secure Email Messages
Use Response Management in an Email Message
Working with Email Messages

There are several ways you can send email messages to addresses associated with your directory entries.

Note : This feature makes it convenient to send email messages to people and businesses represented by directory entries. It
requires that you have a correctly-configured email program installed on your system. This feature is completely separate from
the management of ACD-routed mail. E-mail messages sent using your default email program are not considered interactions
and are not counted in Customer Interaction Center reports and statistics. For information about sending an email message
that is counted as an interaction, see Start an E-mail Interaction.

To send an email  message:
Select a directory entry and click the appropriate Send email button on the Directory toolbar.
Click any available email address hyperlink in a directory entry.
Right-click a directory entry and select Send Email  (Home)  or Send Email  (Business)  , if available.

Result : An email address for the selected directory entry appears in the "To" line of a new email window in your default
email program.

Note : You can configure which Send email buttons appear on your Directory toolbar. For information about adding buttons to a
toolbar, see Customizing Toolbars. The toolbar button is unavailable if this email address is not available for the selected
Directory entry.

Related Topics
Directory Toolbar Buttons
Start an E-mail Interaction
Using the Directory Toolbar
View and Edit Directory Entries

Requirements : You need an ACD Access License associated with the E-mail interaction type in order to work with email
messages. Also, in order to send an email interaction, you must be a member of a workgroup configured with an outbound
email mailbox. You also need the View User Queues or Modify User Queues right to your own user queue. For more
information about licensing and workgroup configuration, see your CIC administrator.

An outbound email interaction is an email message you send on  behalf of a workgroup. It can be included in Customer
Interaction Center reports and statistics. Additionally, as an interaction, it could be processed by any custom email handlers that
are added to your Customer Interaction Center installation.

Important points to consider:
Sending an outbound email interaction is not the same as replying to an ACD-routed email message sent to a workgroup
mailbox. You are ini tiating the interaction, not responding. For more information about responding to an ACD-routed email,
see Reply to an E-mail Message.

Send an Email Message

Start an Email Interaction
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A reply to an outbound email interaction is addressed to the appropriate workgroup mailbox and is routed as an ACD
interaction. A reply would first appear in the appropriate workgroup queue and then be ACD-routed to My Interactions.
You can use a CIC client directory entry to address an email message, but send the message using your default  emai l
program. This is not an email interaction and is not counted in Customer Interaction Center reports and statistics. For more
information, see Send an E-mail Message.

To  start an email  Interaction: 
1. Do one of the following:

Click Fi le   > New > Email  Interaction  .
Right-click a directory entry and select New Email  Interaction (Business)   or New  Email  Interaction (Home)  , if
available.

Tip: You can also use a CIC client directory entry to address an email message, but send the message using your
default email program. Using your default email program does not create an interaction. For more information, see
Send an E-mail Message.

2. If you belong to more than one workgroup or a workgroup configured with one or more outbound mailboxes, select the
appropriate workgroup and mailbox from the Create New Email  Interaction   dialog box and click OK.

3. Optionally, add addresses by doing one of the following:

In the To  text box, type the addresses of the email message recipients, separating each address with a semi-colon (;).
Click the To  button. In the Add Address dialog box, type all or part of the address in the text box and click Search. From the
results list, select the appropriate address and click Add.

Note : The Add Address dialog box enables you to search for an email address that is configured on your
Exchange server — typically, your company’s employee email addresses.
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4. Optionally, verify the email addresses used in this email message. Place your cursor on one of the addresses in the To  or CC
text box and do one of the following:

Click Check  Names .
In the Email Window for Outgoing Messages, from the Actions  menu, choose Check  Names .

Note : All email addresses are automatically verified before the message is sent. A verified address is underlined.

5. Optionally, type a message description in the Subject  text box.

Note : Subject is limited to 1024 characters in the CIC client. However, many email clients have much smaller limits so
the recipient may see a truncated subject line.

6. Type a message.

Note : If you are appropriately licensed, you can use Response Management and Account Codes, just as you would in
an email reply. For more information, see Use Response Management in an E-mail Message or Assign Codes to an
Interaction.

Also, the E-mail Window for Outgoing Messages used for initiating an email interaction enables you to format text,
create a hyperlink, and insert an image just as you would when replying to an HTML email message. For more
information, see Reply to an HTML E-Mail Message.

7. Optionally, spell check your reply by selecting a language from the Spel l     check language   drop-down list, then clicking the
Spel l     Check  button.

Result : If any misspelled words are detected, select the appropriate button and continue the spell check until all of the reply
is checked.
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Tip: You can configure the CIC client to spell check email messages automatically. You also can select the languages
used for spell checking.  For more information, see Email Configuration.

8. Optionally, attach a file to the email message by doing one of the following:

Note : Your system administrator configures the size limit for files you attach to an outgoing email message.

In the Email Editor, click the Attach button.
In the Email Window for Outgoing Messages, from the Fi le   menu, choose Insert  Attachment . Or, if available, click the
Attached button.

Note : The Attached button in the Email     Window appears only after you use Fi le   > Insert Attachment  to
attach at least one file.

9. Optionally, add notes to the email message.

Tip: For more information, see Add Notes to an Interaction.

10. Optionally, do one of the following to save this email message without sending it:

In the Email  List  , select the email message and click Hold.
Close the Email Window for Outgoing Messages to save this email message as a Held interaction.

Result : The email message is not sent, but is saved as a Held interaction in the appropriate workgroup queue. You
can pick up this interaction later, make any necessary changes or additions and then send it.

Note : In the Email  Window for Outgoing Messages  , you can click Fi le   > Save  response  to save your
work to this point. The email interaction remains Connected.

11. To send the email response, do one of the following:

Click the Send button.
In the Email Window for Outgoing Messages only, from the Actions  menu, select Send Email .

Result : The email message is sent to the addressed recipients.
12. If necessary, close the Email window for this interaction.

Note : You can set your Email Configuration to perform this action automatically.

Related Topics
Reply to an E-mail Message
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ACD-routed email messages appear in My Interactions or a workgroup queue. You can transfer these ACD-routed email messages
to another user or workgroup. If the designated transfer recipient does not pick it up, the CIC client returns the email message to
the workgroup queue.

Tip: You cannot transfer an incoming email interaction until you send or disconnect all the email reply interactions that are
associated with the original email interaction in an E-mail conversation.

Note : If the original email message contains an attachment, it automatically remains attached to the email message if you
transfer it. You cannot delete original email message attachments.

To transfer an email  message using a directory:
1. Do one of the following:

In the Email List, select an email interaction.
In your My Interactions queue or any other queue view in which the email interaction appears, select the email interaction.

2. Right-click a name in a directory. From the shortcut menu, select Selected Interaction and then click Transfer .

To transfer an email  message using the Transfer   dialog box:
1. Do one of the following:

In the Email List, select an email interaction.
In your My Interactions queue or any other queue view in which the email interaction appears, select the email interaction.

2. Click the Transfer  button.

Result:  The Transfer dialog box appears.
3. In the Transfer To :   text box, type all of part of the recipient’s name or number.

Result : A drop-down list of choices appears.

Requirements : Search Station Queues and Search Workgroup Queues Access Control rights determine which
station and workgroup queues are available as transfer targets.

Tip: If the drop-down list does not contain the appropriate recipient, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

Select "Dial [your entry] as Digits" to convert a text entry into numbers.
Select the appropriate name and associated extension number.

Result : Status information for the selected CIC user or current statistics for the selected workgroup appear.
5. Click the Transfer  button.

Related Topics
Working with E-mail Messages

Transfer an Email Message
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Requirements : See Working with Response Management for information about required rights.

You use stored responses to avoid typing the same information over and over again. You can search for a stored response and
insert it in an email reply or a forwarded email message.

To use a stored response when replying to    or forwarding an email  message:
1. Do one of the following:

In the Response Management view, search for and then select an appropriate response. Click Insert .
In the Email Editor or the E-mail Window for Outgoing Messages, in the reply area, type the response shortcut and press
Ctrl +Space .

Tip: For more information, see Use a Response Shortcut.

In the E-mail Window for Outgoing Messages, expand the Favorite  Responses  section and double-click a favorite
response.

Tip: You can use full-text searching by entering terms in the Search text box in the Response Management
view or the Responses section. For more information, see Search for a Response.

Result : The response is inserted in the email message.

If the response is a file, an Attached box appears and displays the name of the attached file. A progress bar appears while a
large file is being attached.
If the response is a message, the text appears in the email response section. When you use a stored response created with
the Inheri ted  font, it adopts the font and font characteristics (size, color, and so on) of the text immediately preceding it in
your email message.  However, when you insert a response that has a selected font and other font characteristics, then the
stored response appears as originally formatted. For more information, see Create Personal Responses.

Note : To use the information indirectly when composing a reply to an email message, click the Preview
button for a selected Response.

2. Make any necessary changes or additions and then click Send.

Note : For more information about replying to ACD-routed email messages, see Reply to an E-mail Message and Send
an E-mail Message.

Related Topics
Search for a Response
Use Response Management for an Incoming Interaction
Working with E-mail Messages

Use Response Management in an Email Message
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Requirements : See Using Response Management for information about required rights.

When you respond to a callback request, you can use Response Management to look up information and then relay it verbally. When
you evaluate a callback request or read an ACD-routed email message, you can incorporate stored text in the Notes section.

To use Response Management in an incoming    interaction:
1. Do one of the following:

In the Response Management view, search for and then select an appropriate response.
In the Callback window or E-mail Window for Incoming Messages, expand the Responses  section and search for an
appropriate system-wide response.
In the My Responses Window, use the Navigation Pane or other navigation aids to locate a personal response or system-
wide response.

Tip: For more information, see Search for a Response.

2. Do one of the following:
View the information in the response and use it indirectly when responding to the Callback Request or researching your
reply to an email message.
Copy and paste the information from the response to the Notes  section of the Callback window or E-mail window for
Incoming Messages.

Related Topics
Search for a Response
Use Response Management in an Email Message
Working with Callback Requests

Use Response Management for an Incoming Interaction
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Working with Faxes

Requirements : You need the TIFF Faxes Security right to receive faxes as TIF files attached to email messages.

With the CIC client, you receive faxes in the same place you receive email messages. Any time a caller sends a fax to you, the fax is
attached to an email message and sent to your email account.

Faxes are managed in one of these ways in the CIC client:
If Interaction Fax is installed on your workstation, you use the Interaction Fax viewer to view, edit, print, compose and send fax
documents. You receive faxes as I3F  fi les  .
If Interaction Fax is not installed on your workstation, you can receive faxes as TIF files and use the default application set up in
Windows for TIF fi les   to view and print faxes.

Related Topics
Fax Viewer List View
Open a Fax From Your Inbox
Send a fax
Use the Fax Viewer List View

Open a Fax From Your Inbox
You can open a fax from your email program Inbox. You can forward the fax to another person, just as you would any other email
message. You can also set alerts for new fax messages.

Faxes can be managed in one of two ways depending on whether Interaction Fax is installed on your workstation. For more
information, see Working with Faxes.

To open a fax from your Inbox:

1. Open your email Inbox.
2. Open the email message containing the fax message.
3. Double-click the attached fax.

Result : One of the following happens:

If Interaction Fax is installed on your workstation, it opens and displays the fax.

Note : Use Interaction Fax to view, edit, export, annotate or print the fax. For more information, see the
Interaction Fax Help.

If Interaction Fax is not installed on your workstation, the default application set up in Windows for TIF files displays the fax.

Note : The CIC administrator must configure your User rights in Interaction Administrator to enable you to
receive faxes as TIF files. Contact your CIC administrator if you do not have Interaction Fax installed and your
faxes are not being attached to your email messages as TIF files.

Related Topics
Working with Faxes

Use the Fax Viewer List View
You can create a Fax View List view in the CIC client that enables you to view a list of all the current faxes in your Inbox. The Fax
Viewer List view simplifies locating and managing faxes.

Note : Before you can use the Fax Viewer List view, you must make it available as a view in the CIC client. For more
information, see Fax Viewer List.
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To view faxes using the Fax V iewer List: 

Do one of the following in the Fax Viewer List view:
Double-click a selected fax.
Right-click a selected fax and, from the shortcut menu, select V iew.
Select a fax and click the Open  this Fax button (magnifying glass).

Result : Interaction Fax displays the selected fax.

Note : In Interaction Fax, you can edit, save, send, annotate or print the fax. Interaction Fax has its own Help system that
includes instructions for all of these operations.

To update the Fax V iewer List: 

If you delete faxes directly from your email program (e.g., Microsoft Outlook, Microsoft Outlook Express, Lotus Notes, etc.), refresh
your Fax View list to synchronize it with your email Inbox.

To ensure that all your current faxes appear in the list, do one of the following:
Click the Refresh the List  button (green arrows).
Right-click anywhere in the Fax Viewer list and, from the shortcut menu, select Refresh List .

To delete a fax:
To remove a fax from the Fax Viewer List and also from your email Inbox, right-click a selected fax and, from the shortcut menu,
select Delete . In the Confirm Delete  dialog box, click Yes .

Note : The selected fax is not removed from your email Inbox until you refresh the list.

To  save a copy of a fax:
To save a copy of the fax to a location you select, right-click on a fax and, from the shortcut menu, select Save  As .  In the Save
Fax As  dialog box, browse to the desired location, type a Fi le   name and click Save .

Note : The fax is saved in I3F format and can be opened using Interaction Fax. You can save faxes in TIF format in
Interaction Fax.

To delete a copy of a fax:
To delete a copy of a fax that you previously saved to a location on your workstation or network, right-click a fax and, from the
shortcut menu, select Remove Local  Copy.

Note : This option is disabled if you haven't previously saved a local copy of the selected fax.

Related Topics
Fax Viewer List
Open a Fax From Your Inbox
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Send a Fax
If Interaction Fax is installed on your workstation, you can send a fax from any Windows application that allows printing.

Note : Your call privileges determine whether you have adequate permission to send a fax, not the fax station’s call privileges.
For example, if FaxStation 1 has long-distance privileges, but you do not, you would be unable to send a long-distance fax using
FaxStation 1. The CIC administrator determines call privileges. If you have questions regarding your call privileges, contact the
CIC administrator.

To send a fax:
1. Open the Windows application and create the fax.
2. From the Windows application, print the fax.
3. Select Interaction Fax as the printer and click OK to print the fax.

Tip: If you are printing a PDF to Interaction Fax, be sure the option, Print to  Fi le   , is not  selected.

Result : The document is converted to a fax and appears in Interaction Fax.
4. Do one of the following:

In the Interaction Fax toolbar, click the Send Fax icon.
From the Fi le   menu, click Send Fax.

Note : You may be prompted to log on the first time you send a fax during each session. If so, just enter your logon
password and click OK.

5. In the Send Fax dialog box, fill in the appropriate Recipients  fields and click Send.

Note : Consult the Interaction Fax Help which contains complete instructions for sending faxes.

6. After sending the fax, from the Fi le   menu, click Exit .

Related Topics
Open a Fax From Your Inbox
Working with Faxes

Fax Viewer List View

Requirements : You must install Interaction Fax on your workstation in order to display the Fax Viewer List view.

The Fax Viewer List view provides a convenient place for you to see all the faxes that have been delivered to you by Customer
Interaction Center. You can use this view to review, delete, save, or remove copies of your faxes. The Interaction Fax Viewer opens
and displays the faxes selected from this view. For more information, see Use the Fax Viewer.

Note : If your faxes are stored on the server in FBMC mode (File Based Mail Connector) instead of being delivered as email
message attachments, you must create a Fax Viewer List view in order to view faxes. Otherwise, the Fax Viewer List view is
optional.

To display the Fax V iewer List view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Unified

Messaging.

2. In the V iews  list, select Fax V iewer .
3. Click OK.

Result : The Fax Viewer List view appears.

Related Topics
Add or Close Views
Customizing the interface
Use the Fax Viewer List View
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Working with Generic Objects

Understanding Generic Object Routing
Some companies may incorporate tasks specific to their organization into the CIC client, and may implement the ability to route
these ACD queue objects to agents or users within a workgroup. While most interactions (phone calls, emails, chat sessions, and
so on) generally involve communication between two or more people, generic objects are more task-based, unlike interactions that
require some type of contact with another person.

For example, a generic object may include a request to author a knowledge base entry, a loan application for processing, a CRM
ticket, and more. Just as with any other interaction, you can pick up, transfer, disconnect, request assistance with, or place on hold
generic objects. Supervisors may view the status of individual tasks and team members through Interaction Supervisor.

Note : Your company may or may not implement this feature. If you have questions about sending and receiving generic
objects, or tasks other than working with interactions within the CIC client, see your system administrator for details.
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Interaction Optimizer

Requirements : Only agents with the appropriate licenses and rights can use Interaction Optimizer. Consult your CIC
administrator if you have questions about licensing.

Interaction Optimizer is a Workforce Management (WFM) application that enables administrators to effectively schedule resources.
Interaction Optimizer is an optional component of Customer Interaction Center (CIC).

Interaction Optimizer provides these main features:
Demand Forecasting

Administrators can determine the demand for agents with interaction volume forecasting based on historical ACD data and
head count forecasting based on simulations or Erlang calculations.

Schedule Generation

Administrators can generate schedules based on forecasted demand and available resources.
Schedule Administration

The administrator can analyze and modify generated schedules when necessary.
Time-Off Requests

Agents can submit time-off requests and Supervisors can review and process these requests.
Real-Time Adherence

Supervisors can track agent compliance to scheduled activities and also review and process adherence exceptions.
Agent Schedule Preferences

Agents can indicate the days and times when they prefer or prefer not to work and also at what times they prefer meals and
breaks.

Note : Interaction Optimizer administrative features are available in IC Business Manager.

Accessing Interaction Optimizer Features
Interaction Optimizer features for agents are available in the CIC client. This section describes the rights and licenses required to
access the Interaction Optimizer features.

These features are available for Supervisors or Administrators in IC Business Manager.
Demand Forecasting
Schedule Generation
Schedule Administration
Time-Off Request Management
Real Time Adherence Management (Tracking agent compliance to the schedule)

Agents can use the CIC client for the following features, if they have an Interaction Optimizer Schedulable  l icense   and meet
the other requirements.

Note : Interaction Optimizer is enabled only if your CIC system has the appropriate feature licenses. You can use Interaction
Optimizer features only if you have the appropriate Optimizer user license and rights. For more information, see the Interaction
Optimizer Technical Reference.

Administrative Features

Agent Features and Requirements
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Feature Other Requirements

Display your schedule View Plug-ins Access Control right

Configure schedule
preferences

Agent can specify schedule preferences Interaction Optimizer Security right

Bid on preferred schedules Agent can bid on schedules Interaction Optimizer Security right

See the ranking of your
schedule bid

Agents can see rank and the Agent can see relative rank Interaction Optimizer Security rights

Submit time-off requests Agent can submit time off Interaction Optimizer Security right

Also, the agent must belong to an Optimizer Scheduling Unit and be assigned to a Shift
Definition.

Note : Administrators configure Scheduling Units and Shift Definitions in Interaction
Center Business Manager.

Related Topics
Displaying Your Schedule
Schedule Adherence
Using the My Schedule View
Working with Your Schedule
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Interaction Optimizer Web Application
Interaction Optimizer is also available as a web-based browser application. Your CIC administrator can configure your system to
display the Interaction Optimizer web application inside the CIC client My  Schedule  view. This replaces the standard CIC client My
Schedule view.

Note : Shift Trading is available from inside the CIC client only in the embedded Interaction Optimizer browser application.

1 CIC client My Schedule  view

2 Interaction Optimizer web application embedded in the CIC client My Schedule view.

3 CIC client Optimizer  menu

If you have the embedded Interaction Optimizer web application, you can still use the CIC client Optimizer  menu to
manage Time Off Requests, Schedule Preferences, and Schedule Bidding. See the CIC client help for information about
using the Optimizer menu.

4 CIC client Help menu

5 Click the help icon in the Interaction Optimizer web application to learn how to use this embedded version to view your
schedule, submit time-off requests, or trade shifts with other agents.
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Optimizer Settings

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

You control the colors used for each type of activity in the My Schedule view. You can set other options that affect the schedule
display and the speed at which it loads. Also, you can enable schedule reminders and configure how far in advance the reminder
occurs.

Note : Optimizer configuration settings apply to the standard My Schedule view. These configuration settings do not apply if
you display the Interaction Optimizer web application inside the My Schedule view. For more information, see Interaction
Optimizer Web Application.

The Optimizer Settings node enables you to set the following options:
General Optimizer Settings
Activity Settings
Preference Colors

Related Topics
Working with Your Schedule

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

Note : Your CIC administrator controls whether you can alter configuration settings. For more information, see Understanding
the Configuration Dialog Box.

Optimizer general settings enable you to control the appearance and scope of your Optimizer Schedule.

To configure general  Optimizer settings:
1. Do one of the following:

In the My Schedule view, click the Options  toolbar button.
In the Configuration dialog box, click the Interaction  Optimizer Settings  node.

2. In the Optimizer Settings property details pane, click the General  tab.
3. Complete the settings as described below or click Reset  to  default   to return all settings to default values.

Optimizer General Settings
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Dai ly   start t ime
Dai ly end time

Set the start and end times for the time axis in the My Schedule view.

Note : In right to left languages, AM or PM precede these times in a
HH:MM:SS format.

First  day of week Select the first day of the week used in both the Week and Month views
in the My Schedule view.

Months  of past schedules to  load 
Months of future schedules to  load 

Select the number of past and future schedules to load when the My
Schedule view is displayed.

Tip: Limiting the number of schedules loaded can shorten the time
it takes to display your schedule.

Warning  background co lor  Select the Warning  background co lor   check box and click the
Change  Color  button to select a different background color for the
Current activi ty based on   status  text box in the My Schedule view.

Note : If your current status does not correspond to the activity for
which you are currently scheduled, you are alerted by a change in
background color in this text box. For more information, see
Schedule Adherence for details.

Republ ished   dates co lor  Select the Republ ished   dates co lor   check box and click the Change
Color  button to select a color to indicate republished schedules in the
My Schedule view.

Note : For more information, see Republished Schedules for details.

Activi ty   Name Format Select whether to display the activity name or description or both in the
My Schedule view.

Note : Your schedule administrator can enter an extended
description for selected activities in the published schedule. This
option enables you to display these descriptions, or choose not to
do so.

Fi l l      in activi ty display with co lor   Select this check box to use the selected activity color as the
background for the time slot occupied by the activity.

Clear this check box to use the activity color only on the left edge of the
time slot occupied by the activity.

Note : You can select the colors used for activities. For more
information, see Optimizer Activity Settings.

4. Click Apply  to save your selections and apply them to the My Schedules view.
5. Click OK to close the Configuration dialog box.

Related Topics
Optimizer Settings
Optimizer Activity Settings
Optimizer Preference Colors
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

Note : Your CIC administrator controls whether you can alter configuration settings. For more information, see Understanding
the Configuration Dialog Box.

Optimizer Activity Settings enable you to select the color used for activity in the My Schedule View. Also, you can enable schedule
reminders and configure how far in advance reminders occur for each activity.

To configure Optimizer activi ty settings:
1. Do one of the following:

In the My Schedule View, click the Options  button.
In the Configuration dialog box, click the Interaction  Optimizer Settings  node.

2. In the Optimizer Settings property details pane, click the Activi ty Settings   tab.
3. To change the colors used for an activity:

Tip: Another setting controls whether the activity color is used as the background for the time slot occupied by the
activity or appears only on the left edge of the time slot. For more information, see Optimizer General Settings.

a. Do one of the following:
Select the check box for one or more activities.
Select the Select /  unselect al l   check box to select all activities.
Clear the Select /  unselect al l   check box to clear all activity selections and pick again.

b. Click Change Color .
c. In the Color dialog box, do one of the following:

From the Basic co lors   palette or the Custom colors  palette, select a color.
Click Define Custom  Colors >>.  Click the color swatch to change the Hue and saturation (Sat), and then move the
slider in the color gradient to change the luminescence (Lum). Click Add to  Custom Colors  .

d. Click OK.

4. To restore the default color of an activity or selected activities to the default color setting:
a. Select one or more activities, as described in the previous step.
b. Click Reset to  Default  .

5. To control whether you are reminded in advance of scheduled activities, do one of the following:

To enable schedule reminders, select the Enable  check box.
To disable schedule reminders, clear the Enable  check box.

6. To configure how far in advance of a schedule activity a reminder occurs, do one of the following:

Select one or more activities and then from the Reminder  drop-down list, select an interval.
Select one or more activities and click Reset  to  default  .

7. Click Apply  to save your selections.
8. Click OK to close the Configuration dialog box.

Related Topics
Optimizer Settings
Optimizer General Settings
Optimizer Preference Colors

Optimizer Activity Settings
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

Note:    Your CIC administrator controls whether you can alter configuration settings. In particular, the administrator must grant
you the right to specify schedule preferences in order for you to select Optimizer preference colors. For more information, see
Understanding the Configuration Dialog Box.

You can select the colors used when you indicate your schedule preferences in the Schedules Preferences dialog box.

To configure  Optimizer preference co lors:
1. Do one of the following:

In the My Schedule view, click the Options  button.
In the Configuration dialog box, click the Interaction  Optimizer Settings  node.

2. In the Optimizer Settings property details pane, click the Activi ty Settings   tab.
3. To change the colors used for an activity:

a. Do one of the following:
Select the check box for one or more activities.
Select the Select /  unselect al l   check box to select all activities.
Clear the Select /  unselect al l   check box to clear all activities selections and pick again.

b. Click Change Color .
c. In the Color dialog box, do one of the following:

From the Basic co lors   palette or the Custom colors  palette, select a color.
Click Define Custom  Colors >>.  Click the color swatch to change the Hue and saturation (Sat), and then move the
slider in the color gradient to change the luminescence (Lum). Click Add to  Custom Colors  .

d. Click OK.

4. To restore the default color of an activity or selected activities:
a. Select one or more activities, as described in the previous step.
b. Click Reset to  Default  .

5. Click Apply  to save your selections.
6. Click OK to close the Configuration dialog box.

Related Topics
Optimizer Settings
Optimizer Activity Settings
Optimizer General Settings
Working with Schedule Preferences

Interaction Optimizer : Only agents with the appropriate licenses can see their work schedules in the CIC client. Also, your
CIC administrator must enable your "Schedule Bidding" Optimizer Security setting. For more information, see Interaction
Optimizer for more details.

Note : Your CIC administrator controls whether you can alter configuration settings. For more information, see Understanding
the Configuration Dialog Box.

These configuration settings enable you to reuse your previous settings in the Schedules for Bidding Dialog Box, determine whether
you are notified when a bidding window opens and when it is about to close.
1. Do one of the following:

In the My Schedule Page, click the Options  button.

Optimizer Preference Colors

Optimizer Schedule Bidding Settings
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In the Configuration dialog box, click the Interaction  Optimizer Settings  node.

2. In the Optimizer Settings page, click the Schedule  Bidding tab.
3. Select the appropriate check boxes:

Reuse  last saved schedule bid view
settings

Select this check box to save these view settings last used in the
Schedules for Bidding Dialog Box:
The selected columns and column width settings used on the left side
(Schedule Ranking).
Your selection of "Week View" or "Day View" and your last Zoom setting
used on the right side (Schedule Bid View).

Reuse  last saved schedule bid sort
order

Select this check box to save the last sort order used in the Schedules
for Bidding Dialog Box.

Notify about new bid(s) Select this check box to receive a desktop alert when a bidding window
opens.

The CIC client checks for new schedule bids and bidding windows when
you log on to the CIC client and once an hour while you are logged on.

Remind about  upcoming deadl ines  Select this check box to receive a reminder when a bidding window is
about to close. The reminder appears in the Optimizer Schedule
Reminders dialog box.

From the Time  before deadl ine when reminder is  shown    drop-
down list, select how far in advance of the deadline you want the
reminder to appear.
 

Tip: Double-click the reminder item to open the Schedules for
Bidding Dialog Box where you can review the possible schedules
and submit a bid.

4. Click Apply  to save your settings.
5. Click OK to close the Configuration dialog box.

Tip: To restore the Schedule Bidding settings to the default setting, click Reset  to  Default  .

Related Topics
Optimizer Settings
Working with Schedule Bidding

Optimizer Schedule Reminders
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

Optimizer Schedule reminders can alert you to upcoming scheduled activities.  For example, a reminder could alert you to a meeting
that is about to start or warn you that you are due to resume ACD activity in ten minutes.

Reminders appear at pre-determined intervals before scheduled activities. You can configure different intervals for each type of
activity. For more information, see Optimizer Activity Settings.
You can also display the Optimizer Schedule Reminder dialog box at any time by selecting Reminders  from the V iew menu.

Using the Optimizer Schedule Reminder dialog box

You can do any of the following when working with a schedule reminder:
Click Dismiss Al l   to prevent any future reminders from appearing to you for any activity listed here.
Select one or more activities and then click Dismiss  to prevent any future reminders from appearing to you for the selected
activities.

Note : Dismissing a reminder affects reminder behavior only for this occurrence of the scheduled activity. If you
dismiss one ACD activity reminder, reminders will still appear for future ACD activities.

Select one or more reminders, select a reminder interval from the drop-down list and then click Snooze  to dismiss the current
reminder(s) and cause another reminder to appear later.
Select a reminder and click Open  Item to view the details of the scheduled activity that caused the reminder to appear.
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Related Topics
Working with Your Schedule
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Working with Schedule Preferences

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule
preferences.

If your security setting enables you to specify schedule preferences and your Optimizer administrator includes agent preferences
when generating schedules, you can indicate your preferences for your shifts for your agent group in the Schedule Preferences
dialog box.

You can use schedule preferences to indicate the days and times when you prefer or prefer not to work and also to indicate at what
times you prefer meals and breaks.

When you add or edit schedule preferences, the additions or changes are picked up automatically the next  time the administrator
generates a schedule. They are not applied retroactively to previously generated and published schedules.

You can create two types of schedule preferences:
Default  preferences : Default preferences apply to the same dates every year. For example, you could add a summer work
schedule preference and apply this preference from June 1 to September 1 every year.
Preference  Overrides : A preference override applies to a specific date or range of dates. It "overrides" (replaces) any default
preference applied to the same dates. Preference overrides do not recur from year to year. For example, you could create a
preference override that indicates you do not want to be scheduled to work on a selected date or that you would like to start
work later than usual on a selected date.

The following rules apply to schedule preferences:
Default preferences cannot be defined for a period of less than one week.
Two default preferences cannot overlap, i.e., coincide in date and time.
Two preference overrides cannot overlap.
If a default preference and a preference override exist for the same date and time, the preference override is used as the agent
schedule preference when the schedule is generated.
Any schedule preferences that are outside your shift constraint range are ignored when the schedule is generated.

Note : Administrators have the option of considering or ignoring agent schedule preferences when they generate a schedule.
Administrators can also decide how much weight they give to agent preferences when generating a schedule.

Related Topics
Setting  Your Schedule Preferences
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule
preferences.

A schedule preference indicates the days and times when you prefer or prefer not to work. For more information, see Working with
Schedule Preferences.

To add a schedule preference:
1. In the Schedule Preferences dialog box, do one of the following:

In the List View or Calendar View, click the Add button.
In the List View or Calendar View, right-click and select Add  preference entry  from the shortcut menu.

Tip: Select a date or range of dates in the Calendar view before clicking the Add button or selecting Add preference
entry . The selected date or date range becomes the Start date and End date in the Schedule Preferences Details dialog
box.

Result : The Schedule Preferences Details dialog box appears.
2. In Preference entry , type a unique, identifying name for this schedule preference.
3. Do one of the following:

Select the Default check box to create a default preference.

Note : Default preferences apply to the same date every year.

Clear the Default check box to create a preference override.

Note : Preference overrides apply to a specify date or range of dates.

4. In Start date  and End date , select the appropriate date or range of dates.

Note : Default preferences cannot be defined for less than one week.

5. From the Granulari ty   drop-down list, select the smallest unit of time for which you want to indicate a schedule preference.

Note : This value can be adjusted as you create your schedule preference for each unit of each day. You can set it to 15
minutes when indicating preferred break times or 60 minutes when indicating preferred work hours.

6. From the Set work  preference   drop-down list, select one of the pre-defined preferences.

7. Indicate your schedule preferences.

Tip: For information about using the Schedule Preference Details dialog box, see Setting Schedule Preference Details.

8. When finished, click Apply  and then click OK.

Related Topics
Edit a Schedule Preference
Remove a Schedule Preference
Setting Schedule Preference Details
Working with Schedule Preferences

Add a Schedule Preference
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule
preferences.

A schedule preference indicates the days and times when you prefer or prefer not to work. These changes are picked up
automatically the next time  the administrator generates a schedule. Changes are not applied retroactively to previously generated
and published schedules. For more information, see Working with Schedule Preferences.

To edit a schedule preference:
1. In the Schedule Preferences dialog box, do one of the following:

In the List View, select the appropriate preference and click the Edit  button or right-click and select Edit preference
entry .
In the Calendar View, select anywhere in the range of dates for the preference and click the Edit  button or right-click and
select Edit  preference entry .

Result : The Schedule Preferences details dialog box appears.
2. Make any of the following edits as appropriate:

a. In Preference entry , update the unique, identifying name for this schedule preference.
b. Do one of the following:

Select the Default  check box to create a default preference.

Note : Default preferences apply to the same date every year.

Clear the Default  check box to create a preference override.

Note : Preference overrides apply to a specify date or range of dates.

c. In Start date  and End date , select the appropriate date or range of dates.

Note : Default preferences cannot be defined for a period of less than one week.

e. From the Granulari ty   drop-down list, select the smallest unit of time for which you want to indicate a schedule preference.
 

Note : This value can be adjusted as you create your schedule preference for each unit of each day. You can set
it to 15 minutes when indicating preferred break times or 60 minutes when indicating preferred work hours.

3. From the Set work  preference   drop-down list, select one of the pre-defined preferences.
4. Indicate your schedule preferences.

Tip: For more information for tips on using the Schedule Preference details dialog box , see Setting Schedule
Preference Details.

5. When finished, click Apply  and then click OK.

Related Topics
Add a Schedule Preference
Remove a Schedule Preference
Setting Schedule Preference Details
Working with Schedule Preferences

Edit a Schedule Preference
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

A schedule preference indicates the days and times when you prefer or prefer not to work. When you remove a schedule preference,
this change is not applied retroactively to previously generated and published schedules.
1. To remove a schedule preference, in the Schedule Preferences dialog box, do one of the following:

In the List View, select the appropriate preference and click the Remove  button or right-click and select Remove
preference  entry .
In the Calendar View, select anywhere in the range of dates for the preference and click the Remove  button or right-click
and select Remove  preference entry .

Result : You are prompted to confirm that you want to remove this schedule preference.

2. Click Yes .

Result : The selected schedule preference is removed from both the List View and Calendar View of the Schedule
Preferences dialog box.

Related Topics
Add a Schedule Preference
Edit a Schedule Preference
Setting Schedule Preference Details
Working with Schedule Preferences

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

You define the specific details of your schedule preferences in the Schedule Preferences details dialog box. You can create
schedule preferences by painting work preferences in selected intervals. You can also copy, paste, move, or adjust the length of an
existing work preference.

Quick Start

You can copy all or part of an existing schedule preference, then make any necessary adjustments.

To copy an existing schedule preference:
1. In the Schedule Preference Details dialog box, click the Copy preference data button.
2. In the Copy Preference  dialog box, from the drop-down list, select the appropriate schedule preference.

Remove a Schedule Preference

Setting Schedule Preference Details
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3. Select the appropriate day or days from the schedule preference or select the Select al l   check box.
4. Click OK.
5. Modify the new set of work preferences as needed.

Paint Work Preferences

Use the mouse to paint a work preference in the appropriate interval in your schedule.

To paint a work  preference in the schedule: 
1. In Schedule Preferences details dialog box, from the Set  work  preference  drop-down list, select the appropriate preference.

Result : The cursor changes to a pencil icon.
2. Click in the appropriate day and interval in the schedule.
3. While holding down the mouse button, drag the cursor to paint the work preference in the appropriate interval and then release

the mouse button.

Drag and Drop Work Preferences
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Use the mouse to drag and drop a work preference to a selected interval in your schedule.

To drag and drop a work  preference in the    schedule:
1. In Schedule Preferences details dialog box, from the Set  work  preference  drop-down list, select the appropriate preference.

2. Cl ick   the Drag  and drop selected preference  icon.

3. While holding the mouse button down, drag the cursor to the appropriate day and interval in the schedule and then release the
mouse button.

Result : The work preference is painted in the appropriate place in the schedule.

Note : The Default duration is 30 minutes.

Tips

Use your mouse to adjust an existing work preference:
To adjust its duration, point your mouse to its right or left border. When the cursor changes to a double-pointed arrow, click and
hold, and then drag the border to adjust how much time this work preference occupies. When the work preference duration is
correct, release the mouse button.
To move it, click and hold on a selected work preference, drag it to the desired day and time slot and then release the mouse
button.

Work Preferences shortcut menu

Several options are available from the Work Preferences shortcut menu to simplify schedule preference creation.

Some tips for creating and managing work preference include:
Right-click in the Day control or on any selected work preference interval to display the Work Preferences shortcut menu.
Hold down the Ctrl  key to select multiple preferences.
Select one or more days from the Day  contro l   and then copy, paste or remove an entire day’s work preferences in one
operation.
Common keyboard shortcuts are available: copy (Ctrl+C ), paste (Ctrl+V ) and delete (Del ).
Select one or more work preferences or select a day from the Day control, then select Apply preference(s)  across al l  days 
to copy work preferences to all the days in the week.

Note : Preferences are not  applied to days without shift constraints when you apply preference(s) across all days.

To swap all the work preferences between two days, select a day from the Day control, press and hold Shift  and then select the
second day from the Day control. Right-click and select Swap preference(s) from the shortcut menu.

Tip: You can also use Swap preference(s) to swap two selected work preferences between days.

Select one day from the Day control, right-click and select V iew   shift detai ls   to review information about your work shift.
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Related Topics
Schedule Preference Details Dialog Box
Working with Schedule Preferences

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule
preferences.

You use the Schedule Preferences dialog box to manage your defined schedule preferences.

To access the Schedule Preferences dialog  box, do  one of the fo l lowing:  
In the My Schedule view, click the Preferences  toolbar button.

From the Optimizer  menu, choose Schedule Preferences .

Result : The Schedule Preferences dialog box appears.

The Schedule Preference dialog box has two views: List View and Calendar View. Select the view that enables you to manage your
schedule preferences in the way that is most convenient for you.

Tip: In either view, select the Show default  or Show overrides  check box to view one type of preferences at a time or
display all schedule preferences by selecting both check boxes.

List   View

The List View displays a table of your existing schedule preferences. Notice that in the List View, a default preference does not
include a year in the Start  Date  or End Date  and the Default  check box is selected.

Schedule Preferences Dialog Box
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Calendar View

The calendar view is a graphical display of your default and override schedule preferences. Default preferences and preference
overrides are highlighted in the indicated Default  preference  and Override  colors.

While working in the Calendar View, you can:
Double-click the Default preference  or Override  button to change the color used in the Calendar View.
Use the left and right arrows in the calendar header to change the range of dates displayed.
Resize the Schedule Preferences dialog box to change the number of months displayed.
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Related Topics
Setting Your Schedule Preferences

Requirements:  Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer. You also need the Allow Agent Preferences Security right to set your schedule
preferences.

You use the Schedule Preferences Details dialog box to define your schedule preferences. You use pre-defined work preference
types to describe your preferred schedule and indicate these work preferences in fixed intervals. An interval can be as short as
fifteen minutes or as long as you require.

Accessing the Schedule Preferences Details Dialog Box

To access the Schedule Preferences Detai ls     dialog box, in the   Schedule  Preferences dialog box, do  one of the
fo l lowing: 

In the List View or Calendar View, click the Add button.
In the List View or Calendar View, right-click and select Add  preference entry  from the shortcut menu.

Tip: Select a date or range of dates in the Calendar view before clicking the Add button or selecting Add preference
entry .  The selected date or date range becomes the Start date and End date in the Schedule Preferences Details dialog
box.

In the List View, select the appropriate preference and click the Edit  button or right-click and select Edit  preference entry .
In the Calendar View, select anywhere in the range of dates for the preference and click the Edit  button or right-click and select
Edit preference  entry .

Schedule Preferences Details Dialog Box
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Result : The Schedule Preferences Details dialog box appears.

Understanding the Schedule Preferences Details Dialog Box

The Schedule Preferences details dialog box has a graphical interface in which you indicate your preferred activities (work
preferences) in selected intervals through your work shift.

Some important features in this dialog box include:
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1 The Granulari ty   setting controls the size of the time intervals used in this dialog box. This in turn controls the size of
the smallest interval you can paint. You can adjust this setting at any time, as needed.

2 You select a work preference from the Set work  preference   drop-down list before "painting" it onto the time interval
grid.

Note : You can change the colors used for these work preferences. For more information, see Optimizer Preference
Colors.

3 Select a work preference from the Set work preference drop-down list and click the Drag  and drop selected
preference  icon and then drag and drop the preference to the appropriate day and interval in the schedule and then
release the mouse button.

Note : The Default duration is 30 minutes. You can adjust the duration by moving the right or left border of the work
preference.

4 You can select the name of a day or day(s) from the Day contro l  . This selects all the defined work preferences for the
selected day(s).

5 A solid color indicates a work preference that you have defined and saved.

6 A dotted pattern indicates a work preference that you have added or changed, but not yet saved.

7 A crosshatched pattern indicates the currently selected work preference(s). You can:
Select multiple work preferences and then copy, paste or delete these preferences.
Select a single preference and drag and drop it to another time or day and time in the schedule.

8 Point to any defined work interval or click on any interval to display its work preference details.

9 Gray areas in the schedule display indicate times that are outside your defined work shift.

Note : Your CIC administrator configures shift constraints. These constraints include earliest shift start time and
latest shift stop time. If a latest shift stop time is not defined, a gray area showing the shift end boundary does not
appear.

Any schedule preferences that are outside your shift constraint range are ignored when the schedule is generated.  
If you point to one of these gray areas, a screen tip reminds you that the indicated time is outside the range of your
work shift.

10 Click the Copy  preference data button to import preference details from an existing set of default preferences or
preference overrides.

Related Topics
Setting Schedule Preference Details
Working with Schedule Preferences
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Working with Your Schedule

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

If your company has implemented Interaction Optimizer and you have the appropriate licenses, you can display your work schedule.
This section explains how to display and use your work schedule.

Related Topics
Displaying Your Schedule
Interaction Optimizer
Schedule Adherence
Using the My Schedule View

Requirements:  You can display the Optimizer schedule view only if you have the appropriate licenses. Also, you need the
View Plug-ins Access Control right for the Optimizer Schedule. For more information, see Interaction Optimizer.

To display your schedule:
1. In the Create  New View dialog box, set Group  by to Categories.
2. From the list of categories, select Interaction  Optimizer .
3. In the V iews  list, select My Schedule .
4. Click OK.

Result : The My Schedule view appears.

Related Topics
Change View Layout
Change View Order
Interaction Optimizer
Schedule Adherence
Using the My Schedule View
Working with Your Schedule

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

The My Schedule view displays your work schedule. You can:
Monitor your schedule adherence
Change schedule dates
Configure schedule options
Print your schedule

My Schedule View

The My Schedule view is divided into several sections.

Displaying Your Schedule

Using the My Schedule View
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1 Schedule
Adherence

The Schedule Adherence section enables you to monitor and improve your adherence to the published
schedule. It also tracks you to the opening of schedule bidding windows.
You can compare your current activity to your current scheduled activity. If your current status does not
correspond to an activity that matches the one for which you are currently scheduled, you are alerted by a
change in background color in the Current activi ty based on status   text box.

The name of your next scheduled activity appears in the Next  scheduled activi ty   text box.
This section also includes both digital and analog countdown timers to your next activity.

2 Publ ished
Schedule

This section displays your currently published schedule. Use the controls in the Schedule toolbar to select
a Day, Week, or Month view of your schedule.

The time axis in the displayed schedule is automatically adjusted for the daily start and end times you set
for your Schedule. Use the scroll bar on the right side of the schedule display to view scheduled activities
which occur outside the displayed times

3 Date
Selection

This calendar control enables you to adjust the dates displayed in the My Schedule view.

To  adjust the dates displayed in the My Schedule view:
1. Click the Days, Week, or Month buttons in the Schedule toolbar to select the appropriate view.
2. Select the appropriate day, week, or month from the calendar control.

4 Schedule
Toolbar

This toolbar enables you to control your schedule display, view your Time-Off Requests, or set Schedule
display options.

Click the Days , Week , or Month toolbar buttons to select a schedule view.
Click the Time Off  toolbar button to view a list of your Time-Off Requests.
Click the Options  toolbar button to set display options for your schedule.
Click the Print  toolbar button to print a copy of your currently displayed schedule.
Select an Activity in your currently displayed schedule and click the Detai ls   button to view Activity
Details.

5 Schedule
Status

The Schedule Status line displays the last published date of the currently displayed schedule. It also
displays an error message if there is a problem in retrieving the schedule because of a licensing issue or a
network failure.
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Republished Schedule

Your supervisor or other administrator may make adjustments to the schedule and then republish a revised version. You are alerted
to a republished schedule in several ways in the My Schedules view.

Days where the schedule changed are highlighted by a special color. This color appears on dates in the calendar control and
also as a background to the name of the day and date in the Day view.

Tip: You can right-click in the calendar control on any of these republished dates and clear this highlighting after you
notice the schedule has changed. You can also select the color used to indicate republished dates. For more
information, see Optimizer General Settings.

Also there is a tool tip on the “Day View.”  If you point to the day and date (Wednesday, December 16, in this example), a tooltip
appears indicating the day is highlighted because the schedule was republished for this day.
A popup toast message appears alerting you to a republished schedule. It does not disappear until you deliberately close it.
The Schedule Status line indicates when the schedule was republished and lists the dates affected by this new schedule.

Related Topics
Displaying Your Schedule
Interaction Optimizer
Working with Schedule Bidding
Schedule Adherence
Working with Your Schedule

Requirements : Only agents with the appropriate licenses and rights can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

If your company uses Interaction Optimizer, then your status setting is used to track Real-Time Adherence to the published
schedule. Adherence to the published schedule is defined as an agent’s status being consistent with his or her currently scheduled
activity.

Interaction Optimizer tracks whether you are available when you are supposed to be, and if you take breaks and mealtimes as
scheduled. Interaction Optimizer can trigger alerts which a supervisor can see in Interaction Supervisor when you are out of
compliance.

Interaction Optimizer displays a toast pop-up message when a new, scheduled activity starts and you have not set your status
correctly.

Note : If the Optimizer "My Schedule" view is not visible when the toast message appears, the message remains visible until
you close it. This ensures that you are alerted you are out of adherence if you are away from your desk when the toast message
appears.

Warning: It is very important that you set your status accurately whenever your status changes. For more information, see Set
Your Status.

Related Topics
Displaying Your Schedule
Interaction Optimizer
Using the My Schedule View
Working with Your Schedule

Schedule Adherence

Print Your Optimizer Schedule
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

You can print your Optimizer Schedule from the My Schedules view.

To print your schedule:
1. In the My Schedule view toolbar, click the Print  button.

Result : The Print Options dialog box appears.
2. From the Print style drop-down list, select one of the following:

Select Dai ly  , Weekly , or Monthly  to print a schedule that corresponds to the Day, Week, or Month views in the My
Schedule view.
Select Yearly  to print a single page calendar for the selected year.
Select Activi ty Detai ls    to print a list of scheduled activities, along with start and end times, for the selected dates.

3. From the Start date  and End date  drop-down lists, select the appropriate date range.
4. From the Print co lor style   drop-down list, select a style for backgrounds used in headings and activities.
5. Set Maximum pages  to a desired maximum number of pages in the calendar printout.
6. If you are printing a Weekly or Monthly schedule, in the Pages per i tem   drop-down list, select whether the schedule for each

week or month should print on one  or two  pages.
7. Select the Include date header  check box to include the selected date range in a header on each page of the printed

schedule.
8. Do one of the following:

Select Print .
Select Preview to see your schedule in the Print  Preview window and then select the Print icon from the toolbar.
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Related Topics
Displaying Your Schedule
Interaction Optimizer
Working with Your Schedule

Working with Schedule Bidding

Interaction Optimizer : Only agents with the appropriate licenses and rights can see their work schedules in the CIC client.
For more information, see Interaction Optimizer.

Schedule bidding is a process by which you can rank and bid on schedules prior to schedule assignment.  The Scheduling
Administrator picks the agents who are allowed to bid, evaluates all agent bids, and assigns schedules. The schedule you are
assigned is in effect for a specific length of time or until the next round of schedule bidding. You receive the same schedule every
week until the end of this period.

Note : If your Scheduling Administrator enables you to indicate a schedule choice, you can use either Schedule Preferences or
Schedule Bidding, but not both.

Here are some terms to help you understand this process:
Schedule : A schedule is all the activities one agent performs in a week. For example, one schedule could have activities
assigned from 8:00 AM to 4:30 PM on Monday through Friday.
Biddable Schedule : A biddable schedule is one possible schedule for an agent.
Schedule Bid: A schedule bid is a set of many biddable schedules. An agent submits a bid to be assigned his or her preferred
schedule in this set of schedules.
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Bidding  window: A bidding window is the interval during which bids are accepted for a Schedule Bid.

The schedule bidding process is simple:
1. The Scheduling Administrator generates several biddable schedules and assembles them in a Schedule Bid.
2. Optionally, you see a desktop alert when the bidding window opens.

Note : The Notify  about new bid(s) option controls whether you receive this desktop alert. For more information,
see Optimizer Schedule Bidding Settings.

3. You rank the available schedules and submit your bid. See Rank and Bid for Schedules.

Tip: You can bid multiple times; only your last bid is considered when agent bids are processed. Also you can save your
preferred schedule view and last saved sort order in the Schedules for Bidding Dialog Box. For more information, see
Optimizer Schedule Bidding Settings.

4. Optionally, a reminder appears in the Optimizer Schedule Reminders dialog box when the bidding window is about to close.

Tip: Double-click a Schedule bid reminder to review the possible schedules and submit a bid. You can display the
Optimizer Schedule Reminder dialog box at any time by selecting Reminders  from the V iew menu.

Note : The Remind about upcoming deadlines option controls whether a reminder appears in the Optimizer Schedule
Reminders dialog box when the Bidding window is about to close.

5. At a time determined by the Scheduling Administrator, the bidding window closes.

6. The Scheduling Administrator processes the bids, assigns shifts, and then publishes the schedule.

After the bidding and assignment cycle is complete, you can:
View your assigned schedule in the My Schedule page.
Review your history of processed bids for information on how the bid was evaluated. For more information, see Review
Processed Schedule Bids.

Related Topics
Optimizer Schedule Bidding Settings
Rank and Bid for Schedules
Review Processed Schedule Bids
Schedules for Bidding Dialog Box
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Interaction Optimizer : Only agents with the appropriate licenses and rights can see their work schedules in the CIC client.
Also, your CIC administrator must enable your "Schedule Bidding" Optimizer Security setting. For more information, see
Interaction Optimizer.

If your Scheduling Administrator enables you to bid on schedules, you can rank potential schedules in order of most to least-
desired and then submit a bid. You see a desktop alert when the Bidding window is open.

Tip: You can determine which columns appear in the Schedule Ranking area. For more information, see Schedules for Bidding
Dialog Box.

To rank and bid for schedules:
1. Do one of the following:

In the Optimizer Schedule Reminder dialog box, double-click a Schedule bid reminder.
From the Optimizer  menu, select Schedule Bidding, then select Manage Active Bid(s).

Result : The Schedules for Bidding Dialog Box appears.
2. Review the possible schedules. You can adjust the schedule view by doing any of the following:

Click Day or Week  to switch between a detailed view of each day’s shift and a summary view of the shift start and end
times for each day.
Click Hide  Activi ties   or Show Activi ties   to display a shift as a solid bar or to display the schedules times for ACD work,
breaks, mealtimes, meetings and other activities in each shift.

Note : Your CIC administrator must enable you to bid based on activities in order for you to have the option to
hide or show activities.

In the Day view, click the Expand Contro l   or Minimize Contro l   next to a Schedule name to display each day’s shift or a
Summary Bar for an entire week’s shifts.

Tip: You can reuse your preferred Shift View in future bids. For more information, see Optimizer Schedule
Bidding Settings.

3. Rank the schedules in order of preference.

Rank your most preferred schedule as "1." Then rank the remaining schedules in order, assigning the highest bid number to your
least preferred schedule.

Note : Changing the order of the Schedule names in the Schedule Ranking section of the Schedules for Bidding dialog
box automatically adjusts the Bid number.

Click the Sort  icon to select criteria to automatically rank the available schedules. Sort criteria are honored one by one in
priority order determined by the order in this list. Use the toolbar in the Sort Criteria dialog box to set your sort criteria.

Tip: You can save your sort order and automatically use it to rank schedules for future bids. For more information,
see Optimizer Schedule Bidding Settings.

Rank and Bid for Schedule
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Select a Schedule name and click a Move Up, Move  to  Top , Move Down, or Move to  Bottom  icon to adjust the ranking
of the schedule.
Right-click a Schedule name and select a move action from the shortcut menu. Or press the Shift  key and select two
schedule names and select Swap from the shortcut menu.

Tip: Keyboard shortcuts are available for these actions.  Press Alt+Up to Move Up, Alt+Home to Move to
Top, Alt+Down to Move Down, and Alt+End to Move to Bottom.

Select two Schedule names and click the Swap icon to switch the ranking of the selected schedules.

Tip: You can also use the keyboard shortcut Alt+S  to switch ranking.

Click the Print  icon to print the information currently displayed in the Schedule for Bidding dialog box.

Tip: You can also right-click in the Schedule Bid View and select Print .

4. When you have finished ranking the possible schedules, click Submit .

Result : Your bid is submitted and the Schedules for Bidding dialog box closes.
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Tip: You can bid multiple times, only your last bid is considered when agent bids are processed.

Related Topics
Working with Schedule Bidding
Review Processed Schedule Bids
Schedules for Bidding Dialog Box

Interaction Optimizer : Only agents with the appropriate licenses and rights can see their work schedules in the CIC client.
For more information, see Interaction Optimizer.

The Processed Bids dialog box contains a history of your schedule bids.

To review a bid:
1. From the Optimizer  menu, select Schedule Bidding, then select V iew Processed Bids .
2. In the Processed Bids  dialog box, select a bid.

Result : Details about how the bid was ranked appears in the Bid  Information section.

Note : To see information about your rank in the group of agents bidding for preferred schedules, you must have the
"Agent can see rank" and "Agent can see relative rank" Optimizer Security rights.

Related Topics
Working with Schedule Bidding
Rank and Bid for Schedules
Schedules for Bidding Dialog Box

Review Processed Schedule Bids
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Interaction Optimizer : Only agents with the appropriate licenses and rights can see their work schedules in the CIC client.
For more information, see Interaction Optimizer.

Use the Schedules for Bidding Dialog Box to rank proposed schedules and submit bids for preferred schedules.

Note : This example is the Day view. Scheduled activities are displayed.

1 Bid
Information

The Bid Information section contains:
Schedule Effective Dates: Once bids have been accepted and processed, the assigned schedules are in
effect for this period.

Note : If an ending date is not indicated, the assigned schedules are in effect until another
bidding period opens.

Bidding Window: This is the period during which you can submit a schedule bid. The Scheduling
Administrator controls how long a set of schedules is open for bids.
Rank : This indicates your rank in the group of agents bidding for preferred schedules.

Note : To see rank information, you must have the "Agent can see rank" and "Agent can see
relative rank" Optimizer Security rights.

Schedules for Bidding Dialog Box
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2 Toolbar Use the tools available here to rank the proposed schedules in order of preference. The tools also
enable you to change the way the schedules are displayed.

Tip: The Reuse last saved schedule bid   view settings  and the Reuse  last saved schedule
bid sort order  options in Optimizer Schedule Bidding Settings enable you to reuse many of the
selections you make from this toolbar.

Day and Week : Click the appropriate icon to switch between a detailed view of each day’s shift and a
summary view of the shift start and end times for each day.
Hide Activi ties / Show Activi ties: 

Click Hide  Activi ties   to display a solid bar for the hours worked during a shift. Hiding activities in a
Week view may result in similar schedules being consolidated into a single copy. For more
information, see Similar Schedules.
Click Show  Activi ties   to display scheduled times for ACD work, breaks, mealtimes, meetings and
other activities appear in the Day view.

Note : Your CIC administrator must select the Enable  activi ty bidding  setting in ICBM to
give you the option of hiding or showing activities. If this option is not enabled for the
scheduling unit or your agent group, you cannot see the activities in biddable schedules. In
that case, you see a green bar extending from start time to stop time of the biddable
schedule.

Sort : Click Sort  to select criteria to automatically rank the available schedules. You can sort schedules
by earliest or latest shift start times, earliest or latest meal breaks, most or least weekly paid hours, or
any combination of these and other criteria.
Move Up, Move to  Top, Move Down,   and Move to  Bottom : Select one or more schedule names
and use the "Move" tools change the ranking of the schedule.
Swap: Select two schedule names and click Swap tool to switch the ranking of the selected schedules.
Print : Print the information currently displayed in the Schedules for Bidding dialog box.

3 Schedule
Ranking

Use this list of available Schedules to rank them from most to least preferred.
Rank your most-preferred schedule  as 1.
Rank your least-preferred schedule  with the highest possible Bid number. This varies depending on
the number of available schedules.

Tip: Right click in the Schedule Ranking area to select the columns to display in this area: You can
display Schedule  name, Paid Hours for Week , and Total  Hours for the Week  .

4 Schedule
Bid V iew

Use the Day and Week  tools to control how schedules appear in this part of the Schedules for Bidding
window. Switch between a detailed or summary view of each shift in the proposed schedules.

Note : The example at the beginning of this topic is the Day view with Activities displayed.

Tip: Right-click in this area to display a shortcut menu that enables you to switch views, sort
schedules, zoom in or out, print the information currently displayed in the Schedule for Bidding
dialog box, and expand or collapse all bid schedules. Also, you can save your preferred view settings
by selecting Reuse  last saved schedule bid view settings  in the Optimizer Settings properties
details pane of the Configuration dialog box. For more information, see Optimizer Schedule Bidding
Settings.

5 Expand or
Minimize
Contro l

In the Week  view, select a schedule and then:
Click the Expand control (+) to display each day’s shift.
Click the Minimize  control (-) to display only the Schedule Summary Bar.

Tip: You can also right-click in the Shift  V iew and select Expand  al l  bid schedule  s or Col lapse
al l  bid schedules   .

6 Schedule
Summary
Bar

Point to the Schedule Summary bar to display a tooltip containing an overview of the shifts in the
selected schedule.
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7 Status This section summarizes your bidding history for this set of possible schedules. You can bid multiple
times. The last  bid you submit is the one used when the Scheduling Administrator processes the bids
and awards schedules.

Similar Schedules

If you Hide  Activi ties  , some very similar schedules appear to be identical. Schedules are considered similar if they same paid and
total time. Similar schedules also contain the same number of activities and the activities in the schedules are similar. Two or
more activities are similar if:

They have the same start and end time on the same date.
They are all counted as paid time or none of them are counted as paid time.
They all count towards contiguous work time or none of them count towards contiguous work time.

These similar schedules appear as one line in the Week view. The Similar Schedules icon appears and flashes when this occurs.
The icon tooltip explains why you may see fewer schedules when you hide activities.

Week View with Activities Hidden

If your CIC administrator has not enabled activity bidding in ICBM or if you elect to Hide Activities in the Week view, the shift for
each day appears as a green bar. If you minimize a schedule in this view, you see only a gray bar representing the earliest start time
and latest end time for all shifts in the schedule.

Day View

The Day view makes it easy to see differences in shift duration and relative start and end times. Pointing to a shift displays a tooltip
with shift start and end times.
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Related Topics
Working with Schedule Bidding
Rank and Bid for Schedules
Review Processed Schedule Bids

Working with Time-Off Requests

Requirements : Only users with the appropriate licenses and configuration settings can work with time-off requests in the
CIC client. For more information, see Interaction Optimizer.

The Time-Off Request feature of Interaction Optimizer enables you to:
Submit a time-off request.
View your approved and pending time-off requests.
Make changes to a pending time-off request.

Note : You cannot make changes to a "Pending" or "Approved" time-off request.

Cancel a time-off request that has not yet been approved or denied.
Display selected time-off requests.
Export a complete list of your time-off requests to an HTML file

The Time Off Request List dialog box is available from the Optimizer menu.

To access the Time Off Request List dialog  box, do  one of the fo l lowing:  
From the My Schedule view toolbar, click the Time  Off  button.

From the Optimizer  menu, select Time Off Requests .

Result : The Time Off Requests List dialog box appears.

Using the Time Off Requests List dialog box
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In the Time Off Request List dialog box, you can:
Sort the table by the values in a column by clicking a column heading.

Note : Time-Off Requests are sorted by start date and time (Start Time) by default when you first open the Time Off
Request List dialog box.

Select an existing time-off request by clicking the button at the beginning of a row.
Work in any open window while the Time Off Request List dialog box is open.

For example, you can click the CIC client window to pick up a new interaction while leaving the Time Off Request List dialog
box open.

Resize the Time Off Request List dialog box.

Some of the special features of the Time Off Request List dialog box include:
Status  Change

After you submit a new Time-Off Request, a desktop alert (toast) can appear to alert you that the status of one or more of
your requests has changed. When you open the Time  off Request List  dialog box, or close and reopen it, the row
containing a newly updated time-off request is highlighted.

Text Color

Requests that were approved since the last time you opened this dialog box have green text. Requests that were denied
have red text.

Context-Sensitive Buttons

Button availability depends on the current context of the grid. The buttons are completely row-sensitive and, based on the
currently selected Time-Off Request, are appropriately enabled or disabled.

For example, the Edit  button is enabled only if you select a "Pending" Time-Off Request and is not available for "Approved"
requests. The Add button is available if you are not currently editing an existing Time Off Request.

You can view a tooltip containing a detailed description by pointing to the Notes  cell.

Related Topics
Cancel a Time Off Request
Edit a Time-Off Request
Export a List of Time-Off Requests
Filter Time-Off Requests
Submit a Time-Off Request
View Time-Off Requests

Special Features

Submit a Time Off Request
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Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

You can submit a time-off request at any time.

To submit  a time-off request:
1. Do one of the following:

From the My Schedule view toolbar, click the Time  Off  button.
From the Optimizer  menu, select Time Off Requests .

Result : The Time Off Request List dialog box appears.
2. In the Time Off Request List dialog box, click the Add button.

Result : The Time Off Request dialog box appears.

3. From the Type  drop-down list, select Ful l  Day   or Partial  Day .
4. From the Activi ty   drop-down list, select the activity that describes the time-off request.
5. In the Length/day (hh:mm) text box, use the spin control to indicate how much time-off per day you want to take.

5. Click the down arrow in the Start  date/time drop-down list and use the calendar control to select the start date for your time-
off request. If you are making a Partial  Day  time-off request, use the spin control to select a start time for your time-off
request.

Note : When you make a Partial Day Time Off Request, the appropriate Stop  date/time is automatically calculated
after you enter the Length and Start  date/time.

6. If you are making a Full Day Time Off Request, click the down arrow in the Stop date/time drop-down list and use the
calendar control to select the stop date for your time-off request.

7. Optionally, in the Notes  text box, enter an explanation or other description for the time-off request.

8. Do one of the following:

Submit a Time Off Request
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To submit the time-off request, click OK.
To discard the time-off request, click Cancel .

Related Topics
Cancel a Time Off Request
Edit a Time-Off Request
Export a List of Time-Off Requests
Filter Time-Off Requests
View Time-Off Requests
Working with Time-Off Requests

Requirements : Only agents with the appropriate licenses can see their work schedules in the CIC client. For more
information, see Interaction Optimizer.

You can view a list of all your pending and approved time off requests. You can also view the details of a selected time off request.

Note : For more information about viewing and managing your time-off requests, see Using the Time Off Request List dialog
box.

To edit a time-off request:
1. Do one of the following:

From the Optimizer  menu, select Time Off Requests .
From the My Schedule view toolbar, click the Time Off  button.

Result : The Time Off Requests List dialog box appears.

2. In the Time Off Request List dialog box, select a time-off request.

3. Click the V iew button.

Result : The Time Off Request dialog box appears.

View Time-Off Requests
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Related Topics
Cancel a Time Off Request
Edit a Time-Off Request
Export a List of Time-Off Requests
Filter Time-Off Requests
Submit a Time-Off Request
Working with Time-Off Requests

Requirements : Only users with the appropriate licenses and configuration settings can work with time-off requests in the
CIC client. For more information, see Interaction Optimizer.

You can make changes to a pending time-off request. You cannot edit an approved or denied time-off request.

To edit a time-off request:
1. Do one of the following:

From the Optimizer  menu, select Time Off Requests .
From the My Schedule view toolbar, click the Time Off  button.

Result : The Time Off Requests List dialog box appears.

Edit a Time Off Request
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2. In the Time Off Request List dialog box, do one of the following:

Double-click the selected time-off request.
Select a pending time-off request and click the Edit  button.

Result : The Time Off Request dialog box appears.

3. Make any necessary changes.

Tip: For detailed instructions on entering information in the Time Off Request List dialog box, see Submit a Time-Off
Request.

4. Do one of the following:
Click the OK button.
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Result : The changes made to the time-off request are saved.

Click the Cancel  button to undo any changes made.

Result : Any changes you made to this time-off request are discarded and it reverts to its last saved version.

Related Topics
Cancel a Time Off Request
Export a List of Time-Off Requests
Filter Time-Off Requests
Submit a Time-Off Request
View Time-Off Requests
Working with Time-Off Requests
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Requirements : Only users with the appropriate licenses and configuration settings can work with time-off requests in the
CIC client. For more information, see Interaction Optimizer.

You can cancel any pending time-off request. You cannot cancel approved or denied time-off requests.

To cancel  a time-off request:
1. Do one of the following:

From the Optimizer  menu, select Time Off Requests .
From the My Schedule view toolbar, click the Time  Off  button.

Result : The Time Off Requests List dialog box appears.

2. In the Time Off Request List dialog box, select a pending time-off request by clicking the button at the beginning of the row
containing the request.

Tip: You can select multiple time-off requests by holding down the Ctrl  key and clicking anywhere in the rows
containing the requests.

Result : The Edit and Cancel buttons become active.
3. Click the Cancel  button or right-click and select Cancel    Request  from the shortcut menu.

Note : You must use the Remove  button if you are deleting multiple time-off requests. You cannot use the shortcut
menu.

Result : A "Do you really want to the selected time-off request?" message appears.
4. Click Yes .

Result : The time-off request is canceled and removed from your list.

Related Topics
Edit a Time-Off Request
Export a List of Time-Off Requests
Filter Time-Off Requests
Submit a Time-Off Request
View Time-Off Requests
Working with Time-Off Requests

Cancel a Time-Off Request

Export a List of Time-Off Requests

351



Requirements : Only users with the appropriate licenses and configuration settings can work with time-off requests in the
CIC client. For more information, see Interaction Optimizer.

You can export your time-off requests to an HTML file and display your time-off requests in your default browser window. From
there, you can print a list of your time-off requests or paste a list of time-off requests in another application.

To export a l ist of time-off requests: 
1. Do one of the following:

From the Optimizer  menu, select Time Off Requests .
From the My Schedule view toolbar, click the Time  Off  button.

Result : The Time Off Requests List dialog box appears.

2. In the Time Off Request List dialog box, click the Export  button.

Result : Your time-off requests are displayed in your default browser window.

3. Use your browser’s features to do any of the following:

Print a list of your time-off requests.
Select all the text on the webpage and paste it in another application.
Save the current list of time-off requests in another file, preserving it for future reference.

4. When you have finished working with this list of time-off requests, close your browser window.

Result : The Time Off Request List dialog box reappears.
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Related Topics
Cancel a Time Off Request
Edit a Time-Off Request
Filter Time-Off Requests
Submit a Time-Off Request
View Time-Off Requests
Working with Time-Off Requests

Requirements : Only users with the appropriate licenses and configuration settings can work with time-off requests in the
CIC client. For more information, see Interaction Optimizer.

You can control which of your time-off requests appear in the Time Off Requests List dialog box.

To fi l ter your time-off requests: 
1. Do one of the following:

From the My Schedule view toolbar, click the Time  Off  button.
From the Optimizer  menu, select Time Off Requests .

Result:  The Time  Off Request List dialog box appears.

2. In the Time Off Request List dialog box, click the Fi l ter    button.

Result : The Filter Time Off Requests dialog box appears.

Filter Time-Off Requests
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3. Set the Type , Date range , and State  parameters.
4. Click Apply .

Related Topics
Cancel a Time Off Request
Edit a Time Off Request
Export a List of Time-Off Requests
Submit a Time-Off Request
View Time-Off Requests
Working with Time-Off Requests
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Interaction Process Automation

Requirements : Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

Interaction Process Automation (IPA) is a communications-based process automation system that manages business processes
by routing work items to qualified and available members of your organization in a defined and controlled manner.

For example, a customer could place an order, service request, loan application, or insurance claim by completing a form on your
company website. Or, an agent could take preliminary information over the phone and launch the appropriate process. IPA then
routes the form to the first available agent who is qualified to process it or to the most appropriate workgroup queue. This form
appears as a work item in the agent’s My Work Items view or in the appropriate workgroup queue, just like any other ACD-routed
interaction. If an agent does not pick up the work item (form) within a defined period of time, CIC routes it to the next available and
qualified agent or workgroup. After an agent picks up the work item and completes the necessary task for processing it, IPA could
then forward the application to an available supervisor for approval.

Using IPA
If your PureConnect administrator assigns you the appropriate license and user rights in Interaction Administrator, you can:

pick up a work item and complete a necessary task
launch a process that routes work items to other members of your organization
search for an existing process
view interactions that are associated with a specific instance of a process

Note : You do not need an IPA license to transfer a work item. For more information, see Transfer a Work Item.

IPA Integration Differences
There are differences between IPA support in Interaction Connect and Interaction Desktop.

Warning: One important difference is that clicking the X to close the Work Item Viewer in Interaction Connect does not save
any data you entered or changed. It puts the Work Item in a state where you cannot work on it or disconnect it until the session
times out which can take several minutes.

Work Items appear in My Interactions.
Can filter work items by multiple work item categories
The Work Item viewer website control will not load websites that specify that they cannot be hosted in an iframe.

Work Items appear in the Work Item view.
Can associate an interaction with a process.
Can search for an already launched process.
Can display Process Details.
Automatically picks up a work item routed to you after launching a process.
Can add Notes to a Process instance.
Displays Work Item Reminders.
Displays Work Item Warnings.

User Licenses

Interaction Connect

Interaction Desktop
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The following licenses enable you to use IPA features. The PureConnect administrator assigns these licenses in Interaction
Administrator.

Note : Each license in this list enables you also to use  the IPA features included in al l  the previous l icenses in the      
l ist  . That is, the Group Routed Work Items license includes the Direct Routed Work Items license. The Process Monitor license
includes both of the Routed Work Items licenses. The Process Designer license includes all the other licenses.

Direct Routed Work Items  (I3_ACCESS_IPA_USER) license: Enables you to launch any process to which you have rights. It
also enables you to receive Work Items that are directly routed to you.
Group Routed Work Items  (I3_ACCESS_IPA_USER_ACD) license: Enables you to receive Work Items that are either routed to
you directly or as a member of a workgroup (similar to an ACD queue).
Process Monitor  (I3_ACCESS_IPA_MONITOR) license: Enables you to view process status and details in the Process Monitor
or to use Process Reporting in IC Business Manager Applications.
Process Designer  (I3_ACCESS_IPA_DESIGNER) license: Enables you to use the Process Designer to create and modify IPA
processes or to use Process Reporting in IC Business Manager Applications.

Note : For more information about designing processes, see the Interaction Process Automation Technical Reference
and the Interaction Process Automation Designer Help.

User Rights
Your PureConnect administrator can assign the following Processes Access Control rights to you in Interaction Administrator.
These rights control which IPA functions you can use.

Note : The View Queue Columns Access Control right determines whether you can display the Associated Process column in
My Interactions or other queue view.

You can be assigned these rights for all process instances created from all or selected process definitions. For example, your
process designer may create process definitions for a car loan, a new account, and a home improvement loan. You could be
assigned the rights to launch all of these processes or have the right only to launch a car loan process.

These rights are independent of each other, not cumulative like IPA licenses. For example, you could be able to manage a process,
but be unable to launch it in the CIC client if you had only the Manage Process right to that process.

In addition, the following Interaction Process Automation rules apply:
If you launched the process, view rights for that process are implied.
If you own the process, launch, view, and modify rights are implied.

Types of Access Control Rights for Processes
View Processes : Enables you to search for a process and view process details.

Launch Processes : Enables you to launch processes in the CIC client.

Note : The process designer must first create and publish the process.

Manage  Processes : In the CIC client, this enables you to remove interaction associations from a process, retry or cancel a
process, and view the Actions or Process Variables tabs in the Process Details dialog box. In the Process Monitor, it enables
you to manage and modify processes. Managing a process includes canceling a process or changing data elements in a
process.

Note : Process Monitor is a separate application and is not part of the CIC client. It is an IC Business Manager module
and an IC Server Manager module that an administrator can use to monitor, track, or interact with running process
instances. For more information, see the Interaction Process Automation Designer Help.

User Status
In order to receive ACD-routed work items, you must set your status to a type that indicates you are available for ACD (Automatic
Communication Distribution). Your CIC system administrator determines in Interaction Administrator which user statuses indicate
ACD availability. For example, an "Available" status may indicate you are available for ACD, but an "Available, Follow-Me" status
could indicate you are not available for ACD. You can receive direct-routed or transferred work items regardless of your status.
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IPA Security Specifications
IPA security specifications control access to secured data in work items. For example, the ability to view or edit social security
numbers or credit card numbers can be restricted to users who are members of the appropriate IPA security specification.

Note : Your CIC administrator configures IPA security specifications and assigns them to users in Interaction Administrator.
Contact your CIC administrator if you have questions about IPA security specifications.

When a work item containing secured data is routed to you, one of the following can happen:
If you belong to the necessary IPA security specifications for all the required data fields or controls in the work item, you see
the work item. Any non-required data fields that call for a security specification to which you do not belong are obscured.

If you do not belong to the necessary IPA security specification for any of the required data in the work item, you see a Work
Item Warning. A Work Item Alert (toast message) can also appear on your desktop. The work item is placed on hold.

Tip: You can transfer the work item to a user who belongs to the appropriate security specification or ask your CIC
administrator to assign you to the necessary security specification.

Related Topics
Interaction Process Automation Terminology
Processes
Work Items
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Interaction Process Automation Terminology

Requirements : See Interaction Process Automation.

This topic defines Interaction Process Automation (IPA) terms that apply to using IPA. Terms that apply to designing and modifying
IPA processes are discussed in the Interaction Process Automation Designer Help.

Action: The smallest unit of work. A process consists of structured groups of actions. Actions can include completing a work
item, accessing a database, invoking a Web service, calling a handler, interfacing with a mainframe or third-party application,
sending email, queuing work items for groups of people, and more.
Active : A process is either active or inactive. A process becomes active when it is published. An administrator can deactivate
a process to stop people from using it. The CIC administrator or an IPA process designer can reactivate a process.
Form: The user interface displayed when you pick up a work item. It also includes the work item category, description, and due
date of the assigned work.
Launch  a process : A process can be initiated (launched) in different ways depending on how it is designed. For example,
processes can be launched by a CIC client user or a handler.
Process  Definition: A Process Designer creates a process definition. A process is defined first in terms of states. A process
is a group of states, running like an assembly line. States define the pipeline through which work flows. Each state is
comprised of a series of tasks and actions.
Process  Instance:  When a process is launched, a new process instance is created from the selected process definition. An
instance is a running process. Multiple instances of the same process can run at the same time.
Task : A sequence of actions performed by the CIC server and/or CIC client users to achieve a specified result.
Work  Item:  A work item is a form that is presented to a CIC client user to gather information. When the corresponding
process is launched, work items appear in the My Work  Items  view.
Work  Item Interaction: A related interaction, such as a call or fax, which is associated with a work item. Interaction Desktop
users can search for a process and display its associated interactions.
Work  Item State : The current condition of a work item. A work item state is similar to an interaction state. For more
information, see Work Item States.

Related Topics
Interaction Process Automation

Processes

Requirements : See Interaction Process Automation.

A process is a defined, ordered series of actions taken by Customer Interaction Center and CIC client users to achieve a specific
end result. CIC client users are prompted to complete work as part of a process. Processes can also perform actions that involve
accessing web sites. For example a process could access a website to look up required information, such as a vehicle’s VIN
number. The administrator who designs a process determines what actions occur during a process.

For example, your company could have a loan application process that requires several steps. These steps are performed by
different CIC client users or automated Customer Interaction Center functions. The process includes actions for collecting,
verifying, and evaluating information in the loan application, making a decision to accept or reject the application, and finally
notifying the applicant of the decision.

If you have View Process IPA User Rights, you can:
Add Notes to a Process Instance

If you have an IPA User License and the appropriate IPA User Rights, you can do any of the following:
Associate an Interaction with a Process
Display the Search Process View
Launch a Process
Remove a Process Association
Search for a Process
View Process Details

Related Topics
Working with Interaction Process Automation
Interaction Process Automation Terminology
Work Items
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Requirements : Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

The Search Processes view enables you to locate a specific process instance or display a list of selected process instances.
Before you can use the Search Processes view, you must display it.

Tip: For more information about additional ways to display the Search Processes view, see Add or Close Views.

To display the Search Processes view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Process

Automation.

2. In the V iews  list, select Search Processes .
3. Click OK.

Result : The Search Processes view appears.

Tip: You may find it easier to use this view to associate a process with an interaction if you display the My Interactions
and Search Processes views side by side as shown below. For tips on moving this view to the most convenient
location for your use, see Change View Layout.

Related Topics
Processes

Requirements:  Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

Before you can associate a process instance with an interaction or view the details of a process instance, you must first find it.

To  search  for a process:
1. Do one of the following:

Select the Search Processes view.
Click the magnifying glass in the Processes toolbar.

2. Do one of the following:
In the search text box to the left of the Search button, type all or part of a process variable value and then click the Search
button.

Display the Search Processes View

Search for a Process
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Tips  for using process variables:  

Process variables include the process ID, the name of the user who launched the process (initiator), and
process-specific details such as a customer’s ID number.

Process-specific variables may not be the same for each process. They are defined by the person who designed
the process.

To search by name, type all or part of a user’s display name.  (Formatting of display names is controlled by your
CIC administrator.)

No matter what variable you use to search, a “Begins with” search is used. For example, you can enter just the
first few characters of a name or identification number for a search.

Click the down  arrow next to the Search button to specify advanced search criteria. Select the appropriate criteria and
click OK.

Tips  for using advanced search cri teria:   

Advanced search criteria are used in conjunction with the search criteria you specify in the search text box to
the left of the Search  button.

The Advanced Search Criteria dialog box enables you to set a date range and select a type of process.

All of the criteria specified in the Advanced Search Criteria dialog box apply to all future searches until changed
by you. These settings are saved when you log off or restart the client.

Result : Search results appear in a table in the Search Processes view or Search Processes dialog box.

Note : You see a message in the Search Results dialog box if your search returns more than the allowed maximum
number of results. The Search Results limit is configured by your CIC administrator on the CIC server.

3. Do any of the following in the search results table.
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Resize the Search Process dialog box or Search Processes view to display more information.
Rearrange the column order by clicking and holding on a column heading, dragging it to the desired location and then
releasing the column heading.
Click a column heading to sort it in ascending order, click again to sort in descending order.
Double-click a selected Process to View Process Details.

Related Topics
Processes
View Process Details

Requirements : See Interaction Process Automation.

Properly licensed and authorized CIC client users can launch a process. Customers may also be able to launch a process from your
company’s website, if this option is available and appropriately configured.

To launch a process:
1. Do one of the following:

Type all or part or a process name in the Processes  toolbar and press Enter.

Result : If this matches only one process name, then pressing Enter  launches the process. If not, continue to the
next step.

Click the down arrow in the Processes  toolbar.
In My Interactions, right-click an interaction and, from the shortcut menu, select Process Automation  >  Launch
Process .

Note : This method both launches a process and associates it with an interaction. You cannot launch a process
from an interaction in a User or Workgroup queue that you are monitoring.

2. Do one of the following:
In the Recent Processes  list, click the name of the appropriate process.
In the Launch Process  dialog box, select the appropriate process and click Launch.

Result : One of two things happens:

You are alerted to pick up a work item.
If the work item is routed to another user or it takes a more than a few seconds to route the initial work item to you, the
Process Started dialog box appears. Click OK.

Related Topics
Processes

Requirements : Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights. The View Queue Columns Access Control right determines whether
you can display the Associated Process column in My Interactions or other queue view.

You can associate selected interactions with a process instance. This association enables you to review the interactions (calls,
email messages or other types) that are related to a process instance such as a loan application. Associated interactions could
include the initial customer email request for an application and agent or customer follow-up calls.

Each process instance can be associated with multiple interactions, but an interaction can be associated with only one process
instance. For example, your company has a process for applying for a car loan. You can associate your current interaction (a call
from a customer) with the car loan process instance that represents this customer’s application. You or another agent can create
as many instances of the car loan process as necessary, one for each loan application. Each car loan process instance remains
separate and you can associate a call, email, or other interaction with the appropriate process instance, not with the car loan
process in general.

Launch a Process

Associate an Interaction with a Process
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Tip: You can view all interactions associated with a specific process instance. For more information, see View Process
Details.

Using the shortcut menu

You can use the interaction shortcut menu to associate your current interaction with a process. Select the interaction in My
Interactions. You cannot select an interaction in another user’s queue or a workgroup queue and associate it with a selected
process.

To use the shortcut menu to  associate an   interaction with a process:
1. Pick up an alerting interaction or put an interaction on hold.
2. Right-click the interaction and, from the shortcut menu, select Process Automation > Associate with process .

Result : The Search Processes dialog box appears.
3. Search for a Process.

Result : Process that match your search criteria appear in the Search Processes view or dialog box.

4. In the search results table, select a process and click Associate .

Note : You can associate an interaction with only one process.

5. If the Confirm Process / Interaction Association dialog box appears, click Yes .

Result : The selected interaction is associated with the selected process. This interaction is listed, along with any other
associated interactions, on the Associated Interactions tab of the Process Details dialog box.

Also the name of the selected process appears on the line containing the associated interaction in My Interactions.
Clicking this link displays Process Details dialog box.

Using Drag and Drop
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You can use your mouse to associate an interaction and a process.

To use your mouse to  associate an interaction    with a process:
1. Use the Search Process view to locate the appropriate process.
2. Do one of the following:

Click a process in the Search process view and then drag and drop this process to an interaction in the My Interactions
view.
Click an interaction in the My Interactions view and drag and drop this interaction to a process in the Search process view.

Result : The selected interaction is associated with the selected process. This interaction is listed, along with any other
associated interactions, on the Associated Interactions tab of the Process Details dialog box. Also the name of the
selected process appears on the line containing the associated interaction in My Interactions. Clicking this link displays
Process Details dialog box as shown in the preceding illustration.

Related Topics
Processes
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Requirements:  Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights. You also need the Manage  Process right  to remove a process
association from an interaction.

An interaction can be associated with only one process. After associating an interaction with a process, you may want to remove
the association. For example, if you change your mind and want to associate the interaction with a different process, you must first
remove the existing process association.

To remove  a process association from a current interaction:
1. From My Interactions, pick up an interaction that is already associated with a process.
2. Right-click the interaction and, from the shortcut menu, select Process Automation > Remove Process Association.

Result : The Disassociate Interaction from Process   dialog box appears.

3. Click Yes .

Result : The interaction is disassociated from the process.

Tip: You can confirm that the association was removed by searching for the appropriate process and then checking the
Associated Interactions tab of Process Details dialog box. For more information, see View Process Details.

If the interaction has already been removed from the My Interactions queue, you can still remove its process association by first
locating the appropriate process.

To remove a process association from a completed  interaction:
1. Search for a Process.
2. In the Process Details dialog box, select the Associated  Interactions tab.
3. Right click a selected interaction and select Remove  Association.

Result : The Disassociate Interaction from Process dialog box appears.
4. Click Yes .

Result : The interaction is disassociated from the process.

Related Topics
Processes
View Process Details

Requirements:    Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

There are two places in the CIC client where you can view detail information for a process instance.

To view process detai ls , do  one of the fo l lowing:    
In the My Work Items view, select a work item and click the Process Details button.

Remove a Process Association

View Process Details

364



In the My Work Items view, right-click a work item and choose Process Detai ls   from the shortcut menu.
Search for a process. In the search results table, double-click a selected Process.

Result : The Process Details dialog box appears.

Process Details dialog box

Tabs

The Process Details dialog box contains several tabs that enable you to view information related to this process or to add notes.

Note : You need the Manage Process right to see the Actions tab or the Process Variables tab. In addition, these tabs appear
only for a current, running process.  They do not appear for completed processes.
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Actions This tab displays the status of the individual tasks that make up a process.

Note : You can point to any of the individual tasks to display a tooltip with the status of the
task.

Process  Variables This tab displays the data variables for the process. These variables contain values for the
selected process instance. For example, if a process requires you to record a customer’s ID
number, then a process variable contains this ID number.

Notes Click the Notes tab to view or add notes about the process instance. For more information, see
Add Notes to a Process Instance.

Associated
Interactions

View the interactions (calls, chats, ACD-routed email messages, etc.) that are associated with this
process instance. You can also use this tab to remove a process association. You need the
Manage Process right to remove a process association from an interaction. For more information,
see Remove a Process Association.

Buttons

Action buttons are available on the tabs of the Process Details dialog box.

Note : You need the Manage Process right to use the Cancel  Process   or Retry Process  buttons.

Cancel  Process  Use the Cancel    Process  button to cancel a currently running process.

Note : After a process is canceled, its status changes to Canceled and the Actions and
Process Variables tabs no longer appear.

Retry Process Use the Retry  Process  button to restart a process that stopped at some point with an error.

Refresh Use the Refresh button to update the information displayed on the Notes  and Associated
Interactions  tabs and include the most recent notes or associated interactions.

Note : New information does not normally appear immediately on these tabs. Typically, if you
edit notes or associated interactions, you are not notified this information has been
successfully updated because it may not happen immediately. The Process Details dialog box
can attempt to auto-refresh the information displayed if you edit notes or associated
interactions.

Tip:  The Refresh button is available only after  a process is complete.

Related Topics
Add Notes to a Process Instance
Associate an Interaction with a Process
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Requirements : Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

You can add one or more notes to a process instance. You could use these notes to record additional information or to document
actions taken in addition to process steps.

To add notes  to  a process instance: 
1. View the details of a selected process.

Result : The Process Details dialog box appears.
2. Click the Notes  tab.
3. Type the text of the note in the text box and click Add  Note .

Result : An update in progress indicator appears. When the update is finished, the note appears on the Notes tab.

Related Topics
Processes
View Process Details

Add Notes to a Process Instance
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Work Items

Requirements:  See Interaction Process Automation.

A work item is a form that is presented to a CIC client user to gather information. When the corresponding process is launched,
work items appear in the My Work Items view. Work items can also appear in any user or workgroup queues that you are
monitoring.

If you have an IPA User License, the appropriate IPA User Rights, and the appropriate IPA Security Specification for all required data
on the form, you can do any of the following:

Pick Up a Work Item
Put a Work Item on Hold
Remove a Work Item from a Queue

A work item state is the current condition of a work item. A work item state is similar to an interaction state. Possible work item
states are:

New: This is the state of a work item that has been routed by CIC to an agent or transferred by one agent to another, but not yet
picked up by the recipient.

Note : If this is an ACD-routed Work Item, you have a limited time to pick it up before it is re-routed to another agent or
workgroup.

ACD - Wait Agent : This is the state of a work item routed by CIC to a workgroup or transferred by an agent to a workgroup. It
has not yet been picked up by an agent.
In Progress : This is the state of a work item after you pick it up. It remains in this state while you view or work on the work
item.
Held: If you close a work item (i.e. click the red “x” or select the Hold action in its various locations), the work item is placed
on hold. It is still assigned to your queue and you have looked at it, but you have not yet completed the work item.

Note : A work item can be placed on Hold automatically if you do not belong to the necessary IPA security
specification for any of the required data in the work item.

Completed: This is the state of a work item after you finish working on it.  After a certain amount of time, around 30 seconds,
a Completed work item disappears from the queue and the My Work Items view.

Related Topics
Monitor Two or More Queues at the Same Time
My Work Items View
Processes
Work Item Alerts
Work Item Toolbar

Requirements : Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights. The View Queue Columns Access Control determines whether you
can display certain columns in the My Work Items view.

The My Work Items view displays the work items that are currently in your user queue. It displays the Work Items currently assigned
to you or ACD-routed to you from a workgroup to which you belong. This view appears by default if you have any one of the four
IPA-related user licenses.

In several ways, the My Work Items view behaves similarly to the My Interactions view, but it also has some unique behaviors:

To  display the My Work Items view:
1. In the Create New View dialog box, set Group by  to Categories.
2. From the list of categories, select Queues .
3. In the V iews  list, select My Work Interactions .

Work Item States

My Work Items View
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4. Click OK.

Result : The My Work Items view appears.

View contents

The My Work Items view shows the current work items in your user queue just as the My Interactions view shows the current
interactions in your user queue.  

ACD-routed work  items

If you are a member of one or more ACD workgroups, work items assigned to you from those workgroup queues appear in My
Work Items. This process is similar to how ACD-routed interactions assigned to you from those workgroups appear in My
Interactions.
The name of the ACD workgroup from which an interaction or work item came appears in the Queue column.
An ACD-routed work item that you do not pick up remains in the My Work Items list for a limited time. Then it is routed to
another member of your workgroup or other qualified agent.
If ACD-routed work items are in My Work Items when your IPA user license is revoked, these work items remain until you
process them. However, no new work items are routed to you after your license is revoked.

Working  with Work I tems 

You pick up a work item by selecting the work item and clicking the Pickup button.
A work item that you have picked up and placed on hold remains in the My Work Items list until you finish work with it.
"Completing" a work item usually means supplying required information for a form or performing a necessary action like
clicking an Approved button.
After you complete a Work Item, the work item is displayed for a short time and is then permanently removed from the My Work
Items view.

Note : There is no equivalent of a Call History view for work items. Currently, there is no way to locate or view
completed work items when they no longer appear in the My Work Items view.

After you complete a work item, if there are other steps yet to be completed in the process, the process instance performs its
next defined action. This next action could be routing a work item to another agent or to automatically sending an email
message to a customer.

Work Item View Features

Special features of the My Work Items view include:

Work Item Icons

A work item icon appears in the first column of the My Work Items view. This icon changes slightly as the work item state
changes.
Also the work item icon can change to reflect any messages sent regarding this work item. The work item message  icons  are
hourglass (Busy), red circle (Error), and yellow triangle (Warning).
Point your mouse to a work item message icon to display a tooltip containing the message.
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Categories

Each work item can be associated with a category. The names of the categories of your current work items appear in the
category section.
You can select a category name in the category section to display only the work items belonging to that category in the work
items list. Or you can select My Work Items (Al l )    to see all the work items currently waiting for your action or work items
you recently completed.

List  Customizat ion 

You can sort the Work Item list by clicking any of the column headings in the list. Click to sort in ascending order. Click again
on the same heading to sort in descending order.
You can also rearrange, add, or remove columns. For more information, see Customize Columns for details.

Work Item Alerts

You are alerted to new work items by changes in the appearance of the My Work Items view.

Note : For more information about My Work Item view changes and other kinds of alerts that can occur when you
receive a new work item, see Work Item Alerts. The Pop for Work Items  option controls whether the CIC client
appears on top of any other running applications when a new work item arrives. For more information, see General
Alerting Options.

Sect ions

The My Work Items view is divided into two sections. The left side displays work item categories. The right side displays a list
of your current work items.
A collapsible splitter separates the category and work items sections. This splitter enables you to hide or show the category
section.

State

The Work Item list displays the state of each work item. For more information, see Work Item States.

Toolbar

You can customize the Work Items view toolbar by adding, moving, or removing buttons or button separators, as in other CIC
client toolbars. For more information, see Customizing Toolbars.

Related Topics
Pick Up a Work Item
Put a Work Item on Hold
View Process Details

370



Requirements : See Interaction Process Automation.

A work item represents one step in a process. After you complete an assigned work item, the process may generate a new work
item and send it to the appropriate agent or workgroup to continue the process.

Work items routed to you appear in the My  Work Items  view. Also, you can see the arrival and progress of work items in a
Workgroup queue or in another user’s queue, if you have the appropriate rights to view these queues. Work Item Category, Work
Item Description, and Work Item Due Date columns are not displayed by default in Workgroup or other user queue views, but you
can add these columns. This helps you identify the types of work items in these queues. For more information, see Add or Remove
View Columns.

You pick up a work item to complete part of a process.
You can pick up a work item that is assigned to you from the My Work Items view or from a desktop Work Item Alert.
You can pick up a work item that is not assigned to you from a Workgroup queue or in another user’s queue, if you have
permission to modify the queue in which the work item appears.

Note : If you launch a process and that process routes a work item to you in less than 10 seconds, the CIC client automatically
picks up the work item. If you do not receive the work item within 10 seconds, then the CIC client displays a message alerting
you that the process was started.

To pick  up a work  i tem:   
1. Do one of the following:

In a Work Item Alert (toast message), click Pickup.

Select a work item in a New, ACD - Wait Agent, or Held state, and do one of the following:
Double-cl ick   the selected work item.
Click the Pickup button.
Right-click the selected work item and choose Pickup from the shortcut menu.
Press Ctrl+P.

Result : A form opens.

Example form: The form  type and contents depend on the way the process is  designed. 

Pick Up a Work Item
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2. Do one of the following:
Perform the required action.

Result : The state of the work item changes to Completed. After a certain amount of time, a Completed work item
is removed from the My Work Items view.

Note : When you pick up a work item, you are prompted to perform a step in the workflow process. You may
need to enter data on a form or you might be required to click a button on a form that indicates you have
reviewed or approved some step in a process. It depends entirely on how your organization’s Workflow
Designer has constructed the process.

Put the work item on hold.

Result : The state of the work item changes to Held.

Tips for Completing Work Items

Putting a work item on hold saves the current data.

Note : Invalid data is not saved if you put a work item on hold. The last known good value, if any, for a field containing
an error appears when you pick up the work item again.

Work item required fields are indicated by a background color. Empty required  fields  are indicated by asterisks (*).
Access to some IPA data can be restricted. For more information, see IPA Security Specifications.

If you don't have the necessary IPA security specification to view a non-required  field or contro l   on the work item, it is
obscured.
If you do not have the necessary IPA security specification for any of the required  data in the work item, you see an error
message that explains you cannot see the work item because you do not have access to the required data.

Press Tab to move from field to field in a work item.  

Tip: If the work item contains a multi -l ine    text box, first press Insert  to turn off automatic insert, then you can tab
through all the fields on the form.

Cancel  buttons are always enabled. Submit  or OK buttons are enabled only when all required fields contain valid entries.
Data entry errors are highlighted and are also indicated by an arrow. If you point to this arrow, a tool tip appears that can help
you correct the error.

Note : Depending on the type of control and type of data, data entry errors can be indicated while you are
making an entry or only after you move to the next field.

Related Topics
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Put a Work Item on Hold
Work Item Toolbar

Requirements : See Interaction Process Automation.

You can put a work item on hold and later pick up this work item to continue working with it. If you place a work item on hold, it
remains on hold until you pick it up again. This applies both to ACD-routed work items and directly-routed work items.

To put a work  i tem on hold, do  one of the      fo l lowing: 
Click the X in the title bar to close a work item form without taking the required action or supplying all of the required
information.
In the My Work Items view, select a work item that is in a New, ACD - Wait Agent, or In Progress state and click the Hold
button.
In the My Work Items view, right-click a work item that is in a New, ACD - Wait Agent, or In Progress state and choose Hold
Work Item from the shortcut menu.
If the Work Item Alert is still visible on the desktop, click Hold.

Related Topics
Pick Up a Work Item
Work Item Toolbar

Requirements : The Transfer Interactions Security right enables you to transfer an interaction appearing in My Interactions.
The Modify Station Queues, Modify User Queues, or Modify Workgroup Queues Access Control rights enable you to transfer
an interaction appearing on another queue. See also Interaction Process Automation.

You can transfer a work item to another user or workgroup queue.

Licenses and Other Conditions

You do not need an IPA license to transfer a work item. You can transfer a work item to another user or workgroup under certain
conditions:

You need the right to transfer an interaction for the queue in which the work item appears.

You can transfer work items only to other IPA-licensed users or to a workgroup with at least one IPA-licensed user.
If you transfer a work item to a workgroup, the target workgroup must have an associated queue.
You can transfer only work items that are in a New, ACD - Wait Agent, or Held state. You cannot transfer a completed work item
or a work item you are viewing or revising (In Progress  state).

Note : Interaction Supervisor users can transfer work items that are not on Hold, if necessary to continue a process. If
a supervisor transfers a work item while an agent has that work item open, then any data changed or entered by the
agent since the work item was picked up may be lost.

Work Item Transfer Dialog Box

Transferring a Work Item uses the same basic Transfer dialog box as transferring an interaction, with some minor differences.
The Options  drop-down list limits your search for a transfer recipient to either users or workgroups or both. You cannot
transfer a work item to a phone, station, station group or attendant profile, so these search criteria do not appear.
The Override Cal l  Forwarding   check box does not appear as it applies only to transferred calls, not work items.
The Park , Vo ice  Mai l  , and Consult  buttons are disabled as they do not apply to work items.

To transfer a work  i tem from My Work Items     or other queue:
1. In the My Work Items view or the appropriate user or workgroup queue view, select a work item that is in a New, ACD - Wait

Agent, or Held state.

Put a Work Item on Hold

Transfer a Work Item
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2. Do one of the following:

On the view toolbar, click the Transfer  button.
Right-click the work item and choose Transfer  from the shortcut menu.

Result : The Transfer dialog box appears.

3. In the Transfer To :   text box, type all of part of the recipient’s name.

Result : A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary. You can search by user or workgroup name or both.

4. From the drop-down list, select the appropriate recipient.

Result : Status information appears for the selected user or workgroup, including whether a selected user is logged onto a
CIC client and is available to accept the transferred work item. If the selected recipient is a workgroup, it shows how many
interactions are in the workgroup queue, how many agents are logged on and how many agents are available. For more
information, see Status Information for Transfer recipient.

5. Click the Transfer  button.

Result : The work item is removed from your My Work Items view or other queue where you selected it and is routed to the
selected agent or workgroup.

Note : If you are transferring a work item from another user’s queue or workgroup queue, you may see this warning:
"You do not own this interaction, are you sure you want to perform this action?" Click Yes  to continue the Transfer.

Important : Certain work item settings are no longer in effect after a transfer. For example, work items can have a
timeout setting that controls how much time a CIC user has to pick up an alerting work item before it is routed to
another user. This pickup time limit no longer applies to the transferred work item because the transfer signals the
work item is "being handled" or "under an agent’s control."

Related Topics
My Work Items View
Work Items
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Requirements:  See Interaction Process Automation.

You can remove a completed work item from the My  Work Items  queue if you don't want to wait for it to disappear automatically
after you complete it.

Note : You can remove only completed work items from a queue.

To remove a work  i tem from the My Work Items     view, do  one of the fo l lowing:  
Right-click a work item and select Remove  from Queue  from the shortcut menu.

Select a work item and press Ctrl +Shift+R.

You can also remove completed work items from workgroup and user queues if you have the right to monitor these queues and
also the right to manage processes.

To remove a work  i tem from a workgroup queue     or user queue:
1. Do one of the following:

In the appropriate workgroup or user queue view, right-click on a work item and select Remove  from Queue  from the
shortcut menu.
In the appropriate workgroup or queue user view, select a work item and press Ctrl +Shift+R.

2. If a warning dialog box appears reminding you that you do not own this interaction, click Yes .

Result : The work item is removed from the workgroup or user

Related Topics
My Work Items View
Work Items

Requirements : See Interaction Process Automation.

When an ACD-routed work item is sent to you, you have a limited time to pick it up before it is re-routed to another agent or
workgroup. Because of this time constraint, several things alert you to the arrival of any new  work i tem   (even one that is not
ACD-routed):

If the CIC client is appropriately configured, the arrival of a new work item causes the CIC client to appear on top of any other
application you are running. For more information, see Pop for Work Items.
If you are occupied with a direct-routed work item (one that was sent to you specifically), you are always alerted to the arrival of
any new ACD-routed work  i tem    in the My Work Items view.
When a new work item appears in the My Work Items view, the view "pops" to the foreground if it was behind another view.
The appearance of the My Work Items view changes.

An asterisk (*) appears on the My Work Items tab. An asterisk (*) also appears after the name of the appropriate category
and after the My Work Items [All] category. Finally, the details of a new work item appear in a bo ld font in the Work Item
list.

A Work Item Alert (toast message) can also appear on your desktop.

Remove a Work Item

Work Item Alerts
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Note : whether this desktop alert appears is controlled by same configuration setting that determines if a desktop alert
appears for alerting interactions and camped calls. The amount of time it takes for the desktop alert to fade away is
also controlled by a configuration setting. For more information, see Desktop Alerts.

Normally, you see the alert when the work item arrives in your My Work Items queue. However, if you are not logged onto the
CIC client at the time the work item is routed to you, you see the alert the next time you log on to the CIC client if the work item
is sti l l      in your queue . There is no sound associated with this alert.
You can click Pickup in the desktop alert to start processing the work item.

You see a single desktop alert even if you get multiple work items at the same time. The text changes to show how many new
work items you have received. Click Open  My Work Items  to switch to the My Work Items view. Then you can select one
work item and click the Pickup button to start processing the work item.

If a work item with a defined  due date  is currently assigned to you, a reminder dialog box appears on your Windows desktop
when this work item reaches a pre-defined interval before its due date. For more information, see Work Item Reminders.

Related Topics
My Work Items View
Pick Up a Work Item
Work Items
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Interaction Process Automation  (IPA): Only agents with the appropriate licenses and rights can use IPA in the CIC client.
For more information, see IPA User Licenses and IPA User Rights.

If the CIC client cannot display a work item for some reason, you receive a warning and the work item is placed on Hold. A work
item may fail to display because you are not a member of the necessary IPA security specification to view the secured data in the
work item. You may not be able to pick up a work item because your version of the CIC client is not compatible with this work item.

The warning explains the reason the work item cannot be displayed and suggests what you can do to resolve the issue. These steps
can include requesting the necessary rights from your CIC administrator, transferring the work item to another agent who has the
appropriate rights, upgrading the CIC client to the most recent version, or some other appropriate course of action.

Once the issue is resolved, you can pick up the Work Item, if you have not already transferred it to another agent. When dealing with
a Work Item warning, note that:

A work item is placed on hold by a Warning. No further processing occurs until the issue is resolved or the work item is
transferred to an agent who can handle it.
The IPA administrator is not  automatical ly notified  of the issue in the Process Monitor. You must contact the administrator
if you need assistance in resolving the issue.
The Warning is removed if you log off and then log on to the CIC client. If you attempt to pick up the work item without
resolving the issue, the Warning reappears.

Related Topics
Work Item Alerts
Working with Interaction Process Automation

Requirements : Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

An ACD-routed work item can have a built-in due date. For example, you could be required to approve or deny an application within a
week of its submission. IPA displays reminders when work items approach their due dates. The process designer decides whether
you are reminded of a due date and how far in advance of the due date a reminder occurs.

Note : Work Item Reminders appear automatically only if you are running the CIC client.

Work Item Reminder dialog box

If a work item with a defined due date is currently assigned to you, a reminder dialog box appears on your Windows desktop when
this work item reaches a pre-defined interval before its due date. If you have already received a reminder for others work item that
you have not yet completed, then both the previous reminders and the current reminder are listed in the Work Item Reminder dialog
box, as shown below.

Work Item Warnings

Work Item Reminders
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Tip: You can also display this Work Item Reminders dialog box by selecting Reminders  from the Tools  menu.

Reminders are removed from the Work Item Reminder dialog box as you complete the work items or transfer them to another user
or workgroup. Also, reminders for a canceled or restarted process are automatically updated or removed from this dialog box, as
appropriate.

Reminders are sorted by due date, with the next due or most overdue work item appearing first. When you complete all the work
items currently listed in this dialog or dismiss all current reminders, the Work Item Reminder dialog box closes automatically. If you
transfer a work item to another user, this dialog box returns to its previous state (open, minimized, or closed) after any reminder for
the transferred work item is removed from the list.

Using the Work Item Reminder dialog box

You can do any of the following when working with reminders:
Click Dismiss All to prevent any future reminders from appearing to you for any work item listed here.
Select one or more work items and then click Dismiss  to prevent any future reminders from appearing to you for the selected
work item(s).

Note : Dismissing a reminder affects reminder behavior only as long as the work item is assigned to you. If you dismiss
a reminder and the associated work item is then assigned to another agent, the new agent is reminded when the due
date approaches.

Select a work item and click Open Item to pick up the selected work item.
Select one or more work items, select a reminder interval from the drop-down list and then click Snooze  to dismiss the current
reminder and cause another reminder to appear later.

Related Topics
Work  Items
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Requirements : Only agents with the appropriate licenses and rights can use Interaction Process Automation. For more
information, see IPA User Licenses and IPA User Rights.

The Work Item toolbar helps you manage work items. It appears on the My Work Items view. The actions available on the Work
Item toolbar reflect the state of the currently selected work item. Use any enabled button to manage your current work items.

Related Topics
Pick Up a Work Item
Put a Work Item on Hold
View Process Details
Working with Interaction Process Automation

Work Item Toolbar
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Working with Interaction Tracker

Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing and Rights.

Interaction Tracker maintains a history of interactions between CIC client users and outside contacts. It tracks various types of
interactions (phone, fax, email, web chat).

Use Interaction Tracker to:
View an interaction history related to your currently selected interaction.

For example, the Interactions tab of the Related Items view can include past interactions with the current caller, or with
anyone in the caller’s organization or with anyone at the same location. Or you can use the Conversation History tab to
display of list of e-mails related to the current email interactions.

View the details of any interaction listed in the Related Items view.
Display a directory of selected Interaction Tracker contacts.
Use an Interaction Tracker Filtered Directory to start  new interactions with Tracker contacts .

For example, you can double-click a Tracker contact’s phone number to call the person, or click the appropriate Send Email
button on the Directory toolbar to send an email message.

Match your current interaction to a contact in the Interaction Tracker database if the match does not occur automatically or if
more than one possible match is found.
Add a new contact, organization, or location to the Interaction Tracker database.
Play Back a recorded interaction.

Tracker Licensing and Rights
The following licenses, Access Control Rights, and Security Rights are required for Interaction Tracker features.

Note : Contact your CIC administrator if you need a Tracker license or additional rights.

Your company must have a Tracker  Feature l icense    in order to create and maintain the Tracker database of interaction
histories, contacts, organizations, and locations.
You need a Tracker Access l icense    to:

Display and use any Interaction Tracker Filtered directory.
Find a Tracker contact or Find a Tracker organization.
Display the Related Items view.

You need a Tracker Access l icense    to view survey score information for an interaction in the Related Items View.
You need a Tracker Access l icense    and the appropriate Tracker  Pol icy Security rights   to add, modify, and delete Tracker
contacts, organizations, or locations.
The Related Interactions Page Security right and Customize Client Security right control whether you can display the Related
Items View.
The View History Users Access Control right determines whose interactions appear in the Related Items view. The CIC
administrator can grant you rights to the interactions belonging to all or selected users.
The Tracker Policy Security rights control which Tracker functions are available to CIC client users.

Tip: The Tracker Administrator Security right gives you all of the Tracker Policy rights.

Recording License and Rights
To play back a recorded interaction, you need the Recorder Client Access license. You also need to be assigned an Interaction
Recorder Policy with the rights to play  recordings  and retrieve recordings .

Related Topics
Contact Resolution
Play Back a Recorded Interaction
Working with Interaction Tracker Filtered Directories
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Contact Resolution

Requirements : Contact Resolution is available to all users in organizations that maintain an Interaction Tracker database.
However, some Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For
more information, see Tracker Licensing.

Contact Resolution is a process that matches interactions with contacts listed in Interaction Tracker public and private data
sources. Contact Resolution uses an RWP (Reverse White Pages) lookup to match the telephone number of the current interaction
with a contact in the Interaction Tracker database.

After an Interaction Tracker contact is associated with an interaction, Interaction Tracker Server saves a record of the interaction in
the Interaction Tracker database. Contact Resolution helps ensure more accurate data for trend analysis or other research.

Contact resolution uses the following rules to determine if a contact match is made.
If only one match is found, the interaction is resolved.
If one private contact match and one public contact match are found, then the private contact match is used and the interaction
is resolved.

Note : Interaction Contact list sources are defined as either public or private by the administrator of the Interaction
Tracker database. Private Interaction Contact list sources are searched only for inbound interactions. For more
information, contact your CIC administrator.

If the number of private and public contact matches is greater than one, and the number of private contact matches is not
exactly one , then the interaction is considered unresolved. You are prompted to resolve the contact.

If the Interaction Tracker contact resolution process results in a match, the contact is considered resolved and you don't need to do
anything. If an appropriate contact is not found, you can search for another match or add a new contact. For more information, see
Resolve a Contact.

Related Topics
Add a Tracker Contact
Find a Tracker Contact
Resolve a Contact

Contact Resolution Process
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Requirements : Contact Resolution is available to all users in organizations that maintain an Interaction Tracker database.
However, some Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For
more information, see Tracker Licensing and Rights.

Contact resolution matches your current interaction to a contact in the Interaction Tracker database. The contact is matched
against all public contacts and your private contacts. Contact resolution does not attempt to match the contact to private contacts
belonging to other users.

You are prompted to resolve a contact only when it cannot be resolved automatically. An unresolved contact occurs when contact
resolution cannot find a match to the telephone number associated with the current interaction in any of your private or public
Interaction Tracker contact list sources. It can also occur if contact resolution locates more than one contact with a matching
telephone number. For more information, see Contact Resolution.

How to Resolve a Contact

When you need to resolve a contact, the Contact Resolution down arrow appears to the left of the caller’s name. If you point to
the arrow, a tooltip appears.

To resolve a contact:
1. Click the Contact Resolution down arrow.

Result : The Contact Resolution drop-down list appears.

Note : The contact’s organization and the name of the Tracker list source containing the contact information appear in
parentheses after the contact’s name. Use this information to select the correct contact when multiple matches are
found.

2. Do one of the following:

Select the appropriate contact from the list of matches.

Result : The name of the selected contact is associated with the interaction and the interaction is resolved.

Select Add  a Tracker Contact  to create a new contact in the Interaction Tracker database.
Select Find  a Tracker Contact  to use criteria other than the telephone number to search for the appropriate contact.
Right-click the current interaction and use the interaction shortcut menu to Quick Add a Contact.

Related Topics
Contact Resolution
Add a Tracker Contact
Find a Tracker Contact
Quick Add a Contact

Requirements : Contact Resolution is available to all users in organizations that maintain an Interaction Tracker database.
However, some Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For

Resolve a Contact

Interaction Resolution
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more information, see Tracker Licensing.

Interaction resolution is a process that associates an interaction with an Interaction Tracker contact. You can search by
Application ID or Tracker attribute or use an advanced search to locate the appropriate Tracker contact.

To resolve an interaction by appl ication    ID or Tracker attribute:
1. Right-click the current interaction.
2. From the interaction shortcut menu, do one of the following:

Select Interaction Tracker  > Resolve Interaction >  By Appl ication Id.
Select Interaction Tracker  > Resolve Interaction >  By Tracker Attribute.

Result : The Resolve Interaction dialog box appears.
3. Type the Application Id or enter a value for a selected tracker attribute, then click OK.

Result : One of the following happens:

If a single matching contact is found, the interaction is associated with that Tracker contact. The caller name on the
selected interaction changes to that of the matching contact.

If more than one matching contact is found, the Multiple  Resolution Candidates Found dialog box appears. Select the
appropriate contact and click OK.

If the appropriate Tracker contact cannot be located, the Tracker Alert dialog box appears. You can search for contact
again, using different criteria.

To resolve an interaction by using an advanced   search:
1. Right-click the current interaction.
2. From the interaction shortcut menu, Select Interaction  Tracker  > Resolve Interaction  > Find a contact to  resolve to  .

Result :    The Find Contact Wizard appears.
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3. Enter your search criteria and click Next  > .

Tip: For more information, see Find a Tracker Contact.

4. In the Search Results page of the Find Contact Wizard, do one of the following:

To complete contact resolution, select an entry and click Finish.
To further refine your search, click <Back  and enter additional search criteria.
Click the Last Name hyperlink or right-click anywhere on the row containing the contact and select Properties  from the
shortcut menu.

Result : The Properties for Contact dialog box appears. Use it to modify the contact information, add a Tracker
organization, or add a Tracker location, as needed.

Related Topics
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Resolve a Contact

Working with Interaction Tracker Filtered Directories

Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing. For more information about Interaction Tracker directories, see the
Interaction Tracker Filtered Directories Technical Reference.

You can create a new Interaction Tracker Filtered Directory view based on Interaction Tracker contacts. Tracker Filtered Directories
are custom directories of Interaction Tracker contacts and contain only "Public" (available to all users) contacts.

You use selection criteria (filters) based on existing contact information in the Interaction Tracker database to create an Interaction
Tracker Filtered Directories. This enables you to communicate quickly and easily with contacts in directories created from your
established Interaction Tracker customer accounts.

Note : Before you can display or use any Interaction Tracker Filtered Directories, you must first create them.

Each Interaction Tracker Filtered directory contains a list of names. You can use these directory entries to:
Call any number associated with the Tracker contact name by double-clicking on a name, single-clicking on any of the phone
number "hot links" or selecting a name and clicking the appropriate Dial toolbar button.
Transfer a call to a number in a Tracker directory by dragging and dropping a call on a name in a directory.
Add, remove, sort, re-order, and filter columns. For more information, see Customize Columns.
Right-click a Tracker directory entry to view associated properties and other information (address, phone numbers, etc.).
Modify a Tracker directory entry if you have the appropriate permission as assigned to you in Interaction Administrator.

The Tracker Directories dialog box simplifies the processes of creating, editing, and deleting Interaction Tracker Filtered
Directories.

To open the Tracker Directories dialog box:
From the Tracker  menu, select Manage Tracker Directories .

Tracker Directories Dialog Box

385



Note : Each directory view is identified by name and by an auto-generated description that summarizes its filter criteria.

Related Topics
Close an Interaction Tracker Filtered Directory View
Create an Interaction Tracker Filtered Directory View
Display an Interaction Tracker Filtered Directory View
Edit an Interaction Tracker Filtered Directory View
Delete an Interaction Tracker Filtered Directory View
View Tracker Directory Entries

Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing.

You stop displaying an Interaction Tracker Client directory view in the CIC client, but keep it available to display in the future. Close
a view instead of deleting it, if you do not currently want to display it, but still want it available for future use. For more information,
see Delete an Interaction Tracker Filtered Directory.

To close an Interaction Tracker Fi l tered    Directory view:
Right-click the Interaction Tracker Filtered Directory view tab and click Close  view.

Result : The Interaction Tracker Filtered Directory view tab no longer appears in your CIC client. The Interaction Tracker
Filtered Directory view remains available if you decide to display it again.

Related Topics
Working with Interaction Tracker Filtered Directories

Close an Interaction Tracker Filtered Directory View

Create an Interaction Tracker Filtered Directory
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Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing.

You can create a new Interaction Tracker Filtered Directory view and add it to your interface.

To create a new Interaction Tracker Fi l tered    Directory:
1. Do one of the following:

From the Tracker  menu, select Manage Tracker Directories . In the Tracker Directories  dialog box, click New.
In the Create New View dialog box, from the Categories  list, select Directories . In the V iews  list, select Tracker
Directories . In the Select Tracker Directories to  Add  dialog box, click the Add button.

Tip: Add, Edit , and Delete  buttons appear below the Avai lable Items    list. Point your mouse to a button to see an
identifying tooltip.

Result : The Interaction Tracker Directory Settings dialog box appears.

Note : None of the filter criteria fields in the Interaction Tracker Directory Settings dialog box are required. You can
filter for any of the filter fields, or none. If you only specify a directory name, and no filter criteria, a directory view is
created but does not contain any contacts.

2. In Directory Name, type a name for the new Tracker Directory view.
3. In the General , Address , and Attributes  sections, specify the filtering criteria for the new Tracker directory.

Note : The contacts included in this directory are based on the information in the existing Customer Interaction Center
Tracker database. For more information about filtering criteria, see the Interaction Tracker Filtered Directories
Technical Reference in the PureConnect Documentation Library.
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Tip: Click the Search control next to the Organization text box to search for or add a new organization. If you want a
location to be considered when creating your directory, after you have selected or created an organization, click the
Search control next to the Location text box to select a location or add a new location.

4. To create the new Interaction Tracker Directory view, click OK.

Result : One of two things happens:

If you added the new view from the Tracker  Directories  dialog box, the name of the new view appears there.
If you added the new view from the Create  New View dialog box, the name of the new view is added to the Avai lable
Items  list.

5. To display your new Interaction Tracker Filtered Directory view, do one of the following:
From the Tracker  menu select Open Directory . From the Open Directory  menu, select the name of the directory view
you want to display.
In the Create  New View dialog box, select the view from the Avai lable   Items  list and click the Add  >  button between
the Avai lable   items and Selected i tems    lists. Click OK.

Tip: Enter all or part of the view name in the Filter items text box to locate the view name.

Result : The new Interaction Tracker Directory view appears.

Related Topics
Working with Interaction Tracker Filtered Directories
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Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing.

You can permanently remove an Interaction Tracker Filtered Directory view from the list of available directory views.

Tip: If you want to stop displaying the directory view but not delete the view, see Close an Interaction Tracker Filtered Directory
View.

To delete a displayed Interaction Tracker Fi l tered Directory view: 

1. From the Tracker  menu, select Manage Tracker Directories . In the Tracker Directories  dialog box, select the name of
the view and click Delete .

2. Click Yes  to confirm you want to delete the view.

Result : The name of the Interaction Tracker Filtered Directory view is removed from the list of Available Items and the
Interaction Tracker Filtered Directory view is removed from your CIC client interface.

To delete an Interaction Tracker Fi l tered    Directory view that is  not currently displayed: 
1. Do one of the following:

From the Tracker  menu, select Manage Tracker Directories . In the Tracker Directories  dialog box, select the name
of the view.
In the Create New View dialog box, from the Categories  list, select Directories . In the V iews  list, select Tracker
Directories . In the Select Tracker Directories  to  Add  dialog box, from the Available Items list, select the name of the
view.

Tip: Enter all or part of the view name in the Fi l ter i tems      text box to locate the view name.

2. Click the Delete  button.

Tip: The Delete  button is active only if you have the appropriate rights to the selected Interaction Tracker Filtered
Directory view.

Note : In the Select Tracker Directories to Add dialog box, the Add, Edit , and Delete  buttons appear below the
Avai lable Items    list. Point your mouse to a button to see an identifying tooltip.

3. Click Yes  to confirm you want to delete the view.

Result : The name of the Interaction Tracker Filtered Directory view is permanently removed from the list of Avai lable
Items .

Related Topics
Working with Interaction Tracker Filtered Directories

Delete an Interaction Tracker Filtered Directory View
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Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing.

You must first create an Interaction Tracker Filtered Directory before you can display it.

To  display an existing Interaction Tracker  Fi l tered Directory view: 
1. Select a tab in the CIC client in the area where you want to display the new view.
2. From the Tracker  menu, select Open Directory .
3. From the Open  Directory  menu, select the name of the directory view you want to display.

Result : The selected view appears in the CIC client.

You can also choose which Tracker Filtered Directory views to display from the same dialog box where you create views.
1. In the Create New View dialog box, set Group  by to Categories , and then from the list of categories, select Directories .
2. In the V iews  list, select Tracker Directories .

Result : All of your previously created Tracker Directory views appear in the Select Tracker Directories to  Add  dialog
box.

3. Select the view name from the Avai lable   Items  list.

Tip: Enter all or part of the view name in the Fi l ter    i tems  text box to locate the view name.

4. Click the Add >  button.

Result : The selected view appears in the Selected  i tems  list.
5. Optional. Select and add additional views to the Selected items list.
6. When you complete your selection or selections, click OK.

Result : The selected view or views appears.

Related Topics
Working with Interaction Tracker Filtered Directories

Display an Interaction Tracker Filtered Directory View
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Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing.

You can edit an existing Interaction Tracker Directory view to update the filtered information and contacts included in the directory.

To edit an existing Interaction Tracker Directory  view:
1. Do one of the following:

From the Tracker  menu, select Manage Tracker Directories . In the Tracker  Directories  dialog box, select the name
of the view and click Edit .
For a non-displayed view, in the Create New View dialog box, set Group  by to Categories  list, and then from the list of
categories, select Directories . In the Views list, select Tracker Directories . In the Select  Tracker Directories to
Add dialog box, from the Avai lable   Items list, select the name of the view and click the Edit  button.

Tip: The Add, Edit , and Delete  buttons appear below the Available Items list. Point your mouse to a button to
see an identifying tooltip.

Result : The Interaction Tracker Directory Setting dialog box appears.
2. Make any necessary adjustments to the filter settings.

Tip: For more information about filter settings, see Create an Interaction Tracker Filtered Directory.

3. Click OK.

Tip: To display this updated directory, see Display an Interaction Tracker Filtered Directory.

Related Topics
Working with Interaction Tracker Filtered Directories

Edit an Interaction Tracker Filtered Directory View
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Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing.

You can view extended information for Interaction Tracker Filtered Directory entries.

To view Interaction Tracker Fi l tered Directory    entries:
1. Right-click a directory entry.
2. From the drop-down menu, click Properties .

Result : The Properties for Contact dialog box appears.

The several tabs of the Properties dialog box can contain similar information to other CIC client directory entries:
Name, title, department and company
Home, business, cell phone, pager and fax numbers
Home and business street addresses
Home and business email addresses
Business website address
Assistant’s name and phone number
Notes

Interaction Tracker-specific information is displayed on these tabs:
Tracker Addresses

This displays the physical addresses for organizations, locations, and individuals. Addresses have types, such as Home,
Business, Business2, and Shipping. Your CIC administrator can extend the address types.

TrackeriAddresses

This displays the electronic addresses for organizations, locations, and individuals. The iAddresses have types, such as
Phone number, Fax number, and email address, and subtypes such as Home, Business, Assistant, and Home2. Your CIC
administrator can extend the iAddressconnection types and subtypes.

Tracker Attributes

This displays user-defined attributes for some of the more significant entities, such as Interaction Segments, Individuals,
Locations and Organizations. Additional information can be associated with these entities.

Related Topics
Add a Tracker Contact
Working with Interaction Tracker Filtered Directories

View Tracker Directory Entries
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Working with Interaction Tracker Information

Requirements : You can add, modify, and delete Tracker contacts and organizations only if you have a Tracker Access
License and the appropriate Tracker Policy Security rights. Finding Tracker contacts and organizations requires a Tracker
Access License. For more information, see Tracker Licensing.

You can create and manage Interaction Tracker information during the Contact Resolution process. You can also use the new
Tracker menu to maintain Tracker information.

Add a Tracker Contact
Find a Tracker Contact
Modify Tracker Contact Information
Delete a Tracker Contact
Add a Tracker Organization
Find a Tracker Organization
Add a Tracker Location
Display an Interaction Tracker Filtered Directory

The Search control appears in several places when you work with Tracker information.
Click the Search  icon to perform a search based on the information in the associated text box.

Click the down arrow on the Search control to perform an advanced search or to add a new record.

Related Topics
Contact Resolution
Working with Interaction Tracker

Add a Tracker Contact

Requirements : You need a Tracker Access license and the Add Individuals Security right to add a Tracker Contact. Other
Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For more information,
see Tracker Licensing and Rights.

If the Contact Resolution process or your own search criteria cannot find the appropriate contact, you can create a contact. To add
a contact to the Interaction Tracker database, you need a Tracker Access License and the appropriate Tracker Policy Security
rights. For more information, see your CIC administrator.

Note : You can also use the interaction shortcut menu to Quick Add a Contact or you can use the Tracker menu to add a
Tracker contact at any time.

To add a Tracker Contact:
1. Do one of the following:

Search Control

Tracker Contacts

393



If you are in the middle of the contact resolution process, select the current interaction and click the Contact Resolution
down arrow. Select Add a Tracker Contact  from the Contact Resolution drop-down list.

From the Tracker  menu, select Add Contact.

Result:    The  Add Contact  Wizard  appears.
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2. In the Name and Individual Type view, complete the necessary information and then click Next .

Title Use the arrow to select a title from the drop-down list.

First  Name
Middle Name
Last Name

Enter the contact’s first, middle, and last names in the appropriate text boxes.

Individual    Type Use the arrow to select a type from the drop-down list.

Examples of contact types include System, IC User , External , Internal ,
Customer , Partner , Vendor , and Publ ic Relations  .

Al low others access   to  this
Contact?

Select Yes  or No  to control whether others can view or use this Contact
information.

Selecting No  indicates that this contact is private.

Rights : To indicate that a Tracker contact is private, you must have created
the contact and have the Have Private Contacts Security right

Result : The Organization page of the Add Contact Wizard appears.
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3. In the Organization text box, type all or part of the Organization’s name and press Enter  or click the Search control next to this
text box.

Result : The Organization drop-down list appears.

4. Do one of the following:
If the Organization is already in the Tracker database, select it from the list.
If you think the organization is in the Tracker database, but does not appear in the list, select Advanced  Search. Specify
additional search criteria in the Find Organization Wizard. For more information, see Find a Tracker Organization.
Click Add New Organization to add this organization to the Tracker database.

Result : The Add Organization Wizard appears. For more information, see Add a Tracker Organization.
5. In the Location text box, if an organization has more than one location, type all or part of the location name. Then press Enter

or click the Search control next to this text box.

Tip: Display the entire list of Locations for this Organization by pressing Enter  or clicking the Search control before
typing anything in the Location text box.

Result : The Location drop-down list appears.
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6. Do one of the following:
If the location is already in the Tracker database, select it from the list.
Click Add New Location to add a location for this organization to the Tracker database.

Result : The Add Location Wizard appears. For more information, see Add a Tracker Location.
7. Complete any or all of the remaining information and then click Next .

Department Type the name of the department to which this contact
belongs.

Job  Title Type the contact’s job title.

Assistant  Name Type the name of this contact’s assistant.

Result : The Business Contact Information page of the Add Contact Wizard appears.
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8. In the Business Contact Information page, supply the business address, phone, and other information for this contact and then
click Next .

Tip:  You can type the name of any state or province in the State/Province  text box or the name of any country in the
Country  text box. Click the Phone Number control to validate and format the phone number.

Result : The Addresses page of the Add Contact Wizard appears.

9. Do one of the following:

If you have added all the necessary addresses for this contact, click Next >  and sk ip the next step.
To update the business address information, click < Back  and return  to  the previous ste p.
To add another address for this contact, click Add and go to  the next step.

Result : The Address Properties dialog box appears.
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10. In the Address Properties dialog box, supply the information for this address. Use the arrow at the end of the Address  Type
drop-down list to identify the type of address.  Click OK.

Note : Home, Shipping, and Bi l l ing    are default Interaction Tracker address types. Your CIC administrator can define
different or additional address types. If you have any questions about address types, see your administrator.

Click Add in the Addresses page and repeat this step for each address you want to add for this contact. After you finish
supplying physical addresses for this contact, click Next >  and continue to the next step.

Result : The Interaction Addresses page of the Add Contact Wizard appears.

11. In the Interaction Addresses page, do one of the following:
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If you have added all the necessary addresses for this contact, click Next >  and sk ip the next step.
To add another physical address, click < Back  and click Add in the Addresses page.
To add an iAddress for this contact, click Add and go to  the next step.

Result : The Interaction Address Properties dialog box appears.

12. In the Interaction Address Properties dialog box, enter the contact’s interaction address information and click OK.

Value Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.

Tip: If you enter a phone number or fax number, click the Phone Number control to
validate and format the phone number.

Ext. Enter the extension number, if applicable.

Interaction  Address Type Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note : An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction  Address Subtype Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business , Business  2, Home, Home 2, Assistant , or Unclassified).

Click Add in the Interaction Addresses page for each iAddress you want to add for this contact. After you finish supplying
electronic addresses for this contact, click Next  and continue to the next step.

Result : The Tracker Attributes page of the Add Contact Wizard appears.
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13. In the Tracker Attributes page, supply values for the displayed Attribute Types and click Next .

Note : Interaction Tracker enables you to store attributes for contacts, organizations or locations. These attributes can
include such information as personal characteristics, historical notes about a particular situation, or other significant
details.

Result : The Summary page of the Add Contact Wizard appears.
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14. In the Summary page, do one of the following:

Click <  Back  to return to the appropriate page and make corrections.
Review your entries and click Next  to save this contact information.

Result : The "Add Contact Complete!" page appears.
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15. In the Add Contact Complete! page, do one of the following:

Click Add  another Contact . Return to the beginning of this procedure.
Click Finish to return to the CIC client.

Related Topics
Contact Resolution
Find a Tracker Contact
Modify Tracker Contact Information
Delete a Tracker Contact
Resolve a Contact

Quick Add a Contact

Requirements : You need the Add Individuals Security right to quick add a Tracker Contact. Other Interaction Tracker
functions are available only if you have the appropriate licenses and security rights. For more information, see Tracker
Licensing and Rights.

If the Contact Resolution process does not find the Interaction Tracker contact that you want, and you are unable to find the
appropriate contact using your own search criteria, you can create a new contact in the Interaction Tracker database if you have a
Tracker Access License and the appropriate Tracker Policy Security rights. You can also use the Tracker menu to add a Tracker
contact at any time. For more information about this feature or your right to use it, see your CIC administrator.

When you "quick add" a new Tracker contact, you need to specify only the most important Tracker contact information.

Note : You can also click the contact resolution down arrow next to the current interaction to add a Tracker contact or you can
use the Tracker menu to add a Tracker contact at any time.

To quick  add a Tracker Contact:
1. Right-click the current interaction.
2. From the interaction shortcut menu, select Interaction  Tracker  > Quick  Add Contact  .

Result : The Quick Add Contact dialog box appears.
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3. In the Contact Information  tab, complete the required information and as much of the optional information as you deem
necessary.

Tip: Required information is indicated by an asterisk (*). Notice that the phone number for the selected interaction
appears automatically in the Business Phone  text box. Click the Phone Number control to validate and format the
phone number. The Search icon next to Organization enables you to locate the name of an existing organization.

4. In the Tracker Attributes  tab, supply values for the displayed Attribute Types for this contact and click OK.

Note : Interaction Tracker enables you to electronically store attributes for contacts, organizations or locations. These
attributes can include such information as personal characteristics, historical notes about a particular situation, or
other significant details.

Result : The Tracker contact information is saved and the interaction is associated with this new Tracker contact.

Related Topics
Contact Resolution
Add a Tracker Contact
Find a Tracker Contact

Find a Tracker Contact
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Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing and Rights.

If the Contact Resolution process does not find the Interaction Tracker contact that you want, you can conduct your own search for
a contact if you have a Tracker Access License. You can use a variety of name and address selection criteria to find the appropriate
Tracker contact. You can also use the Tracker menu to find a Tracker Contact at any time outside of the Contact Resolution
process.

To find a Tracker Contact :
1. Do one of the following:

If you are in the middle of the contact resolution process, select the current interaction and click the Contact Resolution
down arrow. Select Find a Tracker Contact  from the Contact Resolution drop-down list.

From the Tracker  menu, select Find Contact .

Result:  The Find Contact Wizard appears.
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2. Enter your search criteria and click Next  > .

Note : If you have Tracker Administrator user rights, you have the right to search Private Tracker databases. The Owner
ID  text box appears and you can enter the Owner ID for the appropriate database(s). This is optional.

Tip: Click the More Search options > link to specify additional search criteria, including address information and
Tracker attributes.

Result : The Search Results page of the Find Contact Wizard appears. It lists all matching contacts.

406



3. In the Search Results page, do one of the following:

To complete contact resolution, select an entry and click Finish.
To further refine your search, click <Back  and enter additional search criteria.
Click the Last Name hyperlink or right-click anywhere on the row containing the contact and select Properties  from the
shortcut menu.

Result : The Properties for Contact dialog box appears. Use it to modify the contact information, add a Tracker
organization, or add a Tracker location, as needed.

Related Topics
Add a Tracker Contact
Contact Resolution
Resolve a Contact
Working with Contact Resolution

Modify Tracker Contact Information

Requirements : You need the Modify Individuals Security right or the Tracker Administrator Security Right to modify Tracker
Contact information. Other Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing and Rights.

You can change some information on Tracker private and public contacts if you have a Tracker Access License and the Modify
Individuals access right or if you are a Tracker administrator. If so, you can modify the Owner, IC User Name, Site Id, Application Id,
External Id, and External Source using the Properties for Contact dialog box. For more information about this feature or your right to
use it, see your CIC administrator.

To modify Tracker Contact information:
1. Find a Tracker Contact. In the Search Results page of the Find Contact Wizard, do one of the following:

Click the Last  Name hyperlink.
Right-click anywhere on the row containing the contact and select Properties  from the shortcut menu.
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Result : The Properties for Contact dialog box appears.

3. In the General tab, supply name, organization, location and other information.
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First  Name
Middle Name
Last Name

Type the contact’s first, middle, and last names in the appropriate text boxes.

Organization In the Organization text box, type all or part of the Organization’s name and press
Enter  or click the Search control next to this text box. In the drop-down list that
appears, do one of the following:
If the Organization is already in the Tracker database, select it from the list.
If you think the organization is in the Tracker database, but does not appear in the
list, select Advanced  Search.  Specify additional search criteria in the Find
Organization Wizard. For more information, see Find a Tracker Organization.
Click Add New Organization to add this organization to the Tracker database.
For more information, see Add a Tracker Organization.

Location In the Location text box, if an organization has more than one location, type all or
part of the location name and press Enter  or click the Search control next to this
text box. In the drop-down list that appears, do one of the following:
If the location is already in the Tracker database, select it from the list.
Click Add New Location to add a location for this organization to the Tracker
database. For more information, see Add a Tracker Location.

Private Select Private  to restrict access to this contact information. Private Tracker
Contact information cannot be viewed or modified by other CIC users.

Requirements : You must have created the contact and have the Have
Private Contacts Security right in order to mark a Tracker contact as private.
The Private checkbox is hidden from other users.

Active Select Active  to make this contact active which includes displaying this contact in
a Tracker contacts directory and using this contact’s information for resolving a
contact for an interaction.

Title Use the arrow to select a title from the drop-down list.

Individual    Type Use the arrow to select a type from the drop-down list.

Examples of contact types include System, IC User , External , Internal ,
Customer , Partner , Vendor , and Publ ic Relations  .

Owner This defaults to the name of the CIC user who created this Tracker Contact.

Company Type the name of the company to which this contact belongs.

Tip: You may want to supply a company name if the contact does not belong
to an organization.

Department Type the name of the department to which this contact belongs.

Job  Title Type the contact’s job title.

Assistant  Name Type the name of this contact’s assistant.

4. In the IC Settings tab, supply Customer Interaction Center settings for this contact.

Caution: These settings apply to CIC users only. You should modify these settings only if you are familiar with CIC
user configuration in Interaction Administrator and are certain of values you enter here.

IC  Username Type the contact’s Customer Interaction Center user name.

Site  Id Type the site identifier for the Interaction Center site to which this contact
belongs.

5. In the External Database tab, supply Interaction Tracker identification information.
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Appl ication   Id Type the Application ID associated with this contact in the Tracker database.

Note : Use of an Application Id is entirely optional. An Application Id is used by
Interaction Tracker to enable users to visually distinguish between contacts. It
can be used for display purposes in place of the unique (but somewhat
confusing) internal Id’s that Interaction Tracker assigns to contacts.

External    Id If this Tracker contact was imported from another system (MS Outlook Private
Contacts, for example), this is the unique Id for this contact used by the other
system.

External    Source This identifies the external system from which this Tracker contact information
was imported.

6. In the Image and Web tab, enter some additional contact information.

Tip: This information is entirely optional and may not apply to your installation’s use of Interaction Tracker. Contact
your CIC administrator about these entries.

Fi le   Location Reserved  for future use.

This text box is designed to store the file location and file name for a picture of
this contact.

Individual    URL Optionally, supply a URL for a webpage that is specific to this contact.

Example : You might want to record the location of this contact’s company home
page, the contact’s Facebook page address, or any other useful URL associated
with this contact.

Web  Logon If your company permits customers to log on to reserved areas of your company’s
website, enter the contact’s website logon ID.

Web  Password
Confirm Password

In the Web  Password text box, type the contact’s password for your company’s
website, then re-enter the password in the Confirm  Password text box.

7. In the Addresses tab, do any of the following:
Select an address and click Edit  to modify the address information.
Select an address and click Delete to remove an address from the contact.

Click Add to add another address for this contact. In the Address Properties dialog box, supply the information for this
address. Use the arrow at the end of the Address Type  drop-down list to identify the type of address. When finished, click
OK.
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Note : Tracker addresses contain standard physical address information. Home, Shipping, and Bi l l ing    are default
Interaction Tracker address types. Your Interaction Administrator can define different or additional address types. If
you have any questions about address types, see your administrator.

Tip:    You can type the name of any state or province in the State/Province text box or the name of any country in the
Country text box.

8. In the Interaction Addresses tab, do any of the following:

Select an address and click Edit  to modify the address information.
Select an address and click Delete to remove an address from the contact.
Click Add to add another address for this contact. In the Interaction Address Properties dialog box, supply the information
for this address. Use the arrow at the end of the Address Type  drop-down list to identify the type of address.  When
finished, click OK.

An interaction address contains the following information:

Value Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.

Tip: If you enter a phone number or fax number, click the Phone Number
control to validate and format the phone number.

Interaction  Address Type Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note : An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction  Address Subtype Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business , Business 2, Home, Home 2, Assistant , or Unclassified).

9. In the Attributes tab, supply values for any of the contact attributes defined by your CIC administrator.
10. In the Interactions tab, view a list of interactions related to this contact.

Tip: This view is similar to the Interactions tab and you can perform the same functions here. For more information,
see Use the Related Items View.

11. When you have made all necessary changes, click OK to save your changes.

Related Topics
Add a Tracker Contact
Find a Tracker Contact
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Delete a Tracker Contact

Requirements : You need the Delete Individuals Security right to delete a Tracker Contact. Other Interaction Tracker
functions are available only if you have the appropriate licenses and security rights. For more information, see Tracker
Licensing and Rights.

You can delete a Tracker private or public contact if you have a Tracker Access License and the appropriate Tracker Policy Security
rights. However, for historical reporting purposes, you cannot delete a Tracker Contact once it is associated with an interaction. For
more information about this feature, or if you have questions about your right to use it, see your CIC administrator.

Note : For a list of Tracker functions that are available only if you have a Tracker Access License and the appropriate Tracker
Policy Security rights, see Working with Tracker Information.

To delete a Tracker Contact:
1. Find a Tracker Contact.
2. In the Search Results page of the Find Contact Wizard, right-click a contact name and select Delete  from the shortcut menu.

Result : The Confirm Delete dialog box appears.
3. In the Confirm Delete dialog box, click Yes .

Result : The contact is removed from the Search Results page of the Find Contact Wizard and from the Tracker directory.

Related Topics
Add a Tracker Contact
Find a Tracker Contact
Modify Tracker Contact Information

Add a Tracker Organization

Requirements : You need the Add Organizations Security right to add a Tracker Organization. Other Interaction Tracker
functions are available only if you have the appropriate licenses and security rights. For more information, see Tracker
Licensing and Rights.

You can add new Tracker Organizations when you add or modify Tracker Contacts during the contact resolution process. You can
also use the Tracker menu to add a Tracker Organization at any time.

To add a Tracker Organization:
1. Do one of the following:

From the Tracker  menu, select Add Organization.

Tracker Organizations
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Add a Tracker contact. Optionally, in the Organization text box, enter all or part of the organization name. Click the Search
control next to the Organization text box. From the drop-down list, select Add  New Organization.

Find a Tracker Contact. In the Search Results page of the Find Contact Wizard, right-click a contact name and select
Properties . In the Properties for Contact dialog box, in the Organization text box, type all or part of the Organization’s name,
then click the Search control. Click Add New Organization.

Result : The Add Organization Wizard appears.
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2. In the Name and Type page, complete the following information and click Next .

Organization  Name Type the name of the Organization.

Caution: Each Organization Name must be unique.

Organization  Type Use the arrow to select a type from the drop-down list.

Examples of organization types include System, External , Internal , Customer ,
Partner , Vendor , and Publ ic Relations  .

Result : The Business Contact Information page of the Add Organization Wizard appears.
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Tip:  You can type the name of any state or province in the State/Province text box or the name of any country in the
Country text box. Click the Phone Number control to validate and format the phone number.

3. In the Business Contact Information page, complete address information and click Next .

Result : The Organization Addresses page of the Add Organization Wizard appears. The address you just added appears in
the list.
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Note : Home, Shipping, and Bi l l ing    are default Interaction Tracker address types. Your CIC administrator can define
different or additional address types in Interaction Administrator. If you have any questions about address types,
contact your CIC administrator.

4. In the Organization Addresses page, do one of the following:

Click Add to add another address for this organization.
Select an address in the list and click Edit  to change the address information.
Select the check box of one of the addresses in the list to designate the default address.
Select an address in the list and click Delete  to remove the address from this Organization.
Click Next>  to continue creating the organization.

Result : The Organization Interaction Address page of the Add Organization Wizard appears.

Note : An interaction address, or iAddress, is a media-specific, electronic address against which interactions
take place. The type of address corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

5. In the Organization Interaction Address page, do one of the following:

Click Add to add another interaction address for this organization.
Select an address in the list and click Edit  to change the address information.
Select the check box of one of the addresses in the list to designate the default interaction address.
Select an address in the list and click Delete  to remove the interaction address from this Organization.
Click Next>  to continue creating the organization.

Result : The Tracker Attributes page of the Add Organization Wizard appears.
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6. In the Tracker Attributes page, supply values for any of the displayed Attribute Types and click Next  > .

Note : Interaction Tracker enables you to store attributes for contacts, organizations or locations. These attributes can
include such information as historical notes about a particular situation, or other significant details. Tracker Attributes
are configured in Interaction Administrator. Contract your CIC administrator if you have questions about Tracker
Attributes.

Result : The Summary page of the Add Organization Wizard appears.

7. In the Summary page, do one of the following:
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Click <Back  to return to the appropriate page and make corrections.
Review your entries and click Next  >  to save this organization information.

Result : The "Add Organization Complete!" page appears.

8. In the Add Organization Complete! page, do one of the following:

Click Add another Organization. Return to the beginning of this procedure.
Click Add Locations . For more information, see Add a Tracker Location.
Click Finish to return to the CIC client.

Related Topics
Find a Tracker Organization

Find a Tracker Organization

Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing and Rights.

When you work with Tracker information, there are several places where it is necessary to search for Tracker Organizations.
Tracker Organizations are associated with Tracker Contacts. Tracker Locations are associated with Tracker Organizations.

To find a Tracker Organization:
1. Do one of the following:

Click the Search control next to an Organization text box and then select Advanced  Search.
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From the Tracker  menu, select Find Organization.

Result:  The Find Organization Wizard appears.
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2. Enter your search criteria and click Next> .

Result : The Search Results page of the Find Organization Wizard appears. It lists all matching organizations.
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3. Do one of the following:

To finish selecting an Organization or return to the CIC client, select an entry and click Finish.
To further refine your search, click <Back  and enter additional search criteria.
Click the Organization  Name hyperlink.
Right-click anywhere on the row containing the organization and select Properties  from the shortcut menu.

Result : The Properties for Organization dialog box appears. From this dialog box, you can modify the organization
information or Add a Tracker Location, as needed.
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Related Topics
Modify Tracker Organization Information
Delete a Tracker Organization

Modify Tracker Organization Information

Requirements : You need the Modify Organizations Security right to modify Tracker Organization information. Other
Interaction Tracker functions are available only if you have the appropriate licenses and security rights. For more information,
see Tracker Licensing and Rights.

You can change the information on Tracker organizations if you have a Tracker Access License and the appropriate Tracker Policy
Security rights. For more information about this feature or your right to use it, see your CIC administrator.

To modify Tracker Organization information:
1. Find a Tracker Organization.
2. In the Search Results page of the Find Organization Wizard, do one of the following:

Click the Organization  Name hyperlink.
Right-click anywhere on the row containing the organization and select Properties  from the shortcut menu.
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Result : The Properties for Organization dialog box appears.

3. Modify any of the Organization information, as necessary.
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Name Type the organization’s name.

Org  Type Use the arrow to select a type from the drop-down list.

Examples of organization types include System, IC  User , External , Internal ,
Customer , Partner , Vendor , and Publ ic Relations  .

Site  Id Type the site identifier for the CIC site to which this organization belongs.

Caution: Modify this setting only if you are familiar with the site numbers
configured in Interaction Administrator and are certain of value you enter here.

Owner This defaults to the name of the CIC user who created this Tracker organization.

External    Id If this Tracker organization was imported from another system), this is the unique
Id for this organization used by the other system.

External    Source This identifies the external system from which this Tracker organization
information was imported.

App  Org Id Type the Application ID associated with this organization in the Tracker database.

Note : Use of an Application Id is entirely optional. An Application Id is used by
Interaction Tracker to enable users to visually distinguish between
organizations. It can be used for display purposes in place of the unique (but
somewhat confusing) internal Id’s that Interaction Tracker assigns to
organizations.

Active Select Active  to enable users to assign this organization to Tracker contacts.

4. In the Locations tab, do one of the following:

Select a location and click Edit  to modify the location information.
Select a location and click Delete to remove a location from the organization.
Click Add to add another location for this organization. In the Add Location Wizard, supply the information for this location.
For more information, see Add a Tracker Location. When finished, click OK.

5. In the Addresses tab, do any of the following:

Select an address and click Edit  to modify the address information.
Select an address and click Delete to remove an address from the organization.
Click Add to add another address for this organization. In the Address Properties dialog box, supply the information for this
address. Use the arrow at the end of the Address Type  drop-down list to identify the type of address. When finished, click
OK.
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Note : Tracker addresses contain standard physical address information. Home, Shipping, and Bi l l ing    are default
Interaction Tracker address types. Your Interaction Administrator can define different or additional address types. If you
have any questions about address types, see your administrator.

Tip: You can type the name of any state or province in the State/Province text box or the name of any country in the
Country text box.

6. In the Interaction Addresses tab, do any of the following:

Select an address and click Edit  to modify the address information.
Select an address and click Delete  to remove an address from the organization.
Click Add to add another address for this organization. In the Interaction Address Properties dialog box, supply the
information for this address. Use the arrow at the end of the Address  Type  drop-down list to identify the type of address.
 When finished, click OK.

An interaction address contains the following information:

Value Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.

Tip: If you enter a phone number or fax number, click the Phone Number
control to validate and format the phone number.

Interaction  Address Type Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note : An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction  Address Subtype Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business , Business 2, Home, Home 2, Assistant , or Unclassified).

7. In the Attributes tab, supply values for any of the organization attributes defined by your CIC administrator.
8. In the Interactions tab, view a list of interactions related to this contact.

Tip: This view is similar to the Interactions tab and you can perform the same functions here. For more information,
see Use the Related Items View.

9. When you have made all necessary changes, click OK to save your changes.

Related Topics
Find a Tracker Organization
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Delete a Tracker Organization

Requirements : You need the Delete Organizations Security right to delete a Tracker Organization. Other Interaction Tracker
functions are available only if you have the appropriate licenses and security rights. For more information, see Tracker
Licensing and Rights.

You can delete a Tracker organization if you have a Tracker Access License and the appropriate Tracker Policy Security rights. For
more information about this feature, or if you have questions about your right to use it, see your CIC administrator.

To delete a Tracker Organization:
1. Find a Tracker Organization
2. In the Search Results page of the Find Organization Wizard, right-click an Organization name and select Delete  from the

shortcut menu.

Result : The Confirm Delete dialog box appears.
3. In the Confirm Delete dialog box, click Yes .

Result : The organization is removed from the Search Results page of the Find Organization Wizard and from any contacts
associated with this organization.

Related Topics
Add a Tracker Organization
Find a Tracker Organization
Modify Tracker Organization Information

Add a Tracker Location

Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing and Rights.

Locations are associated with Organizations. Locations are typically named for their functions, such as Headquarters, or the city
name. You can add new Tracker Locations when you add or modify Tracker Organizations during the contact resolution process.
You can also use the Tracker menu to add a Tracker Location at any time.

To add a Tracker Location:
1. Do one of the following:

From the Tracker  menu, select Add Location.
At the end of the Add a Tracker Organization process, click Add  Locations .
Add a Tracker Contact. In the Organization page of the Add Contact Wizard, select an Organization. Click the Search control
next to the Location text box. From the drop-down list, select Add  New Location.

Tracker Locations
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Find a Tracker Contact. In the Search Results page of the Find Contact Wizard, right-click on a contact name and select
Properties . In the Properties for Contact dialog box, in the Organization text box, select an Organization. Click the Search
control next to the Location text box. From the drop-down list, select Add  New Location.

Result : The Add Location Wizard appears.

2. In the Name page, type a Location  Name.
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3. If the Organization name has not defaulted from a previous screen, click the Search control next to the Organization text box
and do one of the following:

Select Advanced Search to Find a Tracker Organization.
Select Add New Organization to Add a Tracker Organization.

4. After you have supplied a location and organization name, click Next .

Result : The Business Contact Information page of the Add Location Wizard appears.

Tip: You can type the name of any state or province in the State/Province text box or the name of any country in the
Country text box. Click the Phone Number control to validate and format the phone number.

5. In the Business Contact Information page, supply the address information for this location and click Next .

Result : The Addresses page of the Add Location Wizard appears.
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Note : Home, Shipping, and Bi l l ing    are default Interaction Tracker address types. Your CIC administrator can define
different or additional address types in Interaction Administrator. If you have any questions about address types,
contact your CIC administrator.

6. In the Addresses page, do one of the following:

Click Add to add another address for this location.
Select an address in the list and click Edit  to change the address information.
Select the check box of one of the addresses in the list to designate the default address.
Select an address in the list and click Delete  to remove the address from this Location.
Click Next>  to continue creating the location.

Result : The Interaction Addresses page of the Add Location Wizard appears.
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Note : An interaction address, or iAddress, is a media-specific, electronic address against which interactions
take place. The type of address corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

7. In the Interaction Addresses page, do one of the following:

Click Add to add another interaction address for this location.
Select an address in the list and click Edit  to change the interaction address information.
Select the check box of one of the addresses in the list to designate the default interaction address.
Select an address in the list and click Delete  to remove the interaction address from this location.
Click Next>  to continue creating the location.

Result : The Tracker Attributes page of the Add Location Wizard appears.
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8. In the Tracker Attributes page, supply values for any of the displayed Attribute Types and click Next> .

Note : Interaction Tracker enables you to store attributes for contacts, organizations or locations. These attributes can
include such information as historical notes about a particular situation, or other significant details. Tracker Attributes
are configured in Interaction Administrator. Contract your CIC administrator if you have questions about Tracker
Attributes.

Result : The Summary page of the Add Location Wizard appears.

9. In the Summary page, do one of the following:
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Click <Back  to return to the appropriate page and make corrections.
Review your entries and click Next  >  to save this location information.

Result : The "Add Location Complete!" screen appears.

10. In the Add Organization Complete!  page, do one of the following:

Click Add another location . Return to the beginning of this procedure.
Click Finish to return to the CIC client.

Related Topics
Find a Tracker Organization

Modify Tracker Location Information

Requirements:  You can change Interaction Tracker location information if you have a Tracker Access License and the
appropriate Tracker Policy Security rights. For more information about this feature or your right to use it, see your CIC
administrator.

To modify Tracker Location information:
1. Find a Tracker Organization.
2. In the Properties for Organization dialog box, select the Locations tab.
3. In the Locations tab, do one of the following:

Select a location name and click Edit .
Click the location name hyperlink.

Result : The Properties for Location dialog box appears.
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4. Modify any of the Location information, as necessary.

Name Type the location’s name.

Owner This defaults to the name of the CIC user who created this Tracker location.

Site  Id Type the site identifier for the CIC site to which this location belongs.

Caution: Modify this setting only if you are familiar with the site numbers
configured in Interaction Administrator and are certain of value you enter here.

App  Loc Id Type the Application ID associated with this organization in the Tracker database.

Note : Use of an Application Id is entirely optional. An Application Id is used by
Interaction Tracker to enable users to visually distinguish between
organizations. It can be used for display purposes in place of the unique (but
somewhat confusing) internal Id’s that Interaction Tracker assigns to
organizations.

External    Id If this Tracker location was imported from another system), this is the unique Id for
this location used by the other system.

External  Source  This identifies the external system from which this Tracker organization
information was imported.

Active Select Active  to enable users to assign this organization to Tracker contacts.

5. In the Addresses tab, do any of the following:

Select an address and click Edit  to modify the address information.
Select an address and click Delete to remove an address from the organization.
Click Add to add another address for this organization. In the Address Properties dialog box, supply the information for this
address. Use the arrow at the end of the Address Type  drop-down list to identify the type of address.  When finished, click
OK.
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Note : Tracker addresses contain standard physical address information. Home, Shipping, and Bi l l ing    are
default Interaction Tracker address types. Your Interaction Administrator can define different or additional
address types. If you have any questions about address types, see your administrator.

Tip:  You can type the name of any state or province in the State/Province text box or the name of any country
in the Country text box.

6. In the Interaction Addresses tab, do any of the following:

Select an address and click Edit  to modify the address information.
Select an address and click Delete  to remove an address from the organization.
Click Add to add another address for this organization. In the Interaction Address Properties dialog box, supply the
information for this address. Use the arrow at the end of the Address  Type  drop-down list to identify the type of address.
 When finished, click OK.

An interaction address contains the following information:
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Value Enter the phone number, email address, or other appropriate value, depending on
which iAddress type you select.

Tip: If you enter a phone number or fax number, click the Phone Number
control to validate and format the phone number.

Interaction  Address Type Use the arrow at the end of this drop-down list to select the type of iAddress you
want to add.

Note : An interaction address, or iAddress, is a media-specific, electronic
address against which interactions take place. The type of address
corresponds to the type of interaction: for example, calls or email messages
among other supported interaction types.

Interaction  Address Subtype Use the arrow at the end of this drop-down list to select the iAddress subtype
(Business , Business 2, Home, Home 2, Assistant , or Unclassified).

7. In the Attributes tab, supply values for any of the organization attributes defined by your CIC administrator.
8. In the Interactions tab, view a list of interactions related to this contact.

Tip: This view is similar to the Interactions tab and you can perform the same functions here. For more information,
see Use the Related Items View.

9. When you have made all necessary changes, click OK to save your changes.

Related Topics
Find a Tracker Organization

Assign Interaction Tracker Attributes

Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing and Rights.

Interaction Tracker enables you to store attributes for contacts, organizations, locations or interactions. An interaction attribute
can include such information as notes about a particular situation, duration of the interaction, or other significant details.

To add Tracker Attributes to  the current   interaction:
1. Right-click the current interaction.
2. From the interaction shortcut menu, select Interaction  Tracker  > Interaction Tracker  Attributes .

Result : The Interaction Tracker Attributes dialog box appears.

Tracker Attributes
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3. Supply values for the displayed Attribute Types for this interaction and click OK.

To assign Tracker Attributes to  a related   interaction:
1. Find the appropriate related interaction.
2. In the Interaction Properties dialog box, select the Attributes tab.
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3. Supply values for the displayed Attribute Types for this interaction and click OK.

Related Topics
Find Related Interactions
Use Interaction Notes
Working with Tracker Information
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Requirements : Some Interaction Tracker functions are available only if you have the appropriate licenses and security
rights. For more information, see Tracker Licensing.

Interaction Tracker enables you to associate interactions with Tracker contacts, organizations and locations.  You can search for
and review this related interaction history in several ways:

Related Items

You can display views of the most recent interactions with external  callers:

The Interactions tab displays a list of interactions associated with the contact for the currently selected interaction. Only
interactions for the current contact appear in this view. For more information, see Use the Interactions Tab.

Note : Only successful interactions (those connected to an agent or a station) appear in this view. Voicemails
and abandoned interactions are not included.

The Conversation History  tab displays a list of email interactions associated with the currently selected email
interaction.  For more information, see Use the Conversation History Tab.

Interaction  History

You can view a list of the most recent interactions with a selected Tracker contact, organization, or location in the
Interactions tab of the Properties for Contact, Properties for Organization, or Properties for Location dialog boxes. For more
information, see Interaction History.

Interaction Search

You can use the Find Interactions Wizard to locate related interactions and review the associated Tracker information. For
more information, see Find Related Interactions.

Related Topics
Display the Related Items View
Find Related Interactions
Interaction History
Play Back a Recorded Interaction
Use Interaction Notes
Use the Related Items View
View Related Interaction Properties

Working with Related Interactions
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Display the Related Items View

Requirements : You need a Tracker Access License and the appropriate rights to display the Related Items view. You need
the Customize Client Security right in order to add a new view to the CIC client. Also, you need the Related Interactions Page
Security right to display the Related Items view. The View History Users Access Control right determines whose interactions
appear in the Related Items view. Optionally, you need the View Other People’s Private Interactions Security Right to view
other users' private interactions in the Interactions tab.

You can add the Related Items view to the CIC client. It contains two tabbed views:
Interactions Tab

The Interactions tab enables you to view a list of interactions associated with the contact for your currently selected
interaction. Your CIC administrator controls the types of interactions that can appear in this tab. Possible interaction types
include calls, chats, e-mails, and faxes. For more information, see Use the Related Items View and Configure the
Interactions Tab.

Conversation History Tab

A Conversation History is not a record of the content of the email interactions. The email text is not preserved as part of
this history. It provides a record of the contact between parties to the conversation, but not the details. For more
information, see Use the Conversation History Tab.

To display the Related Items view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Tracker .

2. In the V iews  list, select Related Items.
3. Click OK.

Result : The Related Items view appears.

Related Topics
Add or Remove View Columns
Change View Layout
Find Related Interactions
Interaction History
Use the Related Items View
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Configure the Interactions Tab

Requirements : You need the Customize Client Security right to configure the Interactions tab. Client templates can contain
configuration settings that determine your Interaction History Result Settings and control whether you can alter configuration
settings.

The interactions displayed in the Interactions tab of the Related  Items view are based on the contact for the currently selected
interaction and are limited to past interactions that match the selected criteria. Only interactions for the current contact are
included in the search.

You can configure the maximum number of related interactions displayed in the Interactions tab of the Properties for Contact,
Properties for Organization or Properties for Location dialog boxes.

To configure Interactions Tab search cri teria:
1. In the Configuration dialog box, click the Tracker  node.

Result : The Tracker properties details pane of the Configuration dialog box appears.
2. From the Show  interactions from the previous  drop-down list, select a time limit:

Week
Month
3 Months

3. From the Maximum  number of interactions to  show   drop-down list, select the maximum number of related interactions
you want to appear at one time in the Related Items view or Interaction History tab:

10
50
100

4. Click Apply  to save your settings.
5. Click OK to close the dialog box.

Related Topics
Display the Related Items View
Tracker Related Interactions
Use the Related Items View

Find Related Interactions

Requirements : Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing.

Use the Find Interaction Wizard to locate related interactions after the interaction is completed. You can then view the associated
Tracker information.

Tip: You can also view the interactions associated with a selected Contact, Organization or Location. For more information
about using the appropriate Properties dialog box, see Modify Tracker Contact Information, Modify Tracker Organization
Information, or Modify Tracker Location Information.

To  find a related interaction:
1. From the Tracker  menu, select Find Interaction.

Result : The Find Interaction dialog box appears.
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2. From the Where to Search drop-down list, select one of the following:

My Interactions  to include only interactions with which you were personally associated.
Interactions of My Organization to include all interactions associated with the organization to which you belong.
Interaction of My Location to include all interactions associated with your location.

3. In the Basic  and Advanced tabs, enter other search criteria.
4. Click Next > .

Result : A list of matching interactions appears in the Search Results  page of the Find Interaction dialog box.
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5. To view the details of one of the listed interactions, do one of the following:
Double-click the selected interaction.
Right-click the selected interaction and choose Interaction  Detai ls  .

Result : The Interaction Properties dialog box appears.
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Note : You can add, edit, or delete some of the information in the Interaction Properties dialog box. In particular, you
can work with Notes and Attributes information. For more information, see Interaction Notes and Assign Interaction
Tracker Attributes.

Related Topics
Use the Interactions Tab

Play Back a Recorded Interaction

Requirements : To play back a recorded interaction, you need the Recorder  Cl ient Access l icense.     You also need to be
assigned an Interaction  Recorder Pol icy   with the rights to play  recordings  and retrieve recordings . To locate and
select the appropriate recording, you need a Tracker Access License and the necessary rights to display the needed views.
For more information, see Working with Interaction Tracker.

If you have the appropriate licenses and rights, you can play back a recorded interaction. You can play back recordings of calls,
chats, and email interactions. The type of recording depends on the type of interaction. For example, a chat session recording is a
transcript of the chat.

There are two way to locate and play back a recorded interaction. Recorded interactions appear in the Related Items View in both
the Interactions and Conversation History tabs. You can also play back recordings appearing in the Interactions tab of the
Properties for Contact, Properties for Organization, or Properties for Location dialog boxes.

To play back a recording:
1. Locate the appropriate recording by doing one of the following:

Use the Related Items view to display a list of interactions associated with the currently selected interaction  in My
Interactions. Recordings appear in the Interactions tab and the Conversation History tabs.
Find a Tracker contact and then, in the Properties for Contact dialog box, click the Interactions  tab.
Find a Tracker organization, and then, in the Properties for Organization dialog box, click the Interactions  tab.
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Find a Tracker location by following the instructions to Modify Tracker Location Information. Then, in the Properties  for
Location dialog box, click the Interaction tab.

Note : The Related Recording icon (red circle) appears for interactions with an associated ad hoc or snippet recording.
For more information, see Recording Types.

2. Right-click the selected interaction and select Play  Recording from the shortcut menu.

Result : The appropriate recording media viewer appears. A recorded call appears in this example.

Play Back a Call

The Waveform displays a graphic representation of the sound in the recording. The Waveform area includes a recording time
line that displays a position indicator and time, and the length of the recording.
Use the Audio  menu to select the audio device for the play back. The options are Primary  Sound Driver  or Telephone
Handset .
If you use the Primary Sound  Driver , pause the mouse over a play back control to display its function. Use the sliders to
control the Volume and Speed of the audio play back. Audio timing indicators display the current position in the recording and
the total time of the recording.
If you use the Telephone Handset , use the telephone keypad to control the play back. Press: 1 to slow down the recording; 2
to speed up the recording; 3 to decrease the volume; 4 to increase the volume; 5 to rewind ten seconds and return to normal
speed; and 6 to fast forward ten seconds.

Note:  When playing back a recording through the telephone handset, the audio disconnects when the recording has
finished playing or when the stop button is pressed.

Select About  from the Media menu to view Media Information properties, including Length, Audio format, and compression
type.

Play Back a Chat  Interact ion 

The Chat playback window shows a transcript of the recorded chat.
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Play Back an Email Interact ion

The Email playback window shows a transcript of a recorded email conversation.

Note : Snippet recordings of email interactions are available only if your CIC administrator separately enables this
feature. Snippet recordings of email interactions are not available by default.
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Related Topics
Recording Types
Use the Related Items View
Use the Conversation History Tab
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View Interaction Properties

Requirements : Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing.

You can review the Interaction Tracker information stored for any interaction previously associated with a tracker contact.

Note : You can add, edit, or delete some of the information in the Interaction Properties dialog box. In particular, you can work
with Notes and Attributes information. For more information, see Use Interaction Notes and Assign Interaction Tracker
Attributes.

To view interaction properties , do  one of    the fo l lowing: 
Use the Find Interaction Wizard to locate an interaction.

In the Related Items view, double-click a selected interaction.

In the Related Items view, right-click a selected interaction, then select Interaction Detai ls   from the shortcut menu.

Result : The Interaction Properties dialog box appears.

Related Topics
Tracker Related Interactions
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Interaction History

Requirements : Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing.

You can view a list of the most recent interactions with a Tracker contact, organization, or location in the Interactions tab of the
Properties for Contact, Properties for Organization or Properties for Location dialog boxes.

Related Topics
Display the Related Items View
Modify Tracker Contact Information
Modify Tracker Organization Information
Modify Tracker Location Information

Use the Related Items View

Requirements : You need the appropriate licenses and rights to Display the Related Items View in order to see the Related
Items view.

Note : To display related interactions correctly in the Related Items view, the CIC administrator must configure data sources in
a particular way in the RWP lookup sequence. The "I3 Tracker Rwp" data source must come before  or be used instead of the
"IC Tracker Contacts" data source. This is controlled by Contact Data Manager Configuration in Interaction Administrator. For
more information, see Add the source to the RWP Lookup Sequence in the Reverse White Pages Technical Reference.

Important : Your CIC administrator can configure the CIC server to stop processing the automatic queries that provide the
information displayed in the Related Items view. This emergency shutoff prevents CIC system performance degradation caused
by too many simultaneous queries from multiple CIC client systems. Interaction History and Interaction Search are still
available during a Related Interactions Emergency Shut Off.

The Interactions tab appears inside the Related Items view. The Interactions tab displays a list of interactions associated with the
currently  selected interaction  in My Interactions.

You can also see lists of related interactions in the Interactions tab of the Properties for Contact, Properties for Organization and
Properties for Location dialog boxes. For more information, see Modify Tracker Contact Information, Modify Tracker Organization
Information, or Modify Tracker Location Information.
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1 Related
Items view

The Interactions tab and the Conversation History tab appear inside the Related Items view.

Tip: For more information about on enabling this view to appear in the CIC client, see Display the
Related Items View.

2 Conversation
History

The Conversation History tab displays a list of email interactions associated with the currently
active email  interaction  . For more information, see Use the Conversation History Tab.

3 Interactions The Interactions tab displays a list of interactions associated with the currently selected
interaction in My Interactions. It also enables you to view, add, or delete notes linked to these
associated interactions.

Tip: You can configure the search criteria used to determine which related interactions appear on
this view.

4 Toggle
Notes view

Click the icon to toggle between a list view and a combined list and notes view of related
interactions.

5 Interaction
count

This displays the total number of interactions contained in this scrollable list.

6 Column
headings

Right-click on a column heading to add or remove columns from the Interactions tab. Sort the
Interactions tab by clicking on a column heading.

7 Interaction
l ist

This is a list of interactions associated with the currently  selected interaction  in My Interactions.

Note : Only successful interactions (those connected to an agent or a station) appear in this
view. Voicemails and abandoned interactions are not included.

8 First  co lumn The type of interaction is indicated by a call, email, fax, or chat icon.
The presence of interaction notes is indicated by the Note icon.
The Related Recording icon (red circle) appears for interactions with an associated recording. For
more information, see Play Back a Recorded Interaction.

9 Notes
toolbar

Use the Notes toolbar to add or remove notes from a selected interaction or to copy a note to the
Windows clipboard.

Tip: For more information, see Interaction Notes.

10 View   Spl i tter   Adjust the relative size of the list and notes areas in a combined view by locating the splitter control
and moving it up or down.

11 Select  Notes From the drop-down list in the Notes view, select the name of the writer of the appropriate note or
select All Notes.

Tip: For more information, see Interaction Notes.

12 Notes This area displays the note text, author’s name, and the date and time of the note.

13 Interaction
detai ls

This area displays the details of the interaction selected in the Interactions list.

Tips for Using  the Interact ions Tab 

Double-click a selected interaction to view Interaction Properties.

Note : The details available in the Interaction Properties dialog box include notes, participant details, and interaction
attributes.

Click an Internal Party or an External Party hyperl ink   to view or modify Contact Properties.

449



Note : The details available in the Properties for Contact dialog box include address and Tracker attribute information.
In addition, you can view a list of interactions related to this contact in the Interactions tab, including viewing
interaction properties and working with interaction notes. For more information, see Modify Tracker Contact
Information.

Related Topics
Display the Related Items View
Play Back a Recorded Interaction
View Related Interaction Properties
Use Interaction Notes

Use the Conversation History Tab

Requirements : You need the appropriate licenses and rights to Display the Related Items View in order to see the
Conversation History tab. The Conversation History tab appears inside the Related Items view. In addition, the Conversation
History tab is blank unless your CIC administrator enables the Threaded Email  feature in Interaction Administrator. If the
Threaded Email feature is not enabled, email interactions may still appear in the Interactions tab if the administrator
configures Interaction Tracker to log email interactions. Contact your CIC administrator if you have questions.

The Conversation History tab displays a list of email interactions associated with the currently active email  interaction. 
Replies to an email interaction or the transfer of an email interaction are related to the original email interaction by means of a
Conversation  ID . These related interactions form a Conversation History. Only the agent who has picked up the interaction can
view the Conversation History.

A Conversation History is not a record of the content of the email interactions. The email text is not preserved as part of this
history. It provides a record of the contact between parties to the conversation, but not the details.

Note : No text of the conversation is preserved unless a separate application such as Interaction Recorder is used. Interaction
Recorder is designed to manage the security risks inherent in preserving and managing access to communications.
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(first
column)

The first column indicates the importance set on the email interaction.
blank : Normal importance
exclamation  point : high importance
down  arrow: low importance

The Related Recording icon (red circle) appears for email interactions with an associated recording. For more
information, see Play Back a Recorded Interaction.

To For an email  reply   , this is the name of an Interaction Tracker Contact. If the name does not appear in the
Tracker database, then the name of the external party (the sender of the original email message) appears.

For an incoming  or transferred email  interaction  , this is the name of the agent who picked up the
interaction.

From For an email  reply   , this is the name of the agent who sent the reply.

For an incoming  or transferred email  interaction  , this is the name of the Interaction Tracker Contact. If the
name does not appear in the Tracker database, then the name of the external party (the sender of the original
email message) appears.

Subject This is the subject text of the original ACD-routed email interaction. When an agent replies, a Conversation  ID
is created and appended to the subject text. This same Conversation ID is appended to the subject text for all
subsequent email interactions that are part of the same conversation or email thread.

Received For an email  reply   , this is the date and time the agent sent the reply.

For an incoming  or transferred email  interaction  , this is the date and time the agent picked up the
interaction.

To view a Conversation History:
1. An email interaction alerts on a queue.

Note : Conversation History is available only for a connected interaction. You cannot search for a completed and
disconnected email interaction and display its Conversation History.

2. Pick up the interaction.

Result:    The Conversation History tab displays a list of email interactions associated with the currently selected email
interaction.

Related Topics
Display the Related Items View
Play Back a Recorded Interaction
Working with Related Interactions
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Use Interaction Notes

Requirements : Only agents with the appropriate licenses and security rights can create and manage Interaction Tracker
information from inside the CIC client. For more information, see Tracker Licensing. 

Use Interaction Notes to review, add, delete or copy notes. This section appears in both the Interaction Properties dialog box and
on the Interactions tab. It also appears in the Interactions tab of the Properties for Contact, Properties for Organization and
Properties for Location dialog boxes. For more information, see Modify Tracker Contact Information, Modify Tracker Organization
Information, or Modify Tracker Location Information.

Tip: You can also use the Interaction Information view to add notes to an interaction.

To add a note:
1. Click the Add Note  button.

Result : The Notes typing area becomes available. Notice that your user ID, and the current date and time default to this
space.

2. Click to place your cursor in this area and begin typing.

To display  a selected note:
From the drop-down list in the Notes view, select the name of the writer of the appropriate note.

Result : The note appears in the Notes typing area.

To copy and paste a note:
1. From the drop-down list in the Notes view, select Al l  Notes    or a specific note.
2. Do one of the following:

Click the Copy Note to    Cl ipboard  button.

Result : This selects all the text in the current note, including the identifying information (user ID, date and time),
and copies it to the Windows clipboard.)

Select some of the text in the Note typing area and type Ctrl +C .

Result : This copies only the selected text to the Windows Clipboard.
3. Press Ctrl +V  to copy the text to any standard Windows application

To delete a note:
1. Display the appropriate note.
2. Click the Delete Note  button.

Result : The currently displayed note is deleted.

Related Topics
Display the Related Items View
Use the Related Items View
View Related Interaction Properties
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Working with the Microsoft Lync Integration
Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements : Your organization or company must have the Lync Integration feature license. Your CIC administrator must
appropriately configure your user record to enable you to use the embedded Lync client in the CIC client. Finally, you must
install Microsoft Lync or Skype for Business on your workstation. Microsoft Lync or Skype for Business must be running at
the same time as the CIC client. Contact your CIC administrator if you have questions about these requirements or your user
configuration. For more information, see the CIC Integration to Microsoft® Lync™ Server Administrator’s Guide.

Customer Interaction Center supports integration to Microsoft Lync Server 2013 and Skype for Business Server 2015. Both
Microsoft Lync and Skype for Business are professional meeting and collaboration applications. Using either Lync Server or Skype
for Business Server together with Customer Interaction Center provide a new range of capabilities to users of both systems:

Users who previously used only Lync now have access to all the powerful contact center and IP PBX capabilities of Interaction
Center.
The Lync integration provides CIC client users with the instant messaging and video capabilities of Lync, and the functionality
available in these platforms.
Call center agents using a CIC client can now view the availability of Lync users who are not Customer Interaction Center users.
In addition to benefiting from the features of each system, users of the integrated systems can realize some more specific
functionality.

Additional  Cal l  Functional i ty    

Lync users can place calls from the Lync client to a CIC client user or to the PSTN (public switched telephone network). CIC
client users can place calls to Lync users. In addition, calls from the PSTN can be directed to Lync users.

CIC cl ient with embedded Lync cl ient 

Users who are configured only  in Lync Server can use only the Lync interface.

Users who are configured in both Customer Interaction Center and Lync Server can use the Lync functionality embedded in
the CIC client. With the embedded Lync client, CIC client users can start an instant message conversation or video chat with
a Lync user or share their desktop with a Lync user. Customer Interaction Center handles voice communications, while Lync
Server handles video communications.

Lync-enabled  Company Directory

The Lync-enabled Company Directory combines CIC client users and Lync-enabled CIC client users in a single directory
view. It features a toolbar designed to make it easy to use the Instant Messaging, Share Desktop, and Video chat functions
of the Lync Integration.

Related Topics
Lync Embedded Client
Lync-Enabled Company Directory
Lync Integration User Types

Lync Integration Status Synchronization

Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements:  See Working with the Microsoft Lync Integration for feature license and user rights requirements.

You can specify your status  in the CIC client. Customer Interaction Center uses status information to determine if you are
available to participate in chat or to pick up a call or other interaction. You can specify a presence  state  in Lync. Lync Server uses
presence information to indicate if you are available to participate in an instant message conversation.

If you are a Lync-enabled CIC client user, you can use either the CIC client or Lync to indicate your availability. If your CIC
administrator has configured Lync Integration Status Synchronization, status or presence changes made in one of these
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applications are mirrored in the other.

Synchronization Configuration Profiles determine how CIC status and Lync presence state are synchronized. A profile is a
collection of status synchronization mappings from CIC to Lync and from Lync to CIC. The Lync Integration includes three default
synchronization profiles. Your CIC administrator can also create custom profiles or modify the mappings in the default profiles.
Your CIC administrator can assign more than one profile to you.

Profiles have configurable conditions. These conditions determine which of your assigned profiles is used to synchronize your Lync
presence state and CIC status, or even if any synchronization takes place at all. Conditions also determine if the synchronization is
one-way. For example, a change to your CIC status could trigger a Lync presence state change, but not the reverse. Some of the
conditions include:

Whether you are logged into the CIC client or Lync or both.
Your user type:

Enterprise Voice : You use Lync as your telephony endpoint instead of a CIC station.
Remote Cal l  Contro l    : You use a CIC station as your audio device.
IM: You use Lync only for Instant Messaging.

In its simplest form, status synchronization works like this:
If Customer Interaction Center detects a change to  your Lync   presence state , it checks the Synchronization Configuration
Profiles assigned to you. If a profile’s conditions are met and it contains a mapping for your new Lync presence state,
Customer Interaction Center changes your CIC client user status.
If Customer Interaction Center detects a change to  your CIC   cl ient status  , it checks the Synchronization Configuration
Profiles assigned to you. If a profile’s conditions are met and it contains a mapping for your new CIC client user status,
Customer Interaction Center changes your Lync presence state.

Note : A profile setting can append "In Queue" to your Lync presence state, if you are an active member (available to
take calls) in a workgroup that has an ACD queue. For example, your Lync status could appear as Avai lable, in queue   .

This table is an example of status to presence state mappings. Different status mappings could be used in the Synchronization
Configuration Profiles assigned to you.

Note:  (Lync -> CIC) indicates the CIC status that is used for the corresponding Lync presence state. For example, if you change
your status to Away in Lync, then your CIC status is synchronized and set to Away  from Desk .

Synchronization Configuration Profiles

Mappings Example
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CIC Status Lync Presence State

Available (Lync -> CIC)

Available, Forward

Available, No ACD

Available, Follow Me

Working at Home

Available

In a Meeting (Lync -> CIC) Busy, In a Meeting

At a Training Session Busy

Do Not Disturb (Lync -> CIC) Do Not Disturb

Away from Desk (Lync -> CIC)

At Lunch

Gone Home

Out of the Office

Out of Town

On Vacation

Away

Follow Up

ACD Agent Not Answering

None

 

None Be Right Back

Related Topics
Working with the Microsoft Lync Integration
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Lync Integration User Types

Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements : For licensing, configuration, and other requirements, see Working with the Microsoft Lync Integration.

The Customer Interaction Center integration with Microsoft Lync Server (Lync) involves three types of users:

Lync-enabled  CIC cl ient user

A user configured in both Lync Server and Interaction Administrator. This user benefits from the advanced integration
features of both the CIC client and the Lync client.

Lync-enabled CIC client users can be classed as follows:
Enterprise Voice users
RCC users
A Remote Call Control user
IM only users

If you use Lync as your telephony endpoint, your Lync Server administrator must configure your Lync Server user
account with the appropriate telephony settings on the Lync Server. In addition, your CIC administrator must configure
your Customer Interaction Center user account to use Lync as your telephony endpoint.

CIC cl ient   user

A CIC client user, configured in Interaction Administrator. This user does not have a Lync Server user account.

Lync user

A Lync client user, configured in Lync Server. This user does not have a Customer Interaction Center user account.

Related Topics
Working with the Microsoft Lync Integration
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Lync Embedded Client

Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements : See Working with the Microsoft Lync Integration for feature license and user rights requirements. The
standard Microsoft Lync client must be running at the same time you are using the Lync Embedded Client. The standard Lync
client can be minimized.

The Lync Embedded Client is a view of the Microsoft Lync client that appears in the CIC client. This view enables you to take
advantage of the unique features of each application in a single interface. You can use the instant messaging and video capabilities
of the Lync Server platform. You can search for and view the availability of Lync contacts who are not Customer Interaction Center
users. At the same time, you are able to use the powerful contact center features and audio functions of the CIC client.

The Lync Embedded Client features the same Contacts lists as the full Microsoft Lync client.
You can manage your Lync presence information and view Lync presence for other Lync users.
You can use the Lync Embedded Client to send email messages, instant messages, and video chat with other Lync users or
Lync-enabled CIC client users.

Note : We recommend that you use the CIC client for all audio calls. For more information, see Audio Calls and the
Lync Embedded Client. For more information about sending an instant message or other standard Lync functions, see
the Microsoft Lync help.

You can use the Lync Embedded Client to perform almost all the functions available in the Microsoft Lync client. However, in the
current version, use the standard Microsoft Lync Client to:

Log on and Log off.
Adjust your Lync configuration.
Set your location.

Related Topics
Working with the Microsoft Lync Integration
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Display the Lync Embedded Client

Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements : See Working with the Microsoft Lync Integration for feature license and user rights requirements.

Lync-enabled CIC users can display the Lync client inside the CIC client.

To display the Lync Embedded Cl ient:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Unified

Communications .

2. In the V iews  list, select Microsoft Lync .
3. Click OK.

Result : The Lync Embedded Client appears.

Tip: You can move this view to another part of the interface. For more information, see Customizing the Interface.

Related Topics
Lync Embedded Client
Working with the Microsoft Lync Integration

Lync-enabled Company Directory

Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Requirements : See Working with the Microsoft Lync Integration for feature license and user rights requirements. The
standard Microsoft Lync client must be running at the same time you are using the Lync Embedded Client. The standard Lync
client can be minimized.

The Lync-enabled Company Directory combines CIC client users and Lync-enabled CIC client Users in a single directory view. It
features a toolbar designed to make it easy to use the IM, Share Desktop, and Video chat functions of the Lync Integration.

Note : Your CIC administrator could include Lync-only users in this directory view. For more information about user types, see
Lync Integration User Types.
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The special features of the Lync-enabled Company Directory view include:

1 Lync Presence
column

An icon indicates a Lync user’s presence state. Green means available, red means busy. For
information about the meaning of other Lync presence state icons, see the Microsoft Lync help.

You can hover  over a Lync user’s Lync presence state icon to display the Lync contact card.
Use the Lync features on this contact card to send an email or instant message, start a video
call or share your desktop.

You can cl ick   a Lync presence state icon to display the Lync contact card and the Lync user’s
organization and contact information.

Tip: For information about how to add this column to the Lync-enabled Company Directory
view, see Add or Remove View Columns.

2 Enhanced
Status
Summary
column

Both Lync presence icons and CIC client status icons appear in the Status Summary column. In
addition, for CIC users, a check mark indicates that a user is logged on to the CIC client while an X
indicates that the user is logged off.

Tip: For information about how to add this column to the Lync-enabled Company Directory
view, see Add or Remove View Columns.
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3 Dial ,    Transfer,
and Consult
too lbar buttons

You can dial any phone number associated with a contract or transfer an interaction to any of a
contact’s numbers. Select the number from the drop-down list associated with the Dial, Transfer,
and Consult toolbar buttons.

To dial the default number, select an entry in the Lync-enabled Company Directory and then
click the Dial  button
Select an entry in the Lync-enabled Company Directory and then click the arrow on the Dial
button. To dial the associated number, click one of the displayed phone number types.

4 Lync-related
toolbar buttons

The Lync-enabled Company Directory view toolbar includes command buttons for Lync functions.
These Lync functions also appear on the shortcut menu for a Lync-enabled user.

Lync-enabled CIC client users can select a contact from the Lync-enabled Company directory and
then click a button to start an instant message conversation. You can also video chat with a Lync
user or share your desktop with a Lync user.

Note : You cannot customize the appearance of the Lync-enabled Company Directory toolbar by
adding, removing, or moving toolbar buttons.

Related Topics
Working with the Microsoft Lync Integration
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Display the Lync-enabled Company Directory

Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

Lync-enabled CIC client users can display the Lync-enabled Company Directory. The Lync-enabled Company Directory contains the
phone number or extension for every person in the Company (configured per the Lync Data Source).

To display the Lync-enabled Company Directory:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Directories .

2. In the V iews  list, select Company Directory (Lync-enabled).
3. Click OK.

Result : The Lync-enabled Company Directory appears.

Tip: You can move this view to another part of the CIC client interface. For more information, see Customizing the
Interface. However, you cannot customize the appearance of the Lync-enabled Company Directory toolbar by adding,
removing, or moving toolbar buttons. For more information about these toolbar buttons, see Lync-enabled Company
Directory.

Related Topics
Lync-enabled Company Directory
Working with the Microsoft Lync Integration

Audio Calls and the Lync Embedded Client

Important : In this documentation, the "Lync Integration" refers to the CIC integration with supported versions of Microsoft
Lync or Skype for Business. "Lync" refers to both Microsoft applications and their users. The labels for the Lync Embedded
Client and the Lync-enabled Company Directory remain "Lync" even if you are a Skype for Business user.

We recommend that all users of the Integration to Microsoft Lync use the CIC client for al l     cal ls  . Calls made from the Lync client
or the Lync Embedded Client to another Lync user do not show up in the CIC client. You can always call a Lync user by typing the
phone number in the CIC client Enter  a name or number to  dial   field.

Related Topics
Make a Call using the Enter a name or number to dial field
Working with the Microsoft Lync Integration
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Working with the Microsoft Outlook Interaction Desktop
Add-In

Requirements : To use the Microsoft Outlook Interaction Desktop Add-In, you need both the Interaction Client Outlook Add-
In license and the Client Access license. You must also install the add-in on your workstation. Contact your CIC
administrator.

The Microsoft Outlook Interaction Desktop add-in enables you to call both Outlook contacts and other CIC client users. It also
provides up-to-date status information for other CIC client users in your organization.

Tip: The version number for the Microsoft Outlook Interaction Desktop add-in is available in the Outlook backstage area.

Related Topics
Sign In
Use the Interaction Desktop Group to Dial a Number
Use the Outlook Shortcut Menu to Dial a Number
View User Status in Outlook
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Sign In
The Microsoft Outlook Interaction Desktop Add-In uses features in the CIC client to place calls and check the status of Customer
Interaction Center users.

Log on to the CIC client before using the Microsoft Outlook Interaction Desktop Add-In. If you are not logged on, a Sign In button
appears in the Interaction Desktop group.

To sign in:
1. In the Outlook Home tab, in the Interaction Desktop group, click the Sign In button.

2. Follow your standard CIC client logon procedure. For more information, see Logging On and Logon Settings.

Related Topics
Working with the Microsoft Outlook Interaction Desktop Add-in
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Use the Interaction Desktop Group to Dial a Number

Requirements : See Working with the Microsoft Outlook Interaction Desktop Add-in.

You can use the drop-down list in the Interaction  Desktop group to dial a number.

The Interaction Desktop group appears on the Home tab ribbon in the Inbox or other email folder. It also appears in the
Message  tab in an open email message and in the Meeting, Meeting Occurrence  or Meeting  Series  tab in an open
appointment.

To use the Interaction Desktop Group drop-down  l ist to  dial  a number:   
1. Do one of the following:

In the Outlook Inbox or other email message folder, select an email message.
Open an email message.
Open an Outlook Calendar appointment.

Result : The name of the email message sender or meeting organizer appears in the Interaction Desktop group.

2. Click the down arrow next to the name.

Note : The drop-down arrow is enabled only if telephone numbers are available for this CIC client user or Outlook
contact.

Result : A drop-down list of phone numbers appears.

3. Click one of the displayed phone numbers.

Result : The CIC client appears on top of any open windows and dials the selected number.

Related Topics
Use the Outlook Shortcut Menu to Dial a Number
Working with the Microsoft Outlook Interaction Desktop Add-in
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Use the Outlook Shortcut Menu to Dial a Number

Requirements : See Working with the Microsoft Outlook Interaction Desktop Add-in.

You can use the Outlook shortcut menu to dial a number for a Customer Interaction Center user or an Outlook contact. When you
view an email message or calendar appointment, you can right-click a name and with two additional clicks, dial any of this phone
numbers associated with this person.

To use the Outlook shortcut menu to dial a number:
1. Do one of the following:

Select or open an email message.
Select or open an Outlook Calendar appointment.

2. Right-click the name of one of the following:
The email message sender
One of the email message recipients
The meeting organizer
A meeting participant

Note : You can right-click a name in an open Email or Appointment window or in the Reading pane.

Result : The Outlook shortcut menu appears.
3. Select Interaction Desktop and then select one of the phone numbers associated with the selected CIC client user or

Outlook contact.

Result : The CIC client appears on top of any open windows and dials the selected number.

Related Topics
Use the Interaction Desktop Group to Dial a Number
Working with the Microsoft Outlook Interaction Desktop Add-in

View User Status in Outlook
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Requirements : See Working with the Microsoft Outlook Interaction Desktop Add-in.

The Microsoft Outlook Interaction Desktop add-in displays up-to-date status information for other CIC client users listed in your
Company Directory. The Microsoft Outlook Interaction Desktop add-in appears in the Interaction Desktop group on the Home
tab ribbon in the Inbox or other email folder. It also appears in the Message  tab in an open email message and in the Meeting,
Meeting Occurrence  or Meeting  Series  tab in an open appointment.

A status icon  indicates a CIC client user’s status.

If you point to the name of a CIC client user, a too ltip displays this user’s name and status.

A CIC cl ient icon   or a telephone  icon appears next to the name of an Outlook contact.

Note : If this Outlook Contact does not have an associated telephone number, the name is dimmed.

If the email message sender or meeting organizer is not a CIC client user or one of your Outlook contacts, the Interaction
Desktop group displays "Call." The lack of a name and a dimmed drop-down list indicate that this person or organization is
unidentified.

To view  user status, do  one of the fo l lowing:  
In the Outlook Inbox or other email message folder, select an email message.
Open an email message or calendar appointment.
Open an Outlook Calendar appointment.

Related Topics
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Use the Interaction Desktop Group to Dial a Number
Use the Outlook Shortcut Menu to Dial a Number
Working with the Microsoft Outlook Interaction Desktop Add-in
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Orbit Queues

Requirements : You need the Orbit Queue Security right to display the Orbit Queue view.

An orbit queue is a list of all calls parked to specific numbered orbits. This feature is especially helpful for Public Announcement
system operators who can park a call in Orbit, then page the recipient and relay that he or she has a call on a specific Orbit number.
For example, the operator could announce: “John Smith, you have a call on Orbit 12”, thus enabling John Smith to move to any
station and pick up the call.

When you park a currently active call in a specific orbit it removes the call from your station. This enables you to pick up the call
from another station and resume the call without having to transfer it to a specific extension.

Note : In order to pick up a call from orbit from a queue view, you must display the Orbit Queue view. Alternatively, you can use
a Polycom phone configured as a SIP station to pick up a call from an orbit. For more information, see Pick Up a Call from an
Orbit.

Displaying the Orbit Queue View
You can view a list of all parked calls by displaying the Orbit Queue view. The Orbit Queue view contains the details of parked calls,
including the orbit number and how long the call has been parked on an orbit.

To  display the Orbit Queue view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Queues .

2. In the V iews  list, select Orbit Queue .
3. Click OK.

Result : The Orbit Queue view appears.

Related Topics
Introduction to Queues
Park a Call on Orbit
Pick up a Call from an Orbit
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Park a Call on Orbit

Requirements : You need the Orbit Queue Security right to display the Orbit Queue view. For more information, see Park on
Orbit.

You can place any connected call in a specific orbit. This places the call on hold and removes it from your station. Depending on
the hold behavior your CIC administrator configures, callers "in orbit" hear a combination of music and messages. To a caller, there
is no difference between being on hold or in orbit.

Calls in orbit can be picked up at another station. This enables you to move to another station and resume the call without having
to transfer the call to a specific extension. You can view and pick up calls in orbit by displaying the Orbit Queue view in the CIC
client. For more information, see Orbit  Queues .

Note : Your CIC administrator can configure a maximum  hold time for calls. By default, calls on hold for longer than fifteen
minutes are disconnected. Your CIC administrator can also configure the behavior that occurs once the hold time is exceeded.
For example, your CIC administrator may choose to transfer calls on hold longer than twenty minutes to another queue. For
more information, see your CIC administrator.

Tip: You can also use a Polycom phone configured as SIP station to park a call on orbit. For more information, see the
Polycom® SoundPoint® Quick Reference Cards available in the PureConnect Documentation Library.

To park  a call on orb it :  

1. In My Interactions, if the call is not already selected, click the call to select it.
2. Do one of the following:

Right-click the call and choose Park    on Orbit  from the menu that appears.
Press Ctrl+K.
Click the Park on Orbit button in the Queue Control toolbar.

Note : This is an optional button. For more information about adding this button to the Queue Control toolbar,
see Customizing Toolbars.

3. In the Orbit Park dialog box, assign a number to this orbit by typing a number in the Park  cal l      on Orbit  text box.

Note : You can use any single digit number (starting with 1) up to the 10-digit number 4294967294. Avoid orbit numbers
starting with 0 (zero). The number defaults to the last orbit number used.

4. Click Park .

Note:    If the orbit number is currently in use, you are prompted to choose another orbit number.

Result:    The call is removed from My Interactions or other queue and the call’s state changes to Parked. You can view the
call in the Orbit Queue view.

5. To suppress on-hold music for the other party, click the Mute button before or after placing the call in orbit.
6. To pick up a call from an orbit, see Pick up a Call from an Orbit.

Related Topics
Introduction to Queues
Orbit Queues
Pick up a Call from an Orbit
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Pick Up a Call from an Orbit

Requirements : See Pickup.

You can pick up a call from an orbit from any station.

To p ick  up  a call from an orb it :    

1. Click the Orbit Queue view.
2. Do one of the following:

Right-click a call in the orbit queue and choose Pickup from the menu that appears.
Select the call then click the Pickup button.

Result : You are now connected to the call.

Tip: You can also use a Polycom phone configured as SIP station to park a call on orbit. For more information, see the
Polycom® SoundPoint® Quick Reference Cards available in the PureConnect Documentation Library.

Related Topics
Introduction to Queues
Orbit Queues
Park a Call on Orbit

470



Personal Rules

Requirements : You need the Personal Rules Security right to create and run personal rules.

You can use personal rules to automatically manage your interactions. After you create a rule, Customer Interaction Center applies
the rule when you place a call or when a call is placed directly to you (a non-ACD interaction). For example, you can automatically
display a desktop alert when you receive a call from your boss, send all calls from a designated phone number directly to voice
mail, or change your status to "Do Not Disturb" when you make a call to a selected number.

Related Topics
Creating Quick Call Rules
Setting Up Personal Rules

Setting Up Personal Rules

Requirements : You need the Personal Rules Security right to create and run personal rules.

Use the Personal Rules dialog box to set up personal rules that automatically perform specific actions when triggered by
designated interactions. You select the conditions which control how a rule is triggered, when it runs, and what it does.

You can:
Create a personal rule
Define an attribute
Copy a personal rule
Edit a personal rule
Rearrange personal rule processing order
Turn a personal rule on or off
Delete a personal rule

You can use the Rule Wizard to create a personal rule to handle interactions.

Note : You can also use Quick Call Rules to create a personal rule to handle calls similar to a selected call in My Interactions
or Call History. For more information, see Creating Quick Call Rules.

To create a personal  rule:
1. From the Options  menu, click Rules .

2. In the Personal  Rules   dialog box, click New.
3. In the I want this rule to    be based on section of the Rule Wizard, select one of the following:

Template Build a rule based on a template.

Note : A template is a pre-built rule based on an event with various conditions,
actions, and exceptions that you can customize using the Rule Wizard.

An  Event Build a rule based on an event such as "When I receive a call."

4. Select a template or an event from the displayed list.

Result : The default rule conditions appear in the lower part of the Rule Wizard.
5. Perform either or both of these optional steps or skip to the next step:

In the Name text box, change the rule name by typing over the default name.
Clear the Turn on Rule  check box to suspend the processing of this rule at this time.

6. Define any attributes in the rule conditions.
7. Click Next  and further define the rule in the Rule Wizard.

Create a Personal Rule
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Defining  a rule : There are three pages in the Rule Wizard. They define rule conditions, actions, and exceptions. For each
page:

Select the check box for any item that applies to your rule definition.
Clear the check box to remove an item from the rule definition.
Supply required attribute names or values. For more information, see Specify Attribute Names or Values.

1st Page : In the When should the rule run? page, select check boxes for conditions that cause the rule to run. Supply
required attribute names or values. Click Next.

2nd Page : In the What do you want to  have the rule    do? page, select check boxes for actions you want performed
when the rule runs. Supply required attribute names or values.  Click Next.

Note : A rule must have at least one action. Actions are performed in top to bottom order. Use the up and down arrows
to change the order in which actions are performed in the rule. Some actions stop rule processing. For more
information, see Rearrange Personal Rule Processing Order.

Do Not Disturb Status : If you configure a rule based on a “Do Not Disturb” status which alerts you by playing an
audio file or displaying a desktop alert, you must also include the “alert me even if I’m in a do not disturb status” action.
The rule conditions should look like this:

When I receive a call
If my status is a do not disturb status
Then alert me even if I’m in a do not disturb status
   And ring my PC with <audio file>

3rd Page : In the Are there any exceptions when  the rule should not run?  page, select check boxes for exceptions to
the rule that cause it not to run. Supply required attribute names or values. Click Next.

9. Click Finish.

Result : The rule appears in the Rules  list in the Personal Rules dialog box.
10. Click Apply  to save the rule.
11. Click OK to close the Personal Rules dialog box.

Attributes are information tags attached to an Interaction in the system. Attributes have names and values. CIC uses attributes to
contain most of the data about an interaction. In addition, your CIC administrator can add custom attributes to an interaction as
part of the call handling on the server.

In Personal Rules, attributes can be used to further define rule conditions.
Rules that require attribute names have the hyperlink <attribute name> in them. Click <attribute name> and supply the name of
the desired attribute before continuing to the next Rule Wizard section.

Note : The PureConnect Documentation Library includes the Interaction Attributes Technical Reference which
documents attributes available in a standard CIC server installation. Consult your CIC system administrator about
custom attributes used in your installation.

Rules that require an attribute value have a hyperlink with the attribute name inside it (example, <status>, <time>, or <phone
number>).

Note : If the attribute you are specifying is an audio file, see the following section, Audio Files.

To specify an attribute name or value:
1. Click any <attribute name> or <attribute value> hyperlink displayed in the rule conditions.
2. Enter the attribute name or select an attribute value in the attribute-specific dialog box that appears.
3. Click OK to save the attribute name or attribute value.

When a rule plays audio files, the audio files must be saved in a Personal Storage area on the CIC server.

To play an audio  fi le: 

Specify an Attribute Name or Value

Playing Audio Files to Caller
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1. When you Create a Personal Rule, select an action such as "play <audio file> to the caller" or "ring my PC with <audio file>."
2. Click the <audio file> hyperlink displayed in the rule conditions.

Result : The Audio Files dialog box is displayed.
3. Do one of the following:

In the File Name list, select an audio file from your personal storage area.
If the file you want is not listed, click Manage. In the Personal Storage Management dialog box, click Add. In the Open
dialog box, locate the appropriate.wav file and click Open.  Click Close . In the File Name list, select an audio file from your
personal storage area.

4. In the Audio Files dialog box, click OK.

Result : The name of the selected audio file appears in the rule condition.

To copy a personal  rule:
1. In the Personal Rules dialog box, select a rule.
2. Click Copy.
3. Do one of the following:

Click Edit  to make changes to the copied rule.
Click OK to save the copy and close the Personal Rules dialog box.

To edit a personal  rule:
1. In the Personal Rules dialog box, select a rule.
2. Click Edit .
3. Make any necessary changes. For more information, see Create Personal Rules.
4. Click Finish.
5. Click Apply  to save the rule.
6. Click OK to close the Personal Rules dialog box.

Rules are processed in top-to-bottom order based on the rules list in the Personal Rules dialog box.

Rules that contain actions which halt rule processing are indicated by Yes  in the Actions  Halt Processing column in the rules
list. If all conditions for a rule are met and the rule includes a "stop processing rules" action, then CIC does not process the
remaining rules in the Personal Rules list for the current interaction. Some other actions, such as sending a call to voice mail, can
also stop the processing of subsequent rules.

To change personal  rule processing order:
1. In the Personal Rules dialog box, select a rule.
2. Click the up or down arrows to the right of the rule list to move the selected rule to a new position in the list.
3. Click Apply  to save the rule processing order.
4. Click OK to close the Personal Rules dialog box.

You can suspend the processing of a selected rule without removing it from the rule list in the Personal Rules dialog box. Rules that
are On have a check mark to the left of the rule name. Click this check box to turn a selected rule on or off.

To delete a personal  rule:

Copy a Personal Rule

Edit a Personal Rule

Rearrange Personal Rule Processing Order

Turn a Personal Rule On or Off

Delete a Personal Rule
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1. In the Personal Rules dialog box, select a rule.
2. Click Delete .
3. In the Client Rules dialog box, click Yes .
4. Click OK to close the Personal Rules dialog box.

Related Topics
Creating Quick Call Rules
Personal Rules

Creating Quick Call Rules

Requirements : You need the Personal Rules Security right to create and run Quick Call rules.

You can create a Call Rule for the currently selected call in My Interactions or Call History. You can send all future calls from this
number directly to voice mail or create a custom rule for future calls from this number.

Note : You can also use Personal Rules to set up call rules at any time. For more information, see Setting Up Personal Rules.

To send  al l  cal ls  from a selected number directly to  vo ice mai l :       
1. Do one of the following:

Right-click a selected call in My Interactions or Call History. From the shortcut menu, select Quick    Cal l  Rules   , then select
Always  send cal ler directly to  vo ice mai l     .
Select a call in My Interactions and press Ctrl+Shift+M.

Result : A desktop alert appears:

2. Do one of the following:

Verify that the correct number appears in your new rule. Then either allow the desktop alert to fade away automatically or
click the X to close the alert.
Click Delete Rule  to discard the rule.
Click Display Personal    Rules  to open the Personal Rules dialog box. You can create additional rules, edit existing rules,
rearrange rule processing order and perform other rule maintenance tasks. For more information, see Setting Up Personal
Rules.

To create a  custom rule for the currently selected number:
1. Do one of the following:

Right-click a selected call in My Interactions or Call History. From the shortcut menu, select Quick Call Rules, then select
Custom.
Select a call in My Interactions and press Ctrl+Shift+C .

Result : The Rule Wizard dialog box appears:
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2. In the Actions list, do any of the following:

Select the check box for an action you want to occur.
Clear a check box to remove an action from the rule.
Supply any required attribute values. For more information, see Specify an Attribute Name or Value.

3. Click Next > .

Result : The Exceptions page of the Rule Wizard appears:
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4. In the Exceptions list, do any of the following:

Select the check box for any conditions when the rule should not run.
Clear a check box to remove an exception from the rule.
Supply any required attribute values. For more information, see Specify an Attribute Name or Value.

5. Click Finish.

Result : The custom rule is added to your Personal Rules and a desktop alert appears:

6. Do one of the following:

Verify that the correct number appears in your new rule. Then either allow the desktop alert to fade away automatically or
click the X to close the alert.
Click Delete Rule  to discard the rule.
Click Display Personal    Rules  to open the Personal Rules dialog box. You can create additional rules, edit existing rules,
rearrange rule processing order and perform other rule maintenance tasks. For more information, see Setting Up Personal
Rules.
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Related Topics
Personal Rules
Setting Up Personal Rules
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Introduction to Queues

Requirements:  You need the appropriate Access Control rights to view or work with queues other than your own. To display
a queue view, you need the View Station Queues, View User Queues, or View Workgroup Queues right. To manage
interactions on a displayed queue, you need the Modify Station Queues, Modify User Queues, or Modify Workgroup Queues
right. The rights to Disconnect , Hold, Mute , Pickup and Transfer  interactions can be individually assigned for a selected
queue. To perform monitoring functions in a displayed queue, you need the Monitor Station Queues, Monitor User Queues, or
Monitor Workgroup Queues right. The rights to Coach, Jo in, Listen,  Record,  or Snip interactions can be individually
assigned for a selected queue.

A queue is collection of interactions related to a user, station or workgroup. The CIC client has the ability to monitor My
Interactions  and other station, user or workgroup queues.

You can see additional queues and the interactions in these queues by adding a view for each queue to the CIC client. The Create
New View dialog box displays a list of all the queues which you are able to add to the CIC client. For more information, see Add or
Close Views.

New interactions added to a queue can be automatically selected if there isn't another interaction selected or if the interaction that
is currently selected is disconnected. When you use the Auto Select Interactions After Disconnect configuration option, the client
automatically searches for and selects the oldest connected interaction in the queue when the currently selected interaction leaves
the queue.

Note : If the tab containing a monitored queue view is not visible (hidden behind another tab), after 30 seconds, the tab
"hibernates" by clearing all of its items and remaining inactive until you select it again. When you select a hibernating tab, it
"wakes up" and re-populates itself with interactions.

Related Topics
Monitor Two or More Queues at the Same Time
Pick Up a Call From a Queue
Remove Disconnected Calls from Queue
Workgroup Statistics View
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Monitor Two or More Queues at the Same Time

Requirements : You need the appropriate Access Control rights to view or work with queues other than your own. For more
information, see Introduction to Queues.

With the CIC client, you can monitor more than one queue at the same time. You can monitor your own queue (My Interactions),
and several user queues and station queues at the same time. The CIC client notifies you any time that a call comes into My
Interactions.

Note : You can also monitor selected user queues by creating Monitored Appearances. For more information, see Configure
Monitored Appearances.

To monitor addit ional queues:

1. In the Create  New View dialog box, set Group  by to Categories , and then from the Al l  views   list, select Queues .

2. In the V iews  list, click the appropriate view or type of view.

Result : A selection dialog box may appear. If it does not, skip to last step.
4. From the Avai lable Items    list, select the appropriate view and click Add  > .

Tip: Views with contents that are unique to your interface have the text "Private " in their name (for example, IC Private
Contacts.)

5. Optional. Select and add additional views to the Selected  i tems  list.
6. When you complete your selection or selections, click OK.

Result : An additional queue tab appears for each queue you selected.

Related Topics
Access Control Rights
Introduction to Queues
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Pick Up a Call From a Queue

Requirements : See Pickup. Also, you need the appropriate Access Control rights to view or work with queues other than
your own. For more information, see Introduction to Queues.

You can pick up a call in any displayed queue if you have the rights to modify calls in that queue.

Note : If your status is Available, Forward but you are still using the CIC client and you see an incoming call, you cannot pick up
the call from the client window. You must let the call forward operation complete, and pick up the call from the ringing phone
where the call was forwarded.

To p ick  up  a call from a queue:  

1. Click the queue tab that contains the call you want to pick up.
2. Do one of the following:

Right-click a call in the queue and choose Pickup from the shortcut menu.
Select the call, then click the Pickup button.

3. At the Confirmation  Needed prompt, click Pickup.

Note : When you work with queues other than My Interactions, CIC prompts you to confirm your action.

Result : You are now connected to the call.

Related Topics
Introduction to Queues
Monitor two or more queues at the same time
Pick Up a Call from Voice Mail
Pickup Button

Queue Contents

Requirements : The View Queue Columns Access Control right determines which queue columns you can display in My
Interactions or other queue view.

My Interactions and other station, user, or workgroup queues can display the following information about each interaction.

Tip: For more information about customizing a queue view, see Add or Remove View Columns.

Column Description

Account
Code

An account code is an identifying set of numbers assigned to an account name in Interaction Administrator.
In the CIC client, you can use account codes to organize interactions by customer. For more information, see
Understanding Account Codes.

ACD Wait
Reason

This column displays the reason an interaction has not yet been routed to a specific agent. Possible reasons
include "No available agents" or "No available agents for this media type" among others.

Associated
Process

This column displays the name of the process with which this interaction is associated. This is a feature of
Interaction Process Automation. For more information, see Associate an Interaction with a Process.

Tip: Clicking on the associated process link displays the Process Details. For more information, see
View Process Details.

Attachments The Attachments column displays an icon if an email interaction has an attachment. It is blank if no
attachments are present. This information is also available in the Details column, but the Attachments
column enables you to sort by the presence or absence of an attachment.
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Chat
Response
Time

This column shows the time that has elapsed since anybody involved in the chat entered some text. For
more information, see Working with Chat Sessions.

Detai ls  This column displays context-specific information based on the interaction type.
For calls, it displays the Remote Address (phone number) that you dialed or the phone number of the party on
an incoming call.
For callbacks, it displays the subject entered by the website visitor requesting the callback. For more
information, see Working with Callback Requests.
For email messages, it displays the email subject as well as an importance icon and an attachments icon, if
needed. For more information, see Working with E-mail Messages.
For chats, it displays the name of the user who last typed, and the text they entered. It also displays a typing
indicator (icon) to indicate that someone participating in the chat is currently typing. For more information,
see Working with Chat Sessions.

Duration Duration displays the amount of time an interaction has been active.

Importance The Importance column displays an icon indicating whether an email message is of high or low importance.
It is blank for "normal" importance. This information is also available in the Details column, but the
Importance column enables you to sort email interactions by level of importance.

Interaction
Id

The interaction’s identification number. Numbers are assigned sequentially and reset to zero any time the
server is restarted.

Interaction
Type

This is a code that corresponds to the interaction type.  For example, 0 is a call and 1 is a chat. See the
PureConnect Data Dictionary in the PureConnect Documentation Library for more details.

Line The line queue on which the interaction is located.

Lstns If someone is listening to or monitoring your interaction, the listen icon appears in the Lstns column in your
queue view. For more information, see Determine if Someone is Listening to or Recording Your Interactions.

Note : You need the Monitor Columns Security right and the appropriate View Queue Columns Access
Control right to display the Lstns and Recs columns in a queue view.

Name The name of the person or organization with whom a CIC client user is interacting.

For more information about how Interaction Center identifies a caller, see Caller Name.

Note : Voice Mail appears in the Name column for voice mail messages played back through your
Telephone Handset.

Number The telephone number of the person with whom a CIC client user is speaking. A SIP URI (SIP phone number
in the format sip:x@y:port) appears in the Number column for SIP calls.

Note : Your CIC administrator can configure the server parameter BlockedTN to display a phrase such as
“Private Number” for any incoming call with a blocked number.

Process ID Each instance of a process has a unique process ID.  For more information, see Associate an Interaction
with a Process.

Queue The Queue column contains an icon indicating the interaction type and its state.

If this is an ACD-routed interaction, the name of the ACD workgroup queue to which the interaction was
routed also appears here.

Recs If someone is making a recording of your interaction, a record icon appears in the Recs column in your
queue view. Record icons appear for both ad-hoc and snippet recordings. For more information, see
Determine if Someone is Listening to or Recording Your Interactions and Recording Types.

Note : You need the Monitor Columns Security right and the appropriate View Queue Columns Access
Control right to display the Lstns and Recs columns in a queue view.
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Security The Security column displays the current security level of the call. If a call is not secure, it displays "0." If a
call is secure, it displays "100."

State The current condition of an interaction. For more information, see Understanding a Call’s State.

Station The station queue on which the interaction is located.

Subject This column displays an email message subject or the subject entered by a website visitor requesting a
callback. This information is also available in the Details column, but the Subject column enables you to
group related email messages by sorting by subject.

User The user queue on which the interaction is located.

Work Item
Category

Each work item can be associated with a category. The names of the categories of your current work items
appear in the Category column of the My Work Items view.

Note : Work Item columns can appear only in the My Work Items view.

Work  Item
Created On

A Work Item Process creates Work Items as needed. Work Items are routed to agents to gather information or
prompt the agent to take some action. This column displays the date the associated Work Item Process
created this particular Work Item. For more information, see Working with Interaction Process Automation.

Work  Item
Description

A description of the Work Item.

Work  Item
Due Date

The date by which this Work Item must be completed.

Work  Item
Error

This column displays a description of an error. An error is a condition severe enough to prevent you or another
agent from handling this work item. An administrator who is using Interaction Supervisor or Process Monitor
or who is viewing your queue can also see this error. An administrator with the appropriate rights may be able
to fix the problem and retry the process using Process Monitor.

For more information, see Working with Interaction Process Automation and Work Item Warnings.

Wrapup
Code

Wrap-Up codes indicate the nature of an interaction; for example, a billing problem, a new order, or a service
request. For more information, see Understanding Wrap-Up Codes.

Related Topics
Caller Name
Understanding a Call’s State

Remove Disconnected Interactions from a Queue

Requirements : You need the appropriate Access Control rights to view or work with queues other than your own. For more
information, see Introduction to Queues.

You can remove a disconnected call or other disconnected interaction from a queue. Calls removed from My Interactions are
immediately available in Call History.

To remove a d isconnected interact ion from a queue: 

1. In My Interactions or other queue, if the interaction is not already selected, click the interaction to select it.
2. Right-click the interaction and choose Remove  from Queue  from the menu that appears or press Ctrl+Shift+R.

Result : The disconnected interaction is removed from your queue.

Tip: You can also use the Hide disconnected interactions   configuration option to remove interactions from the My
Interactions view or other queue view immediately after you disconnect them. For more information, see General Options.

Related Topics
Introduction to Queues
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Workgroup Statistics View

Requirements : The Workgroup Statistics Security right enables you to display the Workgroup Statistics view. The Statistics
Workgroups Access Control right determines which workgroups can be included in the Workgroup Statistics view.
Membership in a workgroup does not confer the right to view statistics for that workgroup.

You can view basic statistics for selected workgroup queues. Workgroup statistics can help you determine when you can take a
short break.

The Shift/Period section of the Workgroup Statistics view displays a statistical summary for the selected workgroup.

Note : If the Workgroup Statistics tab is not visible (behind another tab), after 30 seconds, the tab "hibernates" by clearing all of
its items and remaining inactive until selected again. When you select the Workgroup Statistics tab, it "wakes up" and
repopulates the statistics panels.

Workgroup Statistics
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1 Minimize Click this control to minimize the statistics section for a selected workgroup.

2 Workgroup
Name

The name of the workgroup as defined in Interaction Administrator.

3 Close Click this control to remove a selected workgroup statistics section from the Workgroup Statistics
view.

4 Shift\Period
Statistics

Click this link to display a statistical summary of the current  shift and period. For more information,
see Shift\Period Statistics.

5 Statistics These statistics appear for each workgroup:
Interactions waiting: Number of interactions waiting on this workgroup queue.
On inbound ACD interactions : Total number of agents working on inbound ACD interactions in this
workgroup queue.
Longest talk  time  : The longest connection time of any of the currently connected interactions.
"N/A" indicates no interactions are currently connected.
On inbound ACW: Total number of agents performing after call Wrap-Up work to conclude an
inbound ACD interaction on this workgroup queue.

Logged on agents in this workgroup : Total number of agents in this workgroup who are logged
on, regardless of their status.
Longest interaction waiting : The longest amount of time any of the interactions presently in this
workgroup queue have been waiting to be picked up.
Agents avai lable  : The number of agents in this workgroup who are logged in, have an "Available"
status, and are activated.
On outbound ACW: Total number of agents performing after call Wrap-Up work to conclude an
outbound ACD interaction on this workgroup queue

6 Maximize Click this control to expand and display the statistics section for a selected workgroup.

7 Minimized
sections

A workgroup name identifies a minimized workgroup statistics section.

8 Manage
Workgroups

Click the Manage Workgroups  button to add new workgroups, remove workgroups or to rearrange
the order of the displayed workgroups.

Note : When you add this view, all workgroups to which you have the Statistics Workgroups
Access Control right appear.

Shift/Period Statistics contain a statistical summary. Separate columns display statistics for the currently selected workgroup and
your personal statistics as a member of that workgroup.

Your CIC administrator defines start and end times for each shift and also defines the number of minutes in each period (starting at
midnight) for each workgroup. For more information about shift and period definitions, see the Interaction Administrator Help.

Note : The Shift/Period Statistics pop-up displays a snapshot of the statistics. It does not update while opened. The My Stats
column does not appear if you have the Statistics Workgroups Access Control right to view statistics for a selected workgroup,
but are not a member of that workgroup.

Shift\Period Statistics
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Average  Talk  Time : Average connection time for all currently connected calls.

Note : If there are no currently connected calls, Average Talk Time is N/A (not applicable.)

Longest Talk  Time : The longest amount of time any currently connected call has been connected.

Note : Longest Talk Time is not calculated at the workgroup level for the current Shift or Period.

Interactions  Received: Number of interactions that have alerted in the workgroup queue or My Interactions.
Interactions  Answered: Number of interactions that agents picked up.
Interactions  Completed:  Number of interactions that agents picked up and then disconnected, sent to voice mail, parked on
orbit, or transferred.

Related Topics
Display and Configure the Workgroup Statistics View
Introduction to Queues
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Working with Response Management

Requirements : To create and manage personal responses or to search for and use personal and system-wide responses,
you need the Response Management Security right. To use all or selected libraries of the system-wide responses, you need
the appropriate Response Management View Access Control Right. To use an interaction attribute in a Response Macro, you
need the Substitute Queue Columns Access Control Right.

In systems that were upgraded from previous releases, you can also see an older system-wide response library named
"Interactions" in the CIC client. Using responses from this older library requires specific Access Control Rights; see View
Interaction Files, View Interaction Messages, and View Interaction URLs.

Response Management enables you to use pre-defined items such as messages and stored files to handle interactions more
quickly. Your CIC administrator can create system-wide response items and organize them into categories. Your CIC administrator
can then grant the necessary rights for all or selected users to use a particular library of response items. You can also create your
own personal responses for information you type over and over again in interactions with customers or for files you often send to
customers.

You can:
View, select, and use a stored response during a chat session, in a reply to an ACD-routed email message, or when responding
to a callback request. For more information, see Using Response Management.
Create your own stored responses for the information that you need most often. For more information, see Create Personal
Responses
Designate selected personal responses as favorites. For more information, see Manage Favorite Responses.

Response Organization
The organization of responses has three levels:

Library : A library (also called a server document) is the top-level collection of related response items. A library contains
individual response items (such as a standard greeting or statement of your typical business hours) which can be organized
into categories. There are two types of response libraries:

System-wide : The CIC administrator can create response libraries that are available to CIC client users with the
appropriate Response Management View Access Control Right. For example, your CIC administrator could create a system-
wide response library and a general-purpose response library for all users. If you have the appropriate rights, these libraries
appear in the My Responses window.

Note : Your CIC administrator configures these system-wide response libraries in the Response Management
container in Interaction Administrator. For more information, see the Interaction Administrator Help.

Personal : You can also create a library of your own responses for the information that you use most often in your job.
These responses appear under the My Responses  folder in the My Responses window. For more information, see Create
Personal Responses.

Category : A category is a folder in a response library. Categories are a way to organize individual response items in a library.
Categories are optional.
Item: An item is a single response. There are these types of response items:

Messages : Message items are stored text messages which can contain greetings, closings, and standard responses to
common questions.

Note : A stored text message can contain a working URL hyperlink.

Fi les  : File items are computer files that you can attach to an email message or send to external chat participants.

Related Topics
Create Personal Responses
Manage Favorite Responses
My Responses Window
Organize Personal Responses
Using Response Management
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Using Response Management

Requirements : See Working with Response Management.

You use stored responses to avoid typing the same information repeatedly. You can insert a response from a system-wide or
personal library of response items into certain types of interactions or view the information in a response item during other
interactions.

For more information about using Response Management in particular situations, see:
Use Response Management During a Chat Session
Use Response Management for an Incoming Interaction
Use Response Management in a Text Message
Use Response Management in an Email Message
Use Response Management in a Social Media interaction

Related Topics
Create Personal Responses
Manage Favorite Responses
Organize Personal Responses
Search for a Response
Working with Response Management

Create Personal Responses

Requirements:  See Working with Response Management.

You can create personal response items that contain information you often need when handling interactions. You can mark any of
these response items as "favorite" to make them easier to locate and use during an interaction. These personal responses appear
in the My  Responses  folder in the My Responses Window. You can arrange personal responses in folders (categories). For more
information, see Organize Personal Responses.

Note : Personal responses are private and are not available to other CIC client users.

You can create two kinds of personal responses:
Message
File

Use messages to save standard text responses that you often use when interacting with customers. For example, you can save a
message that contains your typical office hours, phone number, and email address. You can then use this response in a Chat or
Email message and never have to type this information again.

Note : A stored message can contain a working URL hyperlink.

To create a message response i tem:
1. From the Tools  menu, select Response Management . Or press Alt+T+R.

Result : The My Responses window appears.
2. Click the My  Responses  folder or any of the folders under My  Responses .
3. Click the Add  a response i tem  toolbar button or press Ctrl+N .

Result : The My Responses Editor appears.
4. In the Type section, select Message.
5. In the composition area, do one of the following:

Type the text of the message.

Personal Messages
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Tip: Different email clients at your customer sites can interpret line endings differently. To avoid this problem,
press Shift+Enter  to create a new line. Press Shift+Enter  twice  to create a blank line between two lines of
text. This creates line endings that all email applications can reliably interpret.

Import an HTML, RTF, or plain text file by clicking the Insert document  toolbar button. In the Open dialog box, locate a file
and click Open.

Tip: By default, the Open dialog box lists only files with an HTML or HTM extension. Use the file type drop-down
list to locate other types of files.

6. Optionally, do any of the following in the My Responses Editor:

Note : There are some limits to the use of stored responses in chats. Chat interactions are conducted in plain text.
Stored responses that contain formatted text are converted to plain text when used in a chat. Hyperlinks and images in
a stored response are not sent as part of a chat reply. However, you can use responses containing macros in a chat.

Format the text : Use any of the text formatting tools.

Tip: The Font Name drop-down list defaults to Inheri ted . When you use a stored response created with the Inheri ted
font, it adopts the font and font characteristics (size, color, and so on) of the text immediately preceding it in your email
message. However, when you insert a response that has a selected font  and other font characteristics, then the
stored response appears as originally formatted.

Insert a hyperl ink  : Create a clickable link: Select some text in your message and click the Create Hyperl ink   tool, then
supply a ScreenTip and a URL address.
Insert an image  : Select a place in your message and click the Add  Image  tool. Use any of the drag handles to resize the
image.
Add a Response Macro : Response macros automatically insert a constant like today’s date, an interaction attribute such as
the customer’s name, or another response item into your response at the time you use it. See Create Response Macros for
more details.

7. In the Name text box, type a name for this stored message. 

Note : Response Management provides a full-text search tool that uses the information in Name, Shortcut , and
Labels  along with the response item’s content to find a response. See also Search for a Response.

Tip: Name identifies the response item, but does not have to be unique. If you do not provide a name, it defaults to the
first few characters of the message.

8. In the Shortcut  text box, type a short name, abbreviation, or code.

Tip: The shortcut does not have to be unique. For example, you could use the shortcut "Hi" for all the variations of your
standard greeting. For more information, see Use a Response Shortcut.

Note : Do not use any of these restricted characters in your shortcut: ~ ! ? * ^ \ .  These special characters prevent the
shortcut from working.

9. In the Labels  text box, type a space-separated list of words that identify or classify this response item.

Tip: To identify a response item as one of your Favorite Responses, in English language systems, include favori te   as
one of your label entries. For languages other than English, a label in the local language is required. Your favorite
responses appear in the Favorite Responses section in certain interaction windows.

10. Click Save.

Result : The new response item appears in the selected folder in the My Responses Window.

Personal files are pointers to files on your workstation or network that you frequently share with customers.

To create a fi le response i tem: 
1. From the V iew menu, select Response Management . Or press Alt+V+R.

Result : The My Responses window appears.

Personal Files
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2. Click the My  Responses  folder or any of the folders under My  Responses .
3. Click the Add  a response i tem  toolbar button.

Result : The My Responses Editor appears.
4. In the Type  section, select Fi le  .

Result : Drop fi le here   appears in the composition area.
5. Do one of the following:

Click Browse.  In the Open dialog box, locate and select the appropriate file and then click Open.
To locate and select the appropriate file, use Windows Explorer and then drag and drop the file to the Drop  fi le here   area.

Result : The directory path and file name appear in the text box next to the Browse  button.
6. In the Name text box, type a name for this file.

Note : Response Management provides a full-text search tool that uses the information in Name, Shortcut , and
Labels  along with the response item’s content to find a response. See also Search for a Response.

Tip: Name identifies the response item, but does not have to be unique. If you do not provide a name, it defaults to the
first few characters of the file’s directory path.

7. In the Shortcut  text box, type a short name, abbreviation, or code for this response.

Tip: The shortcut does not have to be unique. For example, you could use the shortcut "TS" for all your files containing
troubleshooting tips. For more information, see Use a Response Shortcut.

8. In the Labels  text box, type a space-separated list of words that identify or classify this response item.

Tip: To identify a response item as one of your Favorite Responses, include favori te   as one of your label entries. Your
favorite responses appear in the Favorite Responses section in certain interaction windows.

9. Click Save.

Result : The new response item appears in the selected folder in the My Responses Window.

Related Topics
Create Response Macros
Manage Favorite Responses
Organize Personal Responses
Using Response Management
Working with Response Management
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Create Response Macros

Requirements : See Working with Response Management.

You can insert placeholder fields in a response item that are replaced when the response is used. Placeholder fields can be
replaced with a constant, interaction attribute or another stored response.

Macros take this form [field:data]. Field identifies the response macro type. Data is optional. There are three types of macros:
constant, attribute, and response.

Constant macros do not depend on the dynamic context of the interaction into which you are inserting it. Here are the currently
supported constants:

Field Value

UserName The display name of the logged on user, most likely your display name.

Date The short form of the current date based on the language used in your country or region.

Time The short form of the current time based on the language used in your country or region.

Example

Macro : My name is [UserName].  Today is [Date], how can I help you?

Result : My name is Mary Jones.  Today is 9/15/2015, how can I help you?

Attribute macros substitute a value of an attribute based on your current interaction. In the response item, Attribute macros must
have a field name of Attribute; data is the attribute name.

Note : To use an interaction attribute in a Response Macro, you need the Substitute Queue Columns Access Control right for
the interaction. If you do not have the appropriate right, the value does not replace the attribute.

Example

Macro : Hello, [Attribute:Eic_RemoteName]. How can I help you?

Result : Hello, John Smith. How can I help you?

Response macros insert another response item into your response. If the inserted response contains macros, the inserted
response contains the appropriate values. Response macros have a field name of Response. The data is the Shortcut name for the
specified response item.

Note : Response substitution is not supported if you drag and drop the response item to an interaction. Also, if there is more
than one response item with the same Shortcut name, the first one located is used; you do not get to select one.

Example

Shortcut  for the inserted response i tem:    signoff

Inserted  response i tem : Again, my name is [UserName]. Thanks for chatting!

Macro : Glad to help. [Response:signoff]

Result : Glad to help. Again, my name is Mary Jones. Thanks for chatting!

Related Topics
Create Personal Responses

Constant

Attribute

Response
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Manage Favorite Responses

Requirements : See Working with Response Management.

Your favorite personal responses appear in the Favorite Response drop-down section in the sidebar area of the Chat window and
the Email Window for Outgoing Messages.

You designate a personal response item as a favorite by including the word "favorite" in the Labels  text box. You create labels
when you create or edit a personal response. For more information, see Create Personal Responses.

Related Topics
Create Personal Responses
Responses Sidebar
Using Response Management
Working with Response Management

My Responses Editor

Requirements : See Working with Response Management.

To create and edit response items, use the Response Management Editor. It is a full-featured HTML editor with text formatting
tools for messages. You can import HTML files, insert Response Macros, create hyperlinks, and add images.

To access the Response Management Editor,   in the  My  Responses window, select the My Responses fo lder and do
one of the  fo l lowing: 

Click the Add  a response i tem  (plus sign) button or right-click in the center pane and select Add a response i tem .
Navigate to an existing item and then click the Edit the selected category   or i tem   (notepad) button or right-click in the
center pane and select Edit .

For more information about creating or editing personal responses, see Create Personal Responses.
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1 Navigation
Aids

To locate a response or view the items in a category, use the arrows, drop-down list, or navigation
bar.

2 Type Message  or Fi le   indicates the type of response, either a text message or stored file.

3 Insert
document

Import an HTML formatted file, Rich Text Format file, or plain text file into your response.

4 Font You can select a font or use the default "Inherited" font setting.

When you use a stored response created with the Inherited font, it adopts the font and font
characteristics (size, color, and so on) of the text immediately preceding it in your email message.
However, when you insert a response that has a selected font and other font characteristics, then
the stored response appears as originally formatted.  

5 Font
characteristics

The editor includes a full range of text formatting tools. Tooltips identify each of the tools.

6 Insert
Hyperl ink

Turn a selected word or phrase into a clickable hyperlink.

7 Insert  Picture Insert images in any of the standard Windows formats, including JPEG, GIF, and PNG. You can edit
the image, add a caption, and control a variety of layout options.

8 Insert  Table You can insert the grid for a simple table, then add the appropriate text.

9 Spel l ing   Click this control to spell check your text.

10 Select  a macro
to  insert 

Insert placeholder fields that are replaced when the response is used. Select a constant, interaction
attribute or another stored response. For more information, see Create Response Macros.

11 Editing  pane Type, format, and edit your message here.

Tip: Different email clients at your customer sites can interpret line endings differently. To
avoid this problem, press Shift+Enter  to create a new line. Press Shift+Enter  twice  to create
a blank line between two lines of text. This creates line endings that all email applications can
reliably interpret.

Note : If you select the Fi le   response item type, the editing area becomes a target zone where
you can drag and drop a file.

12 Name Name identifies the response item, but does not have to be unique. If you do not provide a name, it
defaults to the first few characters of a message or a file’s directory path.

Note : Response Management provides a full-text search tool that uses the information in
Name, Shortcut , and Labels  along with the response item’s content to find a response.

13 Shortcut To make it easier to insert this response in a chat or email reply, assign a shortcut.  For more
information, see Use a Response Shortcut.

14 Labels Labels provide more search terms. The "favorite" label creates a list of Favorite Responses in the
Email Window for Outgoing Messages and the Chat Window. For more information, see Managing
Favorite Responses.

Related Topics
Create Response Macros
Create Personal Responses
My Responses Window
Search for a Response
Using Response Management
Working with Response Management

My Responses Window
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Requirements : See Working with Response Management.

To create, edit, organize, and view response items and categories, use the My Responses window. It contains a navigation pane, an
item and category list, and a preview pane.

To access My Responses window, do  one of   the fo l lowing: 
From the V iew menu, select Response Management .
Press Alt+V+R.
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1 Navigation
Aids

To locate a response or view the items in a category, use the arrows, drop-down list, or navigation bar.
Or use the Search text box to locate a response. For more information, see Search for a Response.

2 My
Responses

This folder contains your collection of personal responses. You can organize this collection into
subfolders called Categories.

3 System-
wide
Responses

Your CIC administrator can create libraries of standard responses that all or selected CIC client users
can use.

Requirement : You need the appropriate Response Management View Access Control Right to
use any of the system-wide response items.

4 Sort  by Sort stored responses by Date Added or Name.

5 Toolbar Create and manage your stored responses. For more information, see Create Personal Responses,
Organize Personal Responses, and Manage Favorite Responses.

6 Shortcut
menu

To use a shortcut menu instead of the toolbar to create and manage your stored responses, right-click
in the Categories and Items area.

7 Search To locate a specific response, use this full-text search box. For more information, see Search for a
Response.

8 Navigation
Pane

To locate a particular response, click anywhere in this hierarchical view, expanding folders as needed.
Both your personal and system-wide response items and categories appear as folders in this tree view.

9 Categories
and Items

This pane displays categories and items. Individual responses appear as items. Categories are folders
of response items.

10 Preview
Pane

The preview pane displays an HTML preview of a selected text message or the directory path and file
name of a selected file.

The selected response item’s Shortcut  and Labels  appear in the preview pane. For more information,
see Create Personal Responses.

11 Insert Select a response and click the Insert  button to use a selected response in an interaction.

Note : If you are managing multiple interactions, the response appears in the first interaction that
you picked up. The primary methods for locating and inserting stored responses are available in the
appropriate interaction windows such as the Email Window for Outgoing Messages.

Related Topics
Working with Response Management
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Responses Sidebar
The Responses and Favorite Responses drop-down sections appear in the sidebar area of the Chat window and the Email Window
for Outgoing Messages. The Responses section is also available in the Callback window. For more information, see Use Response
Management During a Chat Session or Use Response Management in an Email Message.

To expand or collapse the Responses or Favorites Responses sections, click the arrow on the section control.

1 Responses This section provides full-text search capabilities for your personal responses and the system-wide
responses to which you have the appropriate Response Management View Access Control Right.
Responses which match your search criteria appear here.

Note : For more information, see Search for a Response.

2 Favorite
Responses

This list provides easy access to your favorite responses.

Note : For information about how to create and maintain a list of favorite responses, see Managing
Favorite Responses.

Related Topics
Use Response Management During a Chat Session
Use Response Management in an Email Message
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Organize Personal Responses

Requirements : See Working with Response Management.

You can make your personal responses easier to locate by storing them in folders. You can nest these folders inside each other to
whatever level suits your purpose.

To  create a personal  fo lder: 
1. From the V iew menu, select Response Management Editor .

Result : The My Responses window appears.
2. Click the My Responses  folder.
3. Navigate to the level where you want to create the folder (category).
4. Click the Create new category  toolbar button.

Result : A new folder appears at the level you selected in the navigation pane.
5. Type a name for the folder in the New Category  text box.

You can perform any of the following actions when working with your personal folders in the Response Management window.
Rearrange the My Responses  subfolders by dragging and dropping a folder on another level in the My Responses tree view.
Move personal responses from one folder to another by dragging them and dropping them on the name of the appropriate
folder.
Copy any response item by holding down the Contro l   key while you drag and drop the response item into the My Responses
folder or a subfolder.
Rename a folder by right-clicking the folder name and selecting Rename from the shortcut menu. Or you can click the folder
name and then select Rename from the toolbar. Type the new name for the folder.
Delete a folder along with any personal responses it contains by right-clicking the folder name and selecting Delete  from the
shortcut menu. Or you can click the folder name and then select Delete  from the toolbar. Click Yes  in the Confirm  Delete
dialog box.

Note : In a similar fashion, you can also delete a selected response by right-clicking the response item name and selecting
Delete  from the shortcut menu. Or you can click a response item name and select Delete  from the toolbar. Click Yes  in
the Delete  Item dialog box.

View the contents of a personal response by clicking the response item. Check the contents in the Preview pane of the My
Responses window.

Related Topics
Create Personal Responses
Manage Favorite Responses
My Responses Window
Using Response Management
Working with Response Management

Working with Response Folders
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Response Management View
You can use the Response Management view to search for stored responses during any interaction. You can insert these responses
in a chat response, email reply, or interaction notes. You can relay the information verbally during a call.

You can add the Response Management view to the CIC client. You can use the view anytime you have an active and selected
interaction. For more information, see Using Response Management.

To display the Response Management view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Interactions .

2. In the V iews  list, select Response Management .
3. Click OK.

Result : The Response Management view appears.

Related Topics
Change View Layout
Search for a Response
Using Response Management

Search for a Response

Requirements : See Working with Response Management.

You can locate and use any personal response item or any system-wide response item to which you have rights in an interaction.
You can use a response item directly by inserting it into some types of interactions. Or, you can use it indirectly by reviewing the
information in a response item as an aid to resolving a customer problem or question.

You can use full-text searching to locate a needed response item. Full-text searching looks for matching text in the Name, Label ,
Shortcut , and text content of a response item. Full-text searching is available in:

The Responses sidebar in the Chat window, Email Window for Outgoing Messages and the Callback window.
The Response Management View.
The My Responses window.

To search for a response i tem:

Full-Text Search
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1. In the Search text box, type all or the first part of the word or words that identify the response item and then press Enter .

Tip: See Search Language for tips on constructing a multi-term search.

Result : Matching response items appear.
2. Optionally, preview the response by doing one of the following

In a Responses  section, select a response item from the search results and then click the Preview button.

In the My  Responses  window, select an item from the Search  Results . The response item appears in the Preview pane.

Context-based search is also available for response items. Clear all text from the Search text box and Response Management
automatically searches for response items based on the content of your chat or email interaction. This content is the last five
words you typed in a chat or email reply.

The Response Management search language is similar to that used in most common Internet search engines. Use this search
language in any Response Management Search text box.

Boolean Operators

You can use AND , OR, and NOT Boolean operators.

Note : A plus sign (+) is the same as AND . A space is the same as OR. A minus sign (-) is the same as NOT.

Context Search

Search Language
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Foot OR Hand searches for items containing either of these words.
Foot AND Hand searches for items containing both words.
Foot NOT Hand searches for items containing foot, but not hand.

Exact Phrase

Enclose an exact phrase searches in quotation marks.
"Foot and Hand"  searches for items containing that exact phrase.

Grouping

Enclose a grouped search in parentheses.
(Jack AND Ji l l ) hi l l  fel l          searches for items containing both Jack and Jill or the word hill or the word fell.

Fields

You can confine your search to the Name, Shortcut, or Labels fields on a response item.
Shortcut:update  searches only for items with a shortcut field containing the word update or beginning with update.

Related Topics
Using Response Management

Use a Response Shortcut

Requirements : See Working with Response Management.

You can use a response shortcut to insert a stored response when you are participating in a Chat Session or composing an Email
Reply. Response shortcuts are available in the composition areas of the Email Window for Outgoing Messages, Chat Window, and
Chat view. Both system-wide and personal responses can have shortcuts.

Tip: You can assign a shortcut when you create or edit a personal response. For more information, see Create Personal
Responses.

To use a shortcut:
1. Type all or part of the shortcut and press Ctrl+Space .

Tip: To use Response Management shortcuts with certain alternate languages in Windows, such as Chinese Simplified
PRC, press Ctrl+Alt+Space . For some alternate languages, Ctrl+Space  changes the language setting. Also, if you
use a language IME (Input Method Editor), wait until the text you typed has finished converting to the selected IME
language before pressing Ctrl+Space  for a Response Management shortcut.

Result : If there is only one matching response item, it is automatically inserted in the composition area of the Chat window
or the reply area of the Email Window for Outgoing Messages.

2. If there are multiple matching response items, do one of the following:
Select the appropriate response from the drop-down list that appears automatically.
Continue typing to narrow the search further and then select the appropriate response.
Press Esc  to close the selection drop-down list.

Related Topics
Using Response Management
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Working with Screen Pops

Site-Specific Screen Pops
Screen pops can launch site-specific applications for incoming ACD interactions. Enhanced screen pop capability directs the CIC
client to automatically launch, or pop, specific applications when agents and other users receive interactions within their ACD
queue.

For example, let’s assume your CIC administrator wants Internet Explorer to automatically launch one of your company’s web pages
when you receive an interaction in your ACD queue. If your administrator has configured the proper settings, including assigning the
website popup to various states of the interaction, such as ‘alerting’ in Interaction Administrator, then the appropriate webpage
opens when the defined interaction enters your queue. This feature can also be used to enable your CIC administrator to launch
various support features such as CRM tickets, your company’s knowledgebase, order forms, quotation requests, and more, when an
ACD call arrives.

You cannot perform typical actions, such as picking up, placing on hold, transferring, and so on, for site-specific screen pops.

Note : Screen pop functions are defined in as alerting actions in Interaction Administrator. This feature may or may not be
available to you, depending on the rights assigned to you by your system administrator. If you have any questions about using
this screen pop feature, see your administrator.  Also, you must configure your browser to allow popups from the appropriate
site.
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Working with Speed Dial

Working with Speed Dial Views

Requirements : You need the Can Create Speed Dials Security right to enable you to Create a Speed Dial View. Your CIC
administrator can also set server parameters that limit the number of contacts you can display in a Speed Dial view.

The CIC administrator can use the MaxSpeedDialPageSize server parameter to specify the maximum number of directory
records that can appear in a Speed Dial view. This parameter works in conjunction with DefaultSpeedDialPageSize.

If the CIC administrator does not define DefaultSpeedDialPageSize and the requested number of directory contacts is
greater than MaxSpeedDialPageSize, the number of contacts returned is less than or equal to 25.
If the CIC administrator defines only DefaultSpeedDialPageSize, the number of contacts returned is equal to
DefaultSpeedDialPageSize.
If the CIC administrator defines both MaxSpeedDialPageSize and DefaultSpeedDialPageSize and the requested
number of contacts is less than or equal to MaxSpeedDialPageSize, then the requested number of contacts is returned. If
greater than MaxSpeedDialPageSize, the DefaultSpeedDialPageSize number of contacts is returned.
If the CIC administrator does not define either MaxSpeedDialPageSize or DefaultSpeedDialPageSize, the number of
contacts returned is less than or equal to 25.

Speed dial views provide a quick way to dial frequently called contacts. Speed dial entries include the directory contact and a dial
icon for the number the system dials when you double-click the entry. You also see a user status icon and Busy Lamp field icon for
each CIC client user. For more information, see Speed Dial Features.

Display CIC status information by pointing to the status icon in a speed dial entry.

When you right-click a speed dial entry, a menu appears, offering you options such as dialing, sending email, camping, viewing
properties, and changing status. This menu is similar to the menu shown if you right-click a directory contact on a directory view.

Speed Dial View Limits
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When you create a speed dial view, you determine whether the view is private or public. Private speed dial views are visible only to
the person who creates the view. Public speed dial views are visible to everyone who uses a CIC client.

Note : When you add a view, private Speed Dial views and Directory views display a lock icon next to their name in the Available
items list.

Related Topics
Close a Speed Dial View
Create a Speed Dial View
Delete a Speed Dial View
Display a Speed Dial View
Employee Photo and Office Location
Rename a Speed Dial View
Refresh a Speed Dial View
Working with Speed Dial Entries

You can close a Speed Dial view instead of permanently deleting the view. For more information, see Delete a Speed Dial View.

To close a speed dial  view:

Right-click the Speed Dial view tab and click Close  view.
Click the X in the upper right corner of the Speed Dial view.

Result : The Speed Dial view no longer appears in your CIC client, but remains available for future use. Other people who are
displaying this Speed Dial view are unaffected.

Related Topics
Display a Speed Dial View
Using Speed Dial
Working with Speed Dial Views

Close a Speed Dial View
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Requirements : Your CIC administrator must create the appropriate Contact List Source before you can create a Speed Dial
view. Also you need the Can Create Speed Dials Security right to create a Speed Dial view.

A Speed dial view provides a quick way to dial frequently called contacts.

Warning: Once a Speed Dial view is created, its settings cannot be changed.

To create a Speed Dial  view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Directories .

2. In the V iews  list, select Speed Dial .
3. Click OK.

Result : The current list of Speed Dial views appears in the Select  Speed Dial  to  Add    dialog box.

Note : Add, Edit , and Delete  buttons appear below the Avai lable Items    list. Point your mouse to a button to see an
identifying tooltip.

4. Click the Add button.

Result : The Speed Dial dialog box appears.

5. In the Name:  field, enter a unique name for your new speed dial directory.
6. If you want other users to be able to add your Speed Dial view to their CIC client interface, select Publ ic  .
7. If you decide to make the new Speed Dial view public, select the options you want to grant other users for this Speed Dial view:

To enable other users to add additional entries to the Speed Dial view, select Add Entries .
To enable other users to edit the default number assigned to entries on this Speed Dial view, select Change  Entries .
To enable other users to remove entries from this Speed Dial view, select Delete Entries .

Tip: Use caution when granting others the ability to delete speed dial entries. Once someone removes the last
speed dial entry from a Speed Dial view, the system permanently deletes the Speed Dial view and it cannot be
recovered.

Note : A user with Directory Admin user rights assigned in Interaction Administrator can delete or add
contacts from a public Speed Dial view. They can also delete or rename the Speed Dial view even if they did not
create the view.

To enable other users to change the name of this Speed Dial view, select Rename the Speed  Dial .

8. To create the Speed Dial view, click OK.

Result : The new view is added to the Avai lable   Items  list.

Create a Speed Dial View
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9. To display your new Speed Dial view, select the view from the Available Items List. Click the Add  >  button between the
Avai lable   items and Selected i tems    lists. Click OK.

Tip: Enter all or part of the view name in the Filter items text box to locate the view name.

Result : The new Speed Dial view appears in the CIC client.

Tip: For more information about adding Speed Dial entries to this new view, see Add a Directory Contact to a Speed
Dial View.

Related Topics
Create a New Entry in a Speed Dial View
Display a Speed Dial View

Requirements : You can delete your own Speed Dial views. If the owner granted other users the "Delete Entries" right, you
can also delete a "Public" Speed Dial view. If you have Directory Administrator Security rights, you can delete any Speed Dial
view. For more information, see Create a Speed Dial View.

Tip: If you want to leave this view available for other CIC client users or for future use, see Close a Speed Dial View.

To delete a Speed Dial  view that is  not currently     displayed:
1. In the Create New View dialog box, from the Categories  list, select Directories .
2. In the V iews  list, select Speed Dial .

Result : The current list of Speed Dial views is displayed in the Select  Speed Dial  to  Add    dialog box.
3. Select the view name from the Avai lable   Items  list.

Tip: Enter all or part of the view name in the Fi l ter    i tems  text box to locate the view name.

4. Click the Delete  button.

Note : Add, Edit , and Delete  buttons appear below the Avai lable Items    list. Point your mouse to a button to see an
identifying tooltip. The Delete  button is active only if you have the appropriate rights to the selected Speed Dial view.

5. Click Yes  to confirm you want to delete the view.

Result : The name of the Speed Dial view is removed from the list of Avai lable   Items . The Speed Dial view is removed
from the CIC client interface for every user.

Related Topics
Using Speed Dial
Working with Speed Dial Views

Delete a Speed Dial View
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Requirements : You can display any Speed Dial view you create. You can also display any "Public" Speed Dial view. For
example, your CIC administrator or other co-worker could create a speed dial view for emergency numbers and make it
available for all CIC client users. For more information, see Create a Speed Dial View.

To display an avai lable Speed   Dial  view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Directories .

2. In the V iews  list, select Speed Dial .

Result : The current list of Speed Dial views is displayed in the Select  Speed Dial  to  Add    dialog box.
3. Select the view name from the Avai lable   Items  list.

Tip: Enter all or part of the view name in the Fi l ter    i tems  text box to locate the view name.

4. Click the Add >  button.

Result : The selected view appears in the Selected  i tems  list.
5. Optional. Select and add additional views to the Selected items list.

6. When you complete your selection or selections, click OK.

Result : The selected view or views appear.

Related Topics
Create a Speed Dial View
Close a Speed Dial View
Using Speed Dial

Sometimes the underlying data provider that acts as the data source for a directory contact does not send out notifications when
contact information is updated. The CIC client automatically refreshes the data when it starts up, but you can also refresh contact
information on demand.

To refresh the contents of a Speed Dial  view:
Right-click a Speed Dial entry or in the blank area of the Speed Dial view, and choose Refresh Directory  from the shortcut
menu.

Related Topics
Working with Speed Dial Views

Display a Speed Dial View

Refresh a Speed Dial View
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Requirements : You can rename your own Speed Dial views. If the owner granted other users the "Rename the Speed Dial"
right, you can also rename a "Public" Speed Dial view. If you have Directory Administrator Security rights, you can rename any
Speed Dial view. For more information, see Create a Speed Dial View.

To rename a displayed Speed Dial  view:

1. Right-click the Speed Dial view tab and click Rename.
2. In the Rename V iew  dialog box, select the Use custom ti tle   check box.
3. In the text box, type a new name for the view.
4. Click OK.

Result : The name of the Speed Dial view is changed on its tab, but not in the list of Avai lable Items    in the Select Speed
Dial  to  Add   dialog box.

To rename a Speed Dial  view that is  not currently     displayed:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Directories .

2. In the V iews  list, select Speed Dial .

Result : The current list of Speed Dial views is displayed in the Select  Speed Dial  to  Add    dialog box.
3. Select the view name from the Avai lable   Items  list.

Tip: Enter all or part of the view name in the Fi l ter    i tems  text box to locate the view name.

4. Click the Edit  button.

Tip: Add, Edit , and Delete  buttons appear below the Avai lable Items    list. Point your mouse to a button to see an
identifying tooltip. The Edit  button is active only if you have the appropriate rights to the selected Speed Dial view.

5. In the Speed Dial  dialog box, in the Name text box, type a new name for the view.
6. Click Rename.

Result : The name of the Speed Dial view is changed in the list of Avai lable   Items  in the Select Speed Dial    to  Add
dialog box.

Related Topics
Using Speed Dial
Working with Speed Dial Views

Working with Speed Dial Entries
After you have established your speed dial view or views, you can add or delete entries. You can also change the default number for
an entry.

Related Topics
Add a Directory Contact to a Speed Dial View
Change a Speed Dial Entry Default Number
Delete a Speed Dial Entry
Resize Speed Dial Entries
Speed Dial Features

Rename a Speed Dial View
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Requirements : You can add contacts to your own Speed Dial views. If the owner granted other users the "Add Entries" right,
you can also add contacts to any "Public" Speed Dial view. If you have Directory Administrator Security rights, you can add
entries to any Speed Dial view. For more information, see Create a Speed Dial View.

To add a contact to a Speed Dial view, select the contact on a directory view, then drag and drop it onto the Speed Dial view. CIC
automatically selects the new entry and positions it in the correct order.

Note : The CIC administrator can define the maximum number of contacts you can display in a speed dial, see Speed Dial View
Limits.

Note : You can add only Company Directory or general directory contacts to a speed dial view. You cannot add a contact from a
private  mail directory such as Outlook Private Contacts to a publ ic   speed dial view. To view a list of general directories, in the
Create New View dialog box, set Group by  to Categories , and then from the list of categories, select Directories . In the
Views  list, click General  Directories  . In the Select General  Directories to  Add   dialog box, a list of directories appears in
the Avai lable   Items  list.

Related Topics
Display a Speed Dial View
Working with Speed Dial Views

Add a Directory Contact to a Speed Dial View
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Speed Dial entries for the CIC client users display these additional features:
Status  icon and status too ltip : A CIC client user’s status appears as an icon on the Speed Dial entry. When you point to the
speed dial entry icon, additional status information appears in tooltip form.

Busy Lamp Field status : If a Customer Interaction Center user is on the telephone, the Busy Lamp Field displays a yellow
telephone icon.

Related Topics
Working with Speed Dial Entries
Working with Speed Dial Views

Requirements : You change a contact’s default number in your own Speed Dial views. If the owner granted other users the
"Change Entries" right, you can change default numbers for contacts in any "Public" Speed Dial view. If you have Directory
Administrator Security rights, you can change a contact’s default number in any Speed Dial view. For more information, see
Create a Speed Dial View.

Note : To edit any other information about the speed dial entry, change it in the contact’s primary source directory. For example,
let’s assume you created a speed dial view and added a contact from your IC Private Contacts directory. To update the
contact’s business phone number, change it on the IC Private Contacts view and not from the actual speed dial entry. For more
information, see View and Edit Directory Entries.

To change a speed dial  contact’s  default     number:
1. Right-click the speed dial entry and choose Set  Default Number.
2. From the menu that appears, choose the new default telephone number; for example, Mobile, Extension, Business, or Home.

Note : If a menu item is unavailable, such as Business 2, then no Business 2 phone number is defined for the directory
contact.

Result : The icon on the speed dial entry changes to reflect the newly selected default number. For example, it could change
from the icon for Dial Home to the icon for Dial Mobile. For a list of dial icons, see Dial Buttons.

Related Topics
Working with Speed Dial Views

Speed Dial Features

Change a Speed Dial Entry’s Default Number
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Requirements : You can delete entries from your own Speed Dial views. If the owner granted other users the "Delete Entries"
right, you can also delete contacts from any "Public" Speed Dial view. If you have Directory Administrator Security rights, you
can delete entries from any Speed Dial view. For more information, see Create a Speed Dial View.

Note : This permission is granted when the speed view is created.

To remove a speed dial  entry from a speed   dial  view:
Right-click the entry and choose Delete  entry  from the shortcut menu.

Related Topics
Working with Speed Dial Views

You can adjust the width of speed dial entries. When you resize one speed dial entry, all other entries on the speed dial view are
resized to match the entry you adjust. The CIC client applies changes to the width of speed dial entries on a view-per-view basis, so
different speed dial views can have different widths for the entries on each view.

If, for example, you have two speed dial views, Private  Contacts  and Marketing. You adjust the width of one entry in the Private
Contacts speed dial view. All other entry widths in the Private Contacts view automatically adjust to match. However, no width
changes are applied to entries in the Marketing speed dial view.

To resize speed dial  entries:
1. Move your mouse to the right edge of a speed dial entry.

Note : If a speed dial entry can be resized, the pointer changes from an arrow to a resizing symbol.

2. Left-click and hold your mouse button, then move the pointer to resize the entry.
3. When the entry reaches the preferred width, release your mouse button.

Result : All entries on the view are resized to match the width of the entry you changed.

Note : The CIC client stores these customizations locally. Resizing speed dial entries on your system does not affect the speed
dial entry sizing for other users who use the same Speed Dial view.

Related Topics
Working with Speed Dial Views

Delete a Speed Dial Entry

Resize Speed Dial Entries
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Using Speed Dial
Each speed dial entry on a speed dial view represents a number that you call frequently. This section contains the following topics:

Dial a Number Using Speed Dial
Understanding Speed Dial Hyperlinks
Drag and Drop Transfer to a Speed Dial Entry

You can use the CIC client speed dial features to dial frequently used numbers. You can watch the status of your call in My
Interactions.

To dial  a number using speed dial :  

1. Display a Speed Dial View.

2. Do one of the following:

To call the default number associated with the speed dial entry, double-click the speed dial entry for the person you want to
call.
To dial a number other than the default number for a speed dial entry, right-click the speed dial entry and choose another
number from the shortcut menu.

Tip: If you have more speed dial entries than can appear at one time on your speed dial view, use the scroll bar to find the entry.

Related Topics
Create a Speed Dial View
Add a Directory Contact to a Speed Dial View
Display a Speed Dial View
Understanding Speed Dial Hyperlinks

You can drag and drop calls onto a speed dial entry, making the transfer of calls much quicker and more efficient.

To transfer by dragging a cal l  onto  a speed dial  entry:   

1. Tell the caller that the caller is going to be transferred.
2. If it is not already open, click a speed dial tab and scroll (or search) until you can see the name of the transfer recipient.
3. Select and drag the call from My Interactions to the name in the Speed Dial view.
4. In the Transfer Interaction dialog box, click Yes .

Result : The caller is placed on hold, and the recipient’s telephone rings. The call disappears from your My Interactions
queue. If the transfer recipient is a CIC client user, the call appears as a notifying call in the transfer recipient’s My
Interactions.

Operator Console : Operator Console users can click an enabled hyperlink in a speed dial entry to transfer the currently
selected interaction to that contact.

Related Topics
Dial a Number Using Speed Dial

Dial a Number Using Speed Dial

Drag and Drop Transfer to a Speed Dial Entry
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Speed dial contacts within a speed dial view appear as hyperlinks when an interaction is selected. A speed dial hyperlink is blue in
color and is underlined, just as a typical hyperlink would appear.

When an Operator Console user clicks an enabled hyperlink, the CIC client transfers the currently selected interaction to that
contact.
When a non-Operator Console user clicks an enabled hyperlink, the CIC client dials the default telephone number associated
with that contact.

Related Topics
Dial a Number Using Speed Dial

Understanding Speed Dial Hyperlinks
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Setting Status
In the CIC client, you can set your status, set another user’s status, set status details and view another user’s status.

Set Your Status
Set Another User’s status
Set Status Details
View Another User’s Status
Fast Status Buttons

Note : Any status other than Avai lable   or Avai lable, Forward  or Avai lable,   No ACD  sends an incoming call to your voice
mail. Depending upon the status you select, you may want to set status details to indicate when you will be available again.

Related Topics
Possible Status Values
Set DND Status with Your Phone
Unavailable Status Reminder

Automatic Status Changer

Requirements : You need the Customize Client Security right to customize configuration settings in the CIC client.

Use the Automatic Status Changer to change your CIC status when your screen saver turns on or off or when your workstation is
locked or unlocked. For example, Automatic Status Changer could set your status to "Available" when your screen saver turns off.

When Automatic Status Changer resets your status, it displays a desktop alert.

If the Automatic Status Changer doesn't change your status or your status is not what it set it to, Automatic Status Changer doesn't
reset your status when you resume work. For example, Automatic Status Changer sets your status to Away From Desk when you
lock your workstation. Then you use the TUI (Telephone User Interface) to set your status to Available, Forward. Automatic Status
Changer does not change your status back to Away From Desk when you unlock your workstation.

If your status is already set to what the Automatic Status Changer would change it to when you resume work, it does not change
your status.

Also, setting a user’s status requires a val id   connection with the CIC server . If your server connection drops, the Automatic
Status Changer does not change your status when the screen saver turns on or off or the workstation is locked or unlocked.

Warning: Do not use the Automatic Status Changer if you set up Power  Options Properties  in Control Panel to turn off your
monitor after a set amount of time. When the monitor’s power is turned off, the Automatic Status Changer thinks the screen
saver has turned off. It changes your status back to either what it was before the screen saver started or to a pre-defined status
specified in the Automatic Status Changer dialog.
In the rare case that you run more than one type of CIC client at the same time, do not enable Automatic Status Changer in both
applications. For example, running Interaction Desktop and Interaction Connect at the same time is not a supported
configuration. Enable Automatic Status Changer in only one CIC client.

To configure the Automatic Status Changer:
1. In the Configuration dialog box, click the Auto  Status   Changer  node.

2. Use the When to  Change   tab to enable or disable the auto status changer. The two options are:

Special Circumstances

Configuring Automatic Status Changer
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Not  at this time. I wish to
disable the auto  status changer.

Disable the Automatic Status Changer.

When  my workstation locks or
the screen saver starts.

Change user’s CIC status whenever the screen saver turns on or off or when the
workstation locks or unlocks.
If this option is selected, screen saver activation or workstation locking is
interpreted as you going away. If screen saver activation causes your CIC status
to change, then stopping the screen saver sets your status back. Similarly, if the
workstation locks and causes your CIC status to change, then unlocking the
workstation resets your status.

3. If you enable the Automatic Status Changer, use the What  to  Change   tab to determine what status is set when the screen
saver turns on or off.

4. In the What to  do when I go  away   section:

Set  my status to :  Choose the status you want the Automatic Status Changer to set when your
screen saver activates or your workstation locks. For example, your status can
be set automatically to "Away from Desk."

Only  change my status i f my 
current status is  in the Selected  
l ist

Select this check box for additional control over when the Automatic Status
Changer changes your status if the screen saver activates or the workstation
locks.
If checked, the Automatic Status Changer changes your status when the screen
saver activates or the workstation locks only  i f your current status is  in the  
Selected l ist. 
Click a status in the Available list and then click the >>  button to move it to the
Selected list. Use the << button to move a status from the Selected list back to
the Available list.
If cleared, the Automatic Status Changer always changes your status when the
screen saver activates or the workstation locks. It changes your status to the
status specified in the Set  my status to  drop-down list.

If  my status is  changed, set my 
status notes to :

If you want to have status notes set for the status to which you are changed,
check this check box and enter the status notes in the text box provided.

Note : Status notes work on a per status basis. Status notes appear in the
Status Notes column which can be displayed for CIC users. For example,
both workgroup and the Company Directory can display Status Notes.) For
more information, see Customize Columns.

5. In the What to  do when I come   back  section:

Set  my status to  what i t  was   
auto-changed from

Select this radio button to change your status to what it was before the screen
saver activated or the workstation locked.

Note : The Automatic Status Changer does not change your status back to
one you could not have selected and which was automatically set for you.
For example, CIC could automatically set your status to "Follow Up" after
you disconnect an ACD interaction. After a period of inactivity, the
Automatic Status Changer sets your status to "Away from Desk." When
you unlock your workstation or turn off your screen saver, the Automatic
Status Changer does not  set your status back to "Follow Up." "Follow up"
is not a user-selectable status. Your status remains set to "Away from
Desk."

Set  my status to Select this radio button and select a status from the list to change your status
to a pre-determined status when the screen saver turns off or the workstation
unlocks.

6. Click Apply  to save your selections.
7. Click OK to close the Configuration dialog box.

Related Topics
Possible Status Values
Set Status Details
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Set Your Status
Set Another User’s Status
Setting Status
Understanding the Configuration Dialog Box
Unavailable Status Reminder
View Another User’s Status

My Status
Interaction Desktop has a My Status section that enables you to set your current status, monitor time in current status, view or
specify status details and set your workgroup activation status.

My Status
drop-down
l ist

The My Status drop-down list displays your current status and enables you to change your status. For more
information, see Set Your Status.

Time in
current
status

The time (hh:mm:ss) indicates how long you have spent in your currently selected status. This can help you
monitor how long you have been in a not-available status such as "At Lunch," "Away from Desk," or "In a
Meeting."

Fast
status
buttons

Change your status by clicking one of your selected fast status buttons. You determine which fast status
buttons appear.

Set status
detai ls

This displays any additional information you entered in Status Notes when you set your current status. These
status details can be viewed by other users in the Company Directory or other directories that are set to display
the Status column.  Or, if you did not specify any status details, a Set status details link appears.

Workgroup
Activation
button

Click this button to specify the workgroup queues for which you will take interactions. In order to receive ACD-
routed interactions, you must logged onto the CIC client, set your status to "Active" for the appropriate
workgroups, and set your user status set to an "Available" type. For more information, see Change Your
Workgroup Activation Status.

Related Topics
Fast Status Buttons
Set Your Status
Set Status Details
Workgroup Activation Button
Workgroup Statistics View
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Fast Status Buttons
You can designate selected statuses as favorites. Each status in the My Status drop-down list has a Favorite  status  icon. This
icon is a gray or yellow star. A yellow star indicates a favorite status.

Favorite statuses appear Fast Status buttons in the Interaction Desktop status bar, in both the standard mode and Mini Mode. The
same set of Fast Mode buttons appear in both modes.

Note : Fast Status buttons appear in Mini Mode only when you have no interactions in your queue or have not selected an
interaction.

To add or remove Fast Status buttons:
1. In the My Status drop-down list, point to, but do not click, a status.
2. Do one of the following:

To add a Fast Status button, click the gray star.
To remove  a Fast Status button, click the yel low  star.

Related Topics
My Status
Setting Your Status in Mini View

Possible Status Values

Requirements : The View Status Message right controls which statuses can be employed by users in specific workgroups,
users assigned certain roles, or even individual users. These status filters determine the status settings available when you
Set Your Status or Set Another User’s Status.

The icons that appear for each status are configured in Interaction Administrator and may have been changed by your CIC
administrator.

Note : Customer Interaction Center can automatically assign some status settings, such as "Available, Not Answering Calls."
You cannot select one of these automatic statuses; they do not appear in the My Status drop-down list.

Tip: You can record status-based messages to play to callers. For more information, see Personal Prompts Options.

The default status values are:
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ACD - Agent Not Answering

At a Training Session

At Lunch

Available

Available, Follow-Me

This person is available at one of the numbers on a follow-me list. The caller can leave a message or use follow-me
routing to find the person and transfer the call.

Available, Forward

This person is available at a designated remote number.

Available, No ACD

This person is available for all non-ACD interactions.

Away From Desk

Do Not Disturb

Follow Up

Gone Home

In a Meeting

On Vacation

Out of the Office

Out of Town

Working at Home
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Related Topics
Automatic Status Changer
Set DND Status with Your Phone
Set Your Status
Set Another User’s status
Set Status Details
Setting Status
Unavailable Status Reminder
View Another User’s Status

Set Another User’s Status

Requirements : You need the Change Status Users Access Control right for a specific user to be able to change that user’s
status.

You can set another user’s status in the Company Directory or other directory view.

To set  another user’s  status: 

1. Select a user in the Company Directory or other directory view and do one of the following:

Right-click and select Change  User’s  Status   from the menu that appears.
Click the Change User’s Status button in the Directory toolbar.
Press Ctrl+S.

Result : The Set Status dialog box appears.
2. Select a status from the drop-down list and enter other status information that is applicable.
3. Click OK.

Note:  If you have questions about setting another user’s status, contact your CIC administrator.

Related Topics
Automatic Status Changer
Possible Status Values
Set Status Details
Set Your Status
Setting Status
Unavailable Status Reminder
View Another User’s Status

Set DND Status with Your Phone
If you have a Managed IP Phone, you may be able to use the DND button on the phone to set your CIC user status to "Do Not
Disturb" or another selected status. Your CIC administrator must first enable DND Synchronization for you in Interaction
Administrator.

Depending on the type of IP phone you are using, the DND button can be either a named function key or a soft key accessed through
the phone’s menu. Check your phone’s user guide or see the Polycom Quick Reference Cards available in the Quick Reference
Materials section of the PureConnect Documentation Library.

In general, you press the DND button or soft key to activate Do Not Disturb status. Later, you can press the DND button or soft key
again to reset your CIC client status to your last available status or some other pre-configured CIC status.

Tip: You may also be able to configure DND Status Synchronization, see Configure Your IP Phone.

Related Topics
Configure Your IP Phone
Managed IP Phone
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Set Status Details
Depending on the status you select, you can set status details including status notes, forward number, and date and time you will
become available. The date and time information you enter is played for all your incoming calls while in this status.

You can view other user’s Status Notes by adding this column to your Company Directory. For more information, see Customize
Columns.

Note : Status detail information is required only for a Forward status which must have a Forward Number. If you do not enter
status details, no dates or times are played for your incoming calls.

To set status detai ls : 
1. Click the Set status detai ls   button next to the My Status drop-down list.

2. In the Status details popup, complete the fields as described below.

Status note Enter any additional information on your current status.

As a convenience, the notes from the last time you selected this status appear in
Status note. You can make any necessary changes to these notes.

Requirements : You need the Status Notes right in order to create or modify
Status notes.

Forward to This is enabled only for selected statuses such as Avai lable,   Forward. Enter a
telephone number to which calls can be forwarded.

Note : The last forwarding number you used for this status defaults to the
Forward Number box.

date

time

Depending on the selected status, you may select the checkbox next to a date or
time field to use the default date and time.

Note : The current date appears in the date field. The CIC client automatically
rounds the current time to the next whole hour, and sets that time in the time
field.

To change the date and time, select the check box, and click the control inside the
box to choose a date or time.

Note : The date and time you select are played for your incoming calls.

3. Click outside the popup to save your status details.

Tip: Press Escape  to cancel. If the Status details popup appeared automatically because you selected a status that
required status details, your status reverts to your prior status.

Related Topics
Automatic Status Changer
Possible Status Values
Set Your Status
Set Another User’s status
Setting Status
Unavailable Status Reminder
View Another User’s Status
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Set Your Status
Status controls the announcement of your availability to people who call you. When your status is one of the "do not disturb"
statuses, callers hear your status, such as "Bob Jones is out of town." Then they are directed to your voice mail to leave a
message. Other CIC client users can view your status in the Company Directory or other directories that are set to display the
Status column. If the Status column is not displayed, other CIC client users can view your status by right-clicking your name in the
Company Directory.

Interaction Optimizer:  Interaction Optimizer uses your status setting to track Real-Time Adherence to the published schedule.
For more information, see Schedule Adherence.

To set your status from the My Status drop  down l ist:
1. Select a status from the My Status  drop-down list.

Note : The My Status list displays all the available status settings. For more information, see Possible Status Values.

2. Optionally, enter status details by clicking the Set  Status detai ls   button next to the My  Status  drop-down list.

To set your status from your taskbar:
1. Right-click the CIC client status icon in the Windows system task tray.
2. Select a status from the list that appears.

Note : The list contains only your favorite status settings. If you haven't designated any favorite settings, the list is
empty.

Related Topics
Automatic Status Changer
Fast Status Buttons
My Status
Possible Status Values
Set Another User’s status
Set DND Status with Your Phone
Set Status Details
Setting Status
Unavailable Status Reminder
View Another User’s Status
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Status Bar
The status bar has sections that display your current connection state, server name, station name, voicemail indicator and
notifications.

1 Connection
state

If disconnected, click this section to reconnect. If connected, point to this section to display your CIC
User ID, CIC server name, and Session Manager server name. A lock icon indicates that the connection
is encrypted.

2 Station
or
Remote
number

Displays the name of your currently active workstation or your Remote Number.

Note : If you are using a Dynamic Remote Client Connection, the display version of your remote
telephone number appears here. If you are using a Configured Remote Station, the phone number
entered by the CIC administrator appears here.

The display version of a phone number is the result of conforming your phone number entry to the
requirements of the dial plan for your organization or region.

Tip: Click this section to change stations.

3 Voice  mai l
indicator

If you have one or more unheard voice mail messages, this icon is in color. If the icon is dimmed, you
do not have any voice mail messages.

4 Show  in
Mini  Mode

To display the CIC client in Mini Mode, click this control.

5 Notification
area

This scrolling list displays your current notifications. For more information, see Supervisor Client
Memos.

Tip: Point to this area to display a tooltip that lists all your notifications.

Related Topics
Switchover

Status Notes

Requirements : You need the Status Notes Security right to create status notes.

Status notes provide additional information on a user’s status. You can create status notes when you set status details. Also, you
can add a column to display Status Notes in the Company Directory.

Related Topics
Customize Columns
Possible Status Values
Set Another User’s Status
Set Status Details
Set Your Status
Setting Status
Unavailable Status Reminder
View Another User’s Status
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Status Summary

Requirements : You need the View Directory Status Columns Access Control right to all or selected Status columns to
enable you to add Status columns to a directory view. The View Directory Status Columns Access Control right also
determines whether you can view a user’s status in the directory shortcut menu.

You can add a Status Summary column to your Company Directory view or the Lync-enabled Company Directory view. The Status
Summary column displays icons that enable you to tell at a glance if someone is available, logged onto the CIC client, and if they
are on the phone. For more information about adding a column to a directory, see Customize Columns.

The Status Summary column uses these icons:
The first icon corresponds to the user’s current status. For more information, see Possible Status Values.
The second icon indicates whether the user is logged onto the CIC client. A check mark means the user is logged on; an X
means that the user is not logged on.
A phone receiver icon appears in the third position if the user is currently on the telephone. If the user is not on the phone, the
third position is blank.

Related Topics
Possible Status Values

Unavailable Status Reminder
When you are in an unavailable status, the CIC client status icon in the Windows task bar blinks for 2 minutes every 10 minutes to
remind you that you are in an unavailable status.

Related Topics
Automatic Status Changer
Possible Status Values
Set Another User’s status
Set Status Details
Set Your Status
Setting Status
View Another User’s Status

View Another User’s Status

Requirements : You need the View Directory Status Columns Access Control right to all or selected Status columns to
enable you to add Status columns to a directory view. The View Directory Status Columns Access Control right also
determines whether you can view a user’s status in the directory shortcut menu.

You can determine if a person is available to take a call by checking that user’s status. Status information appears in the Status
column of the Company Directory or workgroup directory. Or, you can right-click the user’s name. The user shortcut menu shows
the user availability status.

Note : Customer Interaction Center tracks status information for users on different CIC servers. If the connection to the server
that tracks this information is temporarily unavailable, the text in the Status column appears faded. If you point your mouse to
one of these status entries, a tooltip appears indicating the status may not be up-to-date.

Tip: You can add the Status or Status Summary columns to your Company Directory view.

Related Topics
Add or Remove View Columns
Automatic Status Changer
Camp on an Internal Extension
Possible Status Values
Set Another User’s Status
Set Status Details
Set Your Status
Setting Status
Unavailable Status Reminder
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Workgroup Activation Button

Label Workgroups

Location My Status section

Description Click this button to specify the workgroup queues for which you will take calls. In order to receive a
call, you must be logged onto the CIC client, have your workgroup activation status set to Active ,
and have your user status set to an "Available" type. For more information, see Change Your
Workgroup Activation Status.

Related Topics
Workgroup Statistics View
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Working with Text Messages

Requirements : Your CIC administrator must configure the Short  Message Service  (SMS) feature in Interaction
Administrator before it is available in the CIC client. Your CIC administrator must also enable the Short Message Service plug-
in for you. Your Phone Number Classification Access Control rights determine whether you can send a text message to
specific classes of phone numbers (for example, Local, Long Distance or International). Your CIC administrator also
determines which specific SMS brokers you can use to send SMS text messages. SMS brokers are associated with your CIC
user account or workgroups.

SMS (Short Message Service) is the technology that enables cell phone users to exchange text messages over cell phones. The
Short Message Services client feature enables CIC client users to send and receive text messages.

SMS Brokers
An SMS broker is an SMS service provider. SMS brokers are not mobile carriers, but are gateways between mobile carriers and
users. In simplest terms, a CIC agent creates an SMS message, selects an SMS broker to route the message to the addressee, and
sends the message. The SMS broker routes the message by means of a mobile network to the addressee and then routes any reply
to CIC. Some important things to remember about SMS messaging:

You may be prompted to select a broker when you initiate an SMS message.

Note : You can select a broker account only if the CIC administrator associated one with your user account or your
workgroup. Otherwise, CIC uses the Outbound Routing table in Interaction Administrator to route your SMS message.

Follow your CIC administrator's instructions for selecting a broker.
You can use only the brokers that the CIC administrator associated with your CIC user account or workgroup account.
You do not need to select a broker when you respond to an ACD-routed SMS text message.
Selecting a broker that is associated with one of your workgroups does not  associate that SMS message with a workgroup
for reporting purposes.

Send Text Message option
After CIC administrator enables the Short Message Service plug-in for the CIC client, an Actions  menu appears and the directory
shortcut menu contains a new option, Send  Text Message . For more information, see Send a Text Message.

Actions  menu

Send Text Message shortcut menu option
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Related Topics
Send a Text Message
Send a Text Message to a Tracker Contact
Send a Text Message to one or more Workgroups
Send Text Message Dialog Box
Text Message Conversations
Use Response Management in a Text Message
Use Stored Phone Numbers to Address a Text Message

Text Message Conversations
ACD-routed SMS text messages and replies to your text messages can appear in your CIC client as Chats . Your CIC administrator
controls the routing of inbound SMS text messages. CIC can route SMS text messages as Chats, to a handler, or as a generic
object to a queue.

When CIC routes SMS text messages as Chats, you interact with them exactly as you would any other Chat. All the features
available when handling a Chat are available to you when handling these SMS text messages. You can invite other CIC users to join
the text message conversation, use Response Management to look up answers to frequently asked questions, add notes or codes,
and more. See Manage a Chat Session for more details.

Note : An SMS text message conference ends when the last CIC agent or other internal party disconnects.

You can work with SMS text message conversations in either the Chat window or the Chat view.

For more information about the Chat window controls, see Chat Window.

Chat window
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For more information about using the Chat view, see Chat View.

Chat View
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Send a Text Message

Requirements : For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

You can send a text message to any contact with a mobile phone number or to any mobile phone number with text messaging
service.

Note : Your call privileges determine whether you have adequate permission to send a text message to certain phone numbers.
For example, if you do not have long-distance privileges, you are unable to send a long-distance text message. The CIC
administrator determines call privileges. If you have questions regarding your call privileges, contact the CIC administrator.

To send a text message:
1. Initiate a text message by doing one of the following:

From the Actions Menu, choose Send Text Message .
In a directory, right-click a contact with a mobile phone number and from the shortcut menu, select Send  Text Message.

Note : This option is available only if the selected contact has a mobile phone number entry.

Result : The Send Text Message dialog box appears.
2. Address the text message by clicking Add and doing of the following:

Note : If you selected a directory entry in step 1, you can add more mobile phone numbers or skip to the next step.

Select Add Phone Numbers  and add the phone numbers one at a time. Click OK when finished.

Tip: Type one or more phone numbers and keep each phone number on a separate line. Type a series of phone
numbers and separate each phone number from the next with a comma (,) or semi-colon (;). Copy and paste
phone numbers from a Windows application such as Excel. Keep each phone number on a separate line or use
the comma or semi-colon delimiters.

Add the phone numbers for all the members of one or more workgroup directories. See Send a Text Message to one or
more Workgroups.
Add the mobile phone number for a selected Tracker Contact. See Send a Text Message to a Tracker Contact for details.

Or, click Open and Use Stored Phone Numbers to Address a Text Message.
2. In the Message  text box, compose a text message, then click Send.

Tip: To insert a pre-defined response in your text message, click the Response Management button. For more
information, see Working with Response Management and Use Response Management in a Text Message.

3. Select an SMS broker and click OK.

Tip: Follow your CIC administrator's instructions for selecting a broker. For more information, see SMS Brokers.

Note : Your Phone Number Classification Access Control rights determine whether you can send a text message to
specific classes of phone numbers (for example, Local, Long Distance or International). Your CIC administrator also
determines which specific SMS brokers you can use to send SMS text messages. SMS brokers are associated with
your CIC user account or workgroups.

Related Topics
Send a Text Message to a Tracker Contact
Send a Text Message to one or more Workgroups
Send Text Message Dialog Box
Text Message Conversations
Use Response Management in a Text Message
Use Stored Phone Numbers to Address a Text Message
Working with Text Messages

Send a Text Message to a Tracker Contact
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Requirements : The Add Tracker Contact  menu option is available only if you have the appropriate Tracker license. For
more information, see Tracker Licensing. For information about more prerequisites for using the Short Message Service
feature, see Working with Text Messages.

You can send a text message to one or more selected Tracker contacts who have mobile phone numbers (interaction address type
is Mobile.)

To send a text message to  a selected Tracker   contact:
1. In the Send Text Message dialog box, click Add.

Result : A drop-down menu of addressing options appears.

2. Select Add Tracker Contact .

Result : The Find Contact wizard appears.

3. Enter your search criteria and click Next .

Note : If you have Tracker Administrator user rights, you have the right to search Private Tracker databases. The Owner
ID  text box appears and you can enter the Owner ID for the appropriate database. Searching a private database is
optional.

Tip: Click the More search options >  link to specify additional search criteria, including address information and
Tracker attributes.
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Result : The Search Results page of the Find Contact Wizard appears. It lists all matching contacts.

4. In the Search Results page, do one of the following:

To address the text message select one  or more of the contacts  listed in the Search Results page, click Finish.
To refine your search, click <Back  and enter more search criteria.

Related  Topics
Send a Text Message
Send a Text Message to one or more Workgroups
Send Text Message Dialog Box
Text Message Conversations
Use Response Management in a Text Message
Use Stored Phone Numbers to Address a Text Message
Working with Text Messages

Send a Text Message to one or more Workgroups

Requirements : For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

You can send a text message to all members of a workgroup or all members of selected workgroups.

Note : Workgroup members who do not have a mobile phone number are not included in the address list when you send the text
message.

To send a text message to  one or more workgroups:
1. In the Send Text Message dialog box, click Add.

Result : A drop-down menu of addressing options appears.

Note : The Add Tracker Contact menu option is available only if you have the appropriate Tracker license. For more
information, see Send a Text Message to a Tracker Contact.
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2. Select Add Workgroup Directory .

Result : The Add Workgroup Directory dialog box appears.

3. Do one of the following:
Select a workgroup directory name.
Press Ctrl  and select multiple workgroup directory names.

4. Click OK.

Result : The workgroup directory names appear in the text message address list in the Send Text Message dialog box. Only
those members who have a mobile phone number are sent the text message.

Related Topics
Send a Text Message
Send a Text Message to a Tracker Contact
Send Text Message Dialog Box
Text Message Conversations
Use Response Management in a Text Message
Use Stored Phone Numbers to Address a Text Message
Working with Text Messages
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Use Stored Phone Numbers to Address a Text Message

Requirements : For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

If you frequently send text messages to the same group of recipients, you can store the associated mobile phone numbers in a list
on your workstation.

To create and store a Phone Number List:
1. In the Send Text Message dialog box, create a list of mobile phone numbers in the address list, using any method you prefer.

Tip: For more information, see Send a Text Message.
2. Click Save .
3. In the Save a Phone Number  List  dialog box, select a directory and file name for this stored list.

Note : The CIC client automatically saves the file in the required XML format.

To use a Phone Number List to  address a text   message:
1. In the Send Text Message dialog box, click Open.

Result : The Open a Phone Number List  dialog box appears.
2. Navigate to the appropriate directory, select a file, and click Open.

Result : The CIC client retrieves the phone numbers are retrieved and displays them in the To  text box in the Send Text
Message dialog box.

Tip: For more information about completing the text message, see Send Text Message Dialog Box.

Related Topics
Send a Text Message
Send a Text Message to a Tracker Contact
Send a Text Message to one or more Workgroups
Send Text Message Dialog Box
Text Message Conversations
Use Response Management in a Text Message
Working with Text Messages
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Use Response Management in a Text Message

Requirements : For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages. You also need the Response Management Security right to use Response Management.

You use stored responses to avoid typing the same information over and over again.

Note : It is not currently possible to attach a Response Management stored file to a text message.

To use a stored response in a text message:
1. In the Send Text Message dialog box, click Response  Management .

Result:    The  My  Responses Window appears.
2. Do one of the following:

In the Response Management window, select a response and click the Insert  button.
Copy and paste part of the response from the Response Management window to the Message  section of the Send Text
Message dialog box.

Result : The response immediately appears in the text message.
3. In the Message section of the Send Text Message dialog box, make any necessary changes to the response.

Note : You can edit the response before it is sent as part of the text message.
4. When you finish adding stored responses, in the Response Management window, click Close .

Tip: For more information about completing the text message, see Send Text Message Dialog Box.

Related  Topics
Send a Text Message
Send a Text Message to a Tracker Contact
Send a Text Message to one or more Workgroups
Send Text Message Dialog Box
Text Message Conversations
Use Stored Phone Numbers to Address a Text Message
Working with Text Messages

Send Text Message Dialog Box

Requirements : For information about the prerequisites for using the Short Message Service feature, see Working with Text
Messages.

The Send Text Message dialog box appears when you compose a text message.
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Some important features in this dialog box include:
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1 The To  text box contains the list of phone numbers to which this text message is addressed.

Note : If you use the directory shortcut menu to send a text message, then the mobile number for the contact
appears in this address list automatically. For more information, see Send Text Message shortcut menu option.

2 Use the Add, Delete , Open, and Save  buttons to address a text message and also to manage lists of phone numbers
that you use often for text messages.

To address the text message to one or more phone numbers, click Add. For more information, see Send a Text
Message.
To remove the phone number, select it in the To  text box and click Delete
To retrieve a stored list of phone numbers and insert it in the address list, click Open. For more information, see
Use Stored Phone Numbers to Address a Text Message.
To store the current list of phone numbers as an address list which you can reuse in future text messages, click
Save .

3 If you are replying to a text message, the Incoming Message text box displays past text messages related to the phone
number associated with the incoming text message.

4 To insert a pre-defined response in your text message, click the Response Management button. For more information,
see Working with Response Management and Use Response Management in a Text Message.

5 Type your text message in the Message text box.

6 This status bar enables you to track how many characters you have typed so far and how many remain of your
character limit. The status line also shows number of sub messages you can use for the current text message. Sub
messages enable you to send more than 160 characters in a single text message.

Note : The information in this status bar can vary by country. The maximum number of characters and sub
messages is configured in Interaction Administrator. Contact your CIC administrator if you have questions about
your text message limits.

Related Topics
Send a Text Message
Send a Text Message to a Tracker Contact
Send a Text Message to one or more Workgroups
Use Response Management in a Text Message
Use Stored Phone Numbers to Address a Text Message
Working with Text Messages
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Working with Voice Mail

Requirements : If you are assigned the Receive Voicemail Security right, callers are sent to voice mail when you are in a DND
status (Gone Home, Out of the Office, or some other "not available" status) or when you do not answer your phone.

With the CIC client, you receive voice mail in the same place you receive email messages. Any time a caller leaves a voice mail
message for you, the voice mail message is attached to an email message and sent to you. You can open your voice mail
messages as email message attachments or you can listen to voice mail from the optional Voicemail Message view in the CIC
client.

Tip: You can record greetings that prompt users to leave a voicemail when you do not answer the telephone or when you are in
a Do Not Disturb status. For more information, see Personal Prompts Options.

Voice mail is managed in one of these ways in the CIC client:
If Interaction Voicemail Player is installed on your workstation, when you open an email message that has a voice mail
attachment, the CIC voice mail form opens and begins playing your voice mail message.

Note : For more information about configuration settings that affect this automatic playback, see Configuring
Interaction Voicemail Player.

If Interaction Voicemail Player is not installed on your workstation, you open the email message and double-click the voice
mail attachment, then your designated audio player opens and begins playing your voice mail message.

Note : If your designated audio player does not play the voice mail message then it is likely that the required codec
(software that compresses and decompresses digital audio) is not installed on your computer. Some recent operating
systems no longer include the TrueSpeech codec. For more information, contact your CIC administrator.

You can use the Voicemail Message view to display and listen to voice mail messages.
You can listen to and manage your voicemail messages by using the vo ice mai l  features     on your telephone.

Note : For more information about the default TUI (Telephone User Interface), see the CIC TUI User's Guide and Quick
Reference Card available in the PureConnect Documentation Library.

Related Topics
Interaction Voicemail Player Controls
Listen to Someone Leave a Voice Mail Message
Open a Voice Mail Message From Your Inbox
Overview of Interaction Voicemail Player
Pick Up a Call From Voice Mail
Transfer a Call to Another Person’s Voice Mail
Transfer a Call to Your Voice Mail
Use the Voicemail Message View
Voicemail Message View

535

https://help.genesys.com/cic/mergedProjects/wh_qr/desktop/pdfs/tui_ug.pdf
https://help.genesys.com/cic/mergedProjects/wh_qr/desktop/pdfs/tui_qr.pdf


Overview of Interaction Voicemail Player
When a caller leaves a voice mail, it is stored as a .wav file. You can access this voice mail message:

From the Voicemail Message view
From the telephone user interface (TUI)
By playing the.wav file with Interaction Voicemail Player

The Interaction Voicemail Player is an optional feature. You install Interaction Voicemail Player as part of the IC User Applications
Setup. For more information, see the CIC Server Installation and Configuration Guide in the PureConnect Documentation Library.

You determine if Interaction Voicemail Player is your preferred application for playing back voice mail messages. You can also
configure several options that control what this form does.

To configure voice mail playback, in Interaction Voicemail Player, from the Tools  menu, select Options .

Tip: For more information about other configuration options, see the Interaction Voicemail Player Help.

When someone leaves a voice mail for you, CIC sends an email message to you with the voice mail.wav file attached to it. This
message appears in your email client (e.g., Microsoft Outlook, Microsoft Outlook Express, Lotus Notes, etc.) with an attached.wav
file. When you play this attached file, by double-clicking it or downloading it and then opening it, the voice mail message plays in the
Interaction Voicemail Player. If you are using the Interaction Message Store, just double-click the voice mail.wav and the Interaction
Voicemail Player plays the message.

The Interaction Voicemail Player not only plays voice mail messages but also allows you to control the playback of the message
and your indicator light. It also allows you to play voice mail messages back to devices such as PC speakers, a station phone on
your desk or to a remote telephone number.

Note : DirectX 9.0 is required to play voice mails through your PC speakers. If needed, install Microsoft DirectX from the
IC_CLIENTPREREQS share on the CIC Server, after the IC Server installation.

Each voice mail .wav file has information embedded in it signifying it is a voice mail message. When you open a voice mail file,
Interaction Voicemail Player reads this information, determines it is a voice mail message and plays the file. When you open any
other .wav files on your computer, the file does not have the voice mail designation. It opens in your default .wav player (e.g.,
Microsoft Media Player).

Interaction Voicemail Player allows you to:
Play voice mail messages directly from electronic mail.
Control the playback of voice mail messages.
Clear a message waiting indicator light

Tip: For more information, see the Interaction Voicemail Player Help.

Related Topics
Interaction Voicemail Player Controls
Open a Voice Mail Message From Your Inbox

Interaction Voicemail Player Controls

Installing Interaction Voicemail Player

Configuring Interaction Voicemail Player

Using Interaction Voicemail Player

Interaction Voicemail Player and .wav files

536



The Voicemail Player controls function like MP3 or tape player controls for voice mail playback.
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Contro l  Definition

Select the device to play your voice mail.

Note : If you restart the CIC client, this defaults to the device you selected for your last
voice mail.

PC Speakers

Selecting a playback other than PC Speakers may result in slower startup times.

Remote  Telephone

Selecting this device causes CIC to dial the specified number and play the voice mail.

Tip: If the remote telephone is a DID phone number enabled for fax detection, CIC plays
the voice mail immediately after calling the number and does not wait until you pick up
and answer. If you miss the beginning of voice mail playback, you can use the Voicemail
Player controls to stop and restart the voice mail playback from the beginning. Or you
can ask your IA administrator to disable fax capability on your User record.

Note : A DID (Direct Inward Dial) phone number is one that an external caller can reach by
dialing a 7-digit phone number.

Click to play the voice mail.

Click to pause playback.

Click to stop playing the voice mail.

Click to rewind 5 seconds.

Click to fast forward 5 seconds.

Click to mute playback.

Set the slider to the desired volume.

Set the slider to the desired playback speed. The speeds available are half speed (0.5), normal
speed (1.0), one and half times speed (1.5), and double speed (2.0).

Related Topics
Use the Telephone Dial Pad to Control Playback
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Listen to Someone Leave a Voice Mail Message

Requirements : See Listen.

You can listen to someone leaving a message before deciding if you want to pick up a call. The person leaving the message does
not know that you can hear them.

To listen to  someone leave a voice mail message:

1. Select a call from My Interactions that is in a state of ‘Voice Mail’.
2. Do one of the following:

On the toolbar, click the Listen button.
Press Ctrl+L .
Right-click the call and select Send  to  Voicemail  .

Result : Through your telephone handset you can now hear the person leaving a voice mail message. If you want to talk
with the caller, click the Pickup button.

Warning: Genesys disclaims any responsibility for end-user or licensee to comply with federal or state law restrictions
regarding Record, Snip, or Listen capabilities of CIC software. The licensee hereby warrants and represents that the end-user or
licensee will use the product in compliance with any federal or state law.

Related Topics
Listen Button
Listen to Your Voice Mail
Pick Up a Call From Voice Mail
Transfer a Call to Someone Else’s Voice Mail
Transfer a Call to Your Voice Mail
Working with Voice Mail
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Open a Voice Mail Message From Your Inbox
You can play, replay, rewind, fast forward, save, and change the volume of the message by opening your voice mail message in your
email program Inbox. You can forward the message to another person, just as you would any other email message.

By default, voice mail messages begin to play automatically through the device you selected for your last voice mail. If you
want the voice mail messages to play only when you click the Play button, in the Interaction Voicemail Player application, from
the Tools  menu, select Options  and clear the Play vo ice mai l  automatical ly      on open check box.
DirectX is required to play voice mail messages through your PC speakers.
You can configure the alerts you receive for new voice mail messages. For more information, see Voice Mail / Fax Paging.
You can listen to and manage your voice mail messages by using the voice mail features on your telephone in addition to
features in the Interaction Voicemail Player.

To listen to  your voice mail through your Inbox:

1. Open your email program Inbox.

2. Open the email message containing the voice mail message.

Note : You may be prompted to log on if you haven't logged on to the CIC client or your Windows logon account isn't
associated with your CIC client user (i.e., you don't log on to the CIC client using your Windows logon credentials). If
so, just enter your CIC client logon password and click OK.

3. Double-click the voice mail message.

Result : You use either the Interaction Voicemail Player or your selected media player to play back your message,
depending on your selection in the Interaction Voicemail Player Options dialog box. For more information, see Configuring
Interaction Voicemail Player.

Note : For more information about using this player, see the Interaction Voicemail Player Help.

Related Topics
Voice Mail / Fax Paging
Interaction Voicemail Player Controls

Tips
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Pick Up a Call from Voice Mail

Requirements : See Pickup.

You can pick up a call when the caller is in the middle of leaving a voice mail message. When a call is transferred to voice mail, its
state changes to "Voice Mail."

To p ick  up  a call from voice mail:  

1. If the telephone call is not selected, select the call you want to pick up.

2. Do one of the following:

Click the Pickup button.
Right-click the call and choose Pickup from the menu that appears.

Result : The call’s state changes from "Voice Mail" to "Connected" and you can begin speaking with the caller.

Related Topics
Listen to someone leave a voice mail message
Listen to your voice mail
Pickup Button
Pick Up a Call From a Queue

Transfer a Call to Another Person’s Voice Mail
You can transfer a call directly to another CIC client user’s voice mail. You might want to use this feature if the caller wants to
communicate with another person who is unavailable to take the call.

Note : The Voice Mai l   button may be disabled in the Transfer dialog box if you do not have the appropriate rights. You must
have the right to use voice mail features in the CIC client t in order to transfer a call to another user’s voice mail. Also, you may
not be able to transfer a call to another person’s voice mail if you do not have the right to send calls to your own voice mail. If
you have questions about rights or voice mail options, see your CIC administrator

These procedures assume you are transferring calls from My Interactions, but you can transfer calls from any queue you are
monitoring. There are several ways to transfer a call to another person’s voice mail.

To  transfer a cal l  to  another person’s vo ice       mai l : 
1. Tell the caller that he or she is going to be transferred to another person’s voice mail.

2. Do one of the following:

On the Queue Control toolbar, click the Transfer  button.
Right-click the call and choose Transfer  from the menu that appears.

Result : The Transfer  dialog box appears.
3. In the Transfer To :   field, type all or part of the transfer recipient’s name or number.

Result : A drop-down list of choices appears.

Tip: If the drop-down list does not contain the recipient you expected, check the search criteria selected in the Options
drop-down list and adjust them if necessary.

4. From the drop-down list, do one of the following:

Select "Dial [your entry] as Digits" to convert a text entry into numbers.
Select the appropriate name and associated extension number.

Result : If the intended recipient is a CIC user, status information for the selected CIC user appears. It shows whether or not
the transfer recipient is logged onto a CIC client and is able to accept the transferred call. This can help you decide what
kind of call transfer to use.

5. Click the Voice Mai l   button.
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Result : The call is transferred to the recipient’s voice mail and disappears from My Interactions .

To transfer a cal l  to  another person’s vo ice       mai l  using the Directory too lbar:  
1. Select the call
2. Select a directory entry
3. On the Directory toolbar, click the Send to Voicemail button or press Ctrl+M.

Note : If the Send to Voicemail button does not appear on your Directory toolbar, see Directory Toolbar Buttons for a
list of available buttons and see Customizing Toolbars for instructions on adding it to your Directory toolbar.

To transfer  a cal l  to  another person’s vo ice mai l  using an asterisk  (*):       
1. Tell the caller that he or she is going to be transferred to another person’s voice mail.
2. Do one of the following:

On the Queue Control toolbar, click the Transfer  button.
Right-click the call and choose Transfer from the menu that appears.

Result : The Transfer dialog box appears.
3. In the Transfer To: field, type the transfer recipient’s number followed by an asterisk (*).

Example:  1234*

Result:  A drop-down l ist    of choices appears.
4. From the drop-down list, select "Dial [your entry] as Digits."
5. Click the Transfer  button.

Result:  The cal l  is  transferred       to  the recipient’s  vo ice mai l  and disappears from My Interactions.    

Related Topics
Transfer a Call After Consulting the Recipient
Transfer a Call Using a Transfer Button
Transfer a Call Without Consulting the Recipient
Transfer Button
Voicemail Button

Transfer a Call to Your Voice Mail
Rather than answer an incoming (alerting) call, you can transfer it to your voice mail. You can also send a call to which you are
connected to your voice mail.

To transfer a call to  your voice mail, do one of the   fo llowing : 

If the call is alerting, on the Queue Control toolbar, click the Voicemail button or press Ctrl+M.
If the call is connected, select the call, and on the Queue Control toolbar, click the Voicemail  button .
If the call is connected, right-click the call and select Send to  Voicemail . 

Result : The call is transferred to your voice mail. When a caller has finished leaving a message, the voice mail is saved as
a file, attached to an email message and sent to you. You can also l isten   in on the cal l   as the caller leaves a message,
and then decide whether or not to pick up that call from voice mail.

Related Topics
Transfer a Call to Another Person’s Voice Mail
Voicemail Button

Use the Telephone Dial Pad to Control Playback
You can use the telephone dial pad to control voice mail playback if you are playing a voice mail to your telephone handset or to a
remote number. You can use these keys in place of the controls available in the Interaction Voice Mail Player or the Voicemail
Message view.

Note : The slow down and speed up playback functions require that your Customer Interaction Center system include a Media
Server. Contact your CIC administrator if you have any questions.
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Press To

Slow down playback.

Speed up playback.
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Rewind message 6 seconds.

Fast forward message 6 seconds.
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Decrease volume.

Increase volume.

Related Topics
Interaction Voicemail Player Controls
Use the Voicemail Message View
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Voicemail Message View

Requirements : You must install Interaction Voicemail Player on your workstation in order to display the Voicemail Message
view.

The Voicemail Message view includes a playback interface that enables you to listen to your voice mail messages on a choice of
devices. For more information, see Use the Voicemail Message View.

To display the Voicemail  Message view   and player:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Unified

Messaging.

2. In the V iews  list, select Voicemail .
3. Click OK.

Result : The Voicemail Message view appears.

Related Topics
Add or Close Views
Customizing the Interface
Use the Voicemail Message View

Use the Voicemail Message View
You can create a Voicemail Message view that enables you to view a list of current voice mail messages and play them on your
station.

Note : Before you can use the Voicemail Message view, you must make it available as a view in the CIC client. For more
information, see Voicemail Message View.

1 Voicemail
messages

The voicemail list contains your current voicemail messages. Heard and unheard messages are
distinguished by icons and font. The currently selected voicemail message is highlighted.

2 Play  To Select the device to play your voice mail message. For more information, see Interaction Voicemail
Player Controls.

3 Player
contro ls

Use any of these standard controls for voice mail message playback. For more information, see
Interaction Voicemail Player Controls.

4 Delete Click this control to delete the voice mail message.

5 Refresh Click this button to update your list of voice mail messages.

To play back vo ice mai l  messages using the     Voicemail  Message view:
1. Select the Voicemail Message view.
2. Verify that your playback location is set correctly in the Play To  drop-down list.  If you select Remote Telephone , enter this

remote phone number in the Number box that appears when you select this option.
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Note : The Remote Telephone option enables you to play back voice mail messages to your cell phone or other
telephone. This number does not  default from the remote telephone number you can configure in the Interaction
Voicemail Player options.

3. To ensure that all your current voice mail messages appear in the list, do one of the following:
Click the Refresh button.
Right-click anywhere in the Voicemail Message view and select Refresh List.

4. Select a voice mail message and click the Play  button.

During playback , you can also : 
Click the Stop button at any time to stop playback.
Click a column heading to sort the Voicemail Message view by that column.
Adjust playback volume and speed.
Click the Delete  control to remove the message from the Voicemail Message view.
Right-click a voice mail message and select Save  As  to save a copy of the voice mail message to a location you select.

Note : The Save As  option is available only if your CIC administrator enables you to save local copies of voice mail
messages.

Select a message and click Download to prepare the voice mail for PC Speaker playback.

Note : A local copy is also saved whenever you play a voice mail message through the PC Speakers. You can right-click
a message and select Remove  Local  Copy  to delete these downloaded voice mail messages from your local drive.

When you view vo ice mai l  messages in the      Voicemail  Message view, you can:
Select a voice mail message and click the Discard control, or press the Del  key, or right click a message and select Delete  to
delete a message.

Related Topics
Open Voice Mail From Your Inbox
Use the Telephone Dial Pad to Control Playback
Voicemail Message View
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Working with Workgroups

Change Your Workgroup Activation Status

Requirements : You need the Activate  self  Access Control right for the selected workgroup to change your workgroup
activation status. You also need to be a member of that workgroup. Finally, the workgroup must be configured as Active  and
also have an ACD  queue .

In order to receive an ACD workgroup call, you must be logged onto the CIC client, have your workgroup activation status set to
Active , and set your status to an "Available" type.

To change your workgroup status:
Click the Workgroups  button in the My Status section. In the popup, select or clear activation status check boxes for the
workgroups to which you belong. Click outside the popup to save your selections.

Click Options  > Workgroup Activation. In the Workgroup Activation dialog box, select the appropriate check box to activate
your workgroup status or clear the check box to deactivate it.

Related Topics
View Other Workgroup Members Activation Status
Introduction to Queues
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Display the Workgroup and Profiles View

Requirements : The Workgroup / Profiles Tab Security right enables you to display the Workgroup and Profiles view.

The Workgroup and Profiles view lists workgroups and Attendant Profiles by name. Some special conditions control what you see
in the Workgroup and Profiles view.

It does not list individual members of a workgroup, as in a Workgroup directory. It lists only Workgroups.
It lists only inbound  cal l  profi les     that are configured in Interaction Attendant to al low   cal ls  to  be transferred to  them    . It
does not list operator profiles or outbound call profiles.

To display the Workgroup and Profi les view:
1. In the Create  New View dialog box, set Group  by to Categories , and then from the list of categories, select Directories .

2. In the V iews  list, select Workgroups/Profi les  .
3. Click OK.

Result : The Workgroup and Profiles view appears in the CIC client.

Tip: You can move this view to another part of the CIC client interface. For more information, see Customizing the
Interface.

Related Topics
Transfer a Call to a Workgroup
Transfer a Call to an Attendant Profile
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Display and Configure the Workgroup Statistics View

Requirements : You need the Customize Client Security right to add views. In addition, the Workgroup Statistics Security
right enables you to display the Workgroup Statistics view. The Statistics Workgroups Access Control right determines which
workgroups can be included in the Workgroup Statistics view. Membership in a workgroup does not confer the right to view
statistics for that workgroup.

To display and configure the Workgroup Statistics  view:
1. In the Create New View dialog box, set Group by  to Categories , and then from the list of categories, select Statistics .

2. In the V iews  list, select Workgroup Statistics .
3. Click OK.

Result : The Workgroup Statistics view appears. It contains a section for each workgroup for which you have the Statistics
Workgroups Access Control right.

Tip: You can move this view to another part of the interface. For more information, see Customizing the Interface.

4. To change the workgroup selection, in the Workgroup Statistics view, click Manage Workgroups .

Result : The Workgroup Selection dialog box appears.

5. Do one of the following:
From the Avai lable i tems     list, select a workgroup and click Add.

Note : Repeat this step for each workgroup queue you want to monitor.

To add all workgroups, click Add  al l  .

Result : The selected workgroup or workgroups appear in the Selected  i tems  list.
6. When finished selecting workgroups, click OK.

Result : The Workgroup Statistics view of the selected workgroups appears in the CIC client.

Note : Each selected workgroup appears in a separate section of the Workgroup Statistics view.

Related Topics
Workgroup Statistics View

Transfer a Call to a Workgroup
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Requirements : You need the Search Workgroup Queues Access Control right to a specific workgroup queue in order to
transfer an interaction to that workgroup queue.

You can transfer a call directly to a workgroup listed in the Workgroup and Profile directory. This type of call transfer is similar to a
blind transfer because you do not speak to the transfer recipient. These procedures assume you are transferring calls from My
Interactions, but you can transfer calls from any queue you are monitoring.

The CIC administrator creates workgroups in Interaction Administrator. Workgroups are logical groups of users (e.g., departments)
that can function as a group in the CIC system. Workgroups can have extensions and queues that enable all members of a
workgroup to receive calls notifying the workgroup. In addition, workgroups can receive regular calls and ACD calls that are routed
to specific workgroups and agents. Workgroups can also serve as distribution lists (to the members) of voice mail, email
messages, and faxes from within CIC.

Note : Before you can transfer a call to a workgroup, you need the appropriate right assigned in Interaction Administrator to
view the workgroup.

To transfer a cal l  to  a workgroup:   
1. Inform the caller that he or she is going to be transferred.
2. While the call is still connected, do one of the following:

On the Queue Control toolbar, click the Transfer button.
Right-click the call and choose Transfer  from the menu that appears.

Result : The Transfer dialog box appears.
3. In the Transfer To :   text box, type all or part of the Workgroup’s name or number.

Result : A drop-down list of choices appears.

Tip: If the drop-down list does not contain the workgroup you expected, check the search criteria selected in the
Options  drop-down list and make sure Workgroups  is selected.

4. From the Transfer To  drop-down list, do one of the following:

Select the appropriate workgroup name and associated extension number.
Select "Dial [your entry] as Digits" to convert a text entry into numbers.

Result : Status information for the selected CIC Workgroup appears. This enables you to check the workgroup’s current
statistics before transferring the call. Use this information to estimate the probable wait time for a transferred call.

5. Click the Transfer  button.

Result : The transferred call disappears from My Interactions or other queue and is routed to the selected CIC Workgroup.
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Note : Before you can transfer a call to a workgroup using this method, you must Display the Workgroup and Profile View. You
also need the appropriate user rights to view the name of the workgroup in the Workgroup and Profiles directory.

To transfer a cal l  to  a Workgroup in the      Workgroups and Profi les directory:
1. Tell the caller that he or she is going to be transferred.
2. Do one of the following:

Drag the call to a workgroup in the Workgroups and Profiles directory view. In the Transfer  Interaction dialog box, click
Yes .

Select a workgroup name in the Workgroups and Profiles directory view and press Enter .
Right-click a workgroup name in the Workgroups and Profiles directory view. From the shortcut menu, select Selected
Interaction, then select the desired transfer option.
Click on a workgroup name in the Workgroups and Profiles directory view. In the Directory toolbar, click a Blind Transfer
button.
Click on a workgroup name in the Workgroups and Profiles directory view. In the Directory toolbar, click Transfer .

Note : For a list of available buttons, see Directory Toolbar Buttons. For more information about adding buttons
to a toolbar, see Customizing Toolbars.

Result : The call disappears from My Interactions  and is transferred to the appropriate Workgroup queue.

Related Topics
Introduction to Queues
My Interactions
Transferring Calls

Using the Workgroups and Profiles Directory to Transfer a Call
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View Other Workgroup Members' Activation Status

Requirements : You need the View Directory Status Columns Access Control right for the Activated column to display the
Activated column in a Workgroup directory. The View Workgroups Access Control right determines which Workgroup
Directories you can display. For more information, contact your CIC administrator.

In order to receive an ACD workgroup call, an agent must be logged onto the CIC client, have his or her workgroup activation status
set to Active , and be in an "Available" type of Customer Interaction Center status. You can view the activation status of all
members of a workgroup by adding the Activated column to a Workgroup directory.

You can display the Activated column only on a Workgroup directory view. You cannot display it on the Company Directory view.
Activation Status is specific to a workgroup. An agent can be a member of more than one workgroup and be “Active” in one or more
of these workgroups, but “Inactive” in the rest.

Tip: For more information about adding columns to a directory, see Add or Remove View Columns.

Note : A check mark in the Activated column of a Workgroup directory view indicates an "Active" status. An X indicates an
"Inactive" status.

Related Topics
Change Your Workgroup Activation Status
Customize Columns
View Members of a Workgroup

View Members of a Workgroup
You can view the members of a workgroup and their statuses.

Note : For information on adding a workgroup directory view to your CIC client interface, see Add or Close Views.

To view the members of a workgroup:

Click a Workgroup directory tab.

Result : The members of the workgroup directory and their statuses are displayed.

To cal l  a workgroup member: 
Double-click the member’s name.
Right-click the member and select Dial    Default Number or other Dial  option from the menu that appears.
Click any phone number in the row for the member.

Related Topics
Add or Close Views
View Other Workgroup Members Activation Status
Working with Other Directories

Workgroup Statistics View
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Workgroup Statistics View

Requirements : The Workgroup Statistics Security right enables you to display the Workgroup Statistics view. The Statistics
Workgroups Access Control right determines which workgroups can be included in the Workgroup Statistics view.
Membership in a workgroup does not confer the right to view statistics for that workgroup.

You can view basic statistics for selected workgroup queues. Workgroup statistics can help you determine when you can take a
short break.

The Shift/Period section of the Workgroup Statistics view displays a statistical summary for the selected workgroup.

Note : If the Workgroup Statistics tab is not visible (behind another tab), after 30 seconds, the tab "hibernates" by clearing all of
its items and remaining inactive until selected again. When you select the Workgroup Statistics tab, it "wakes up" and
repopulates the statistics panels.

Workgroup Statistics
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1 Minimize Click this control to minimize the statistics section for a selected workgroup.

2 Workgroup
Name

The name of the workgroup as defined in Interaction Administrator.

3 Close Click this control to remove a selected workgroup statistics section from the Workgroup Statistics
view.

4 Shift\Period
Statistics

Click this link to display a statistical summary of the current  shift and period. For more information,
see Shift\Period Statistics.

5 Statistics These statistics appear for each workgroup:
Interactions waiting: Number of interactions waiting on this workgroup queue.
On inbound ACD interactions : Total number of agents working on inbound ACD interactions in this
workgroup queue.
Longest talk  time  : The longest connection time of any of the currently connected interactions.
"N/A" indicates no interactions are currently connected.
On inbound ACW: Total number of agents performing after call Wrap-Up work to conclude an
inbound ACD interaction on this workgroup queue.

Logged on agents in this workgroup : Total number of agents in this workgroup who are logged
on, regardless of their status.
Longest interaction waiting : The longest amount of time any of the interactions presently in this
workgroup queue have been waiting to be picked up.
Agents avai lable  : The number of agents in this workgroup who are logged in, have an "Available"
status, and are activated.
On outbound ACW: Total number of agents performing after call Wrap-Up work to conclude an
outbound ACD interaction on this workgroup queue

6 Maximize Click this control to expand and display the statistics section for a selected workgroup.

7 Minimized
sections

A workgroup name identifies a minimized workgroup statistics section.

8 Manage
Workgroups

Click the Manage Workgroups  button to add new workgroups, remove workgroups or to rearrange
the order of the displayed workgroups.

Note : When you add this view, all workgroups to which you have the Statistics Workgroups
Access Control right appear.

Shift/Period Statistics contain a statistical summary. Separate columns display statistics for the currently selected workgroup and
your personal statistics as a member of that workgroup.

Your CIC administrator defines start and end times for each shift and also defines the number of minutes in each period (starting at
midnight) for each workgroup. For more information about shift and period definitions, see the Interaction Administrator Help.

Note : The Shift/Period Statistics pop-up displays a snapshot of the statistics. It does not update while opened. The My Stats
column does not appear if you have the Statistics Workgroups Access Control right to view statistics for a selected workgroup,
but are not a member of that workgroup.

Shift\Period Statistics
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Average  Talk  Time : Average connection time for all currently connected calls.

Note : If there are no currently connected calls, Average Talk Time is N/A (not applicable.)

Longest Talk  Time : The longest amount of time any currently connected call has been connected.

Note : Longest Talk Time is not calculated at the workgroup level for the current Shift or Period.

Interactions  Received: Number of interactions that have alerted in the workgroup queue or My Interactions.
Interactions  Answered: Number of interactions that agents picked up.
Interactions  Completed:  Number of interactions that agents picked up and then disconnected, sent to voice mail, parked on
orbit, or transferred.

Related Topics
Display and Configure the Workgroup Statistics View
Introduction to Queues
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Interaction Client Systems and Subsystems

Managed IP Phone
An IP phone uses Voice over IP technologies that enable you to make telephone calls over an IP network such as the Internet
instead of the ordinary public switched telephone network (PSTN) system.

A Managed IP Phone is set up, configured, and managed in Interaction Administrator. Your CIC administrator can manage the CIC
features available on your IP phone, update firmware and reset your phone from Interaction Administrator.

Your CIC administrator can:
Enable you to use the Do Not Disturb button or soft key on your phone to set your CIC status to DND.

Note :  If you have the appropriate rights, you can configure the synchronization between the Do Not Disturb (DND)
setting on your phone and your CIC client user status.

Configure distinctive ring tones for incoming Internal, External, and Direct Dialed calls.

Related Topics
Configure Your IP Phone
Set DND Status with Your Phone

About Session Manager
A subsystem component called Session Manager acts as a “traffic cop” or “broker” between CIC client connections and a specified
CIC Server.

Session Manager can run on the CIC Server in smaller implementations or on a stand-alone server in larger environments. Multiple
Session Manager servers can even be clustered to run large systems.

Switchover
Customer Interaction Center (CIC) supports an automated switchover system. If a CIC server ever fails, in less than 30 seconds the
server can switch control to another mirror image CIC server with minimal phone disruption. In addition, administrators can
manually switch the “active” CIC server with no phone disruption. It takes from 90 to 150 seconds for the CIC client to reconnect.

Note : The SMS Interaction Recovery Enabled server parameter controls whether ACD-routed SMS text messages are recovered
after a switchover. Agents initiate text messages by selecting Actions > Send Text Message. The Call Interaction Recovery
server parameter controls whether agent-initiated SMS text messages are recovered. The Call Interaction Recovery parameter
requires special flags for the IonNotifier parameter. For more information on Switchover configuration, see the Interaction
Administrator help, the Call Recovery Feature Technical Reference, and the CIC Automated Switchover System Technical
Reference.

If a switchover occurs, CIC client users see a notification in the status bar. However you do not need to log on again after a
switchover occurs.

Note : CIC may disconnect your current call during a switchover.

Related Topics
Auto Reconnect

Auto Reconnect
If the CIC client loses the connection to the CIC server, it automatically attempts to re-establish the connection every 20 - 40
seconds. The range in seconds allows random reconnection attempts which prevents all clients reconnecting at the same time and
eases the load on the CIC server. If Auto Reconnect is not successful, contact your CIC administrator.

Related Topics
Status Bar
Switchover
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Interaction Desktop Client Help change log

Date Changes

20-January-
2017

Added details about inserting and re-sizing images in HTML email message. Updated the Reply to an HTML Email
Message topic.

03-Februry-
2017

Chromium Embedded Framework replaced Telerik as the default Rich Text Box Email control. Updated Email Editor,
Email Preview, Email Views, Email Window for Outgoing Messages, Print an Email Message, Reply to an HTML
Email Message, Start an Email Interaction, and What's New in Interaction Desktop topics.

13-
February-
2017

Server parameter TransferDialogDirectories is no longer implemented. Removed from Requirements in Transfer
Dialog Box topic.

17-
February-
2017

You can use two number signs ( ##) to enter a carrier identification code before connecting. Added bullet point to
Entering Telephone Numbers topic.

If a monitored user and its monitoring user(s) are all in Do Not Disturb status, no station will be alerted and the call
will go directly to voicemail. If at least one of the monitored user or monitoring user(s) is Available, only that agent's
station will ring. Updated Working with Monitored Appearances, Configure Monitored Appearances, and Customize
Monitored Appearances topics.

22-
February-
2017

New server parameters, MaxSpeedDialPageSize and DefaultSpeedDialPageSize control the maximum number of
contacts displayed in a Speed Dial view. Noted in Requirements section of the Working with Speed Dial Views topic.

28-
February-
2017

A lock icon indicates private Speed Dial and Directory views in the Create New Views dialog box. Added a Tip in Add
or Close Views, Working with Directories, and Working with Speed Dial Views topics.

02-March-
2017

Workgroup Statistics interval statistics control is not shown in Workgroup Statistics view if the user is not a
member of the workgroup. Added Note to Workgroup Statistics view topic.

18-July-
2017

Optimizer settings do not apply to embedded mode. Added Note to Optimizer Settings topic.

09-
September-
2017

For historical reporting purposes however, you cannot delete a Tracker Contact once it is associated with an
interaction. Added to Delete a Tracker Contact topic.

23-
October-
2017

Rebranded documentation to reflect Genesys logo and product terminology and names.

03-
November-
2017

Added Tip to contact CIC administrator if unable to pick up an interaction in the Answer an Incoming Interaction
topic.

08-
February-
2018

CIC does not forward ACD-routed calls when you are in an Available Forward status.  Added Note to Forward Calls
to Your Remote Telephone Number.

14-June-
2018

Added Social Media as a new Interaction Address type for a contact. Updated Add a Tracker Contact, Add a Tracker
Location, Add a Tracker Organization,  Modify Tracker Contact Information, Modify Tracker Location Information,
and Modify Tracker Organization Information topics.

12-July-
2018

Popping to My Interactions view requires the Operator Console licence. Updated General Alerting Options.

02-August-
2018

Updated all URLs pointing to inin.com, including testlab.inin.com, help.inin.com and ideas.inin.com.
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25-
October-
2018

Added a new section, Speed Dial View Limits, to Working with Speed Dial Views topic.

15-
November-
2018

Added Note to Manage Templates topic, that CIC administrators can publish templates with a link to IA help.

18-
November-
2018

Corrected typo in Automatic Status Changer. Now reads: If your status is already set to what the Automatic Status
Changer would change it to when you resume work, it does not change your status.

01-January-
2019

e-FAQ support ended. Removed all e-FAQ topics and related references from other topics.

15-
February-
2019

View General Directories ACL is not needed for contact resolution. Removed from Requirements in multiple topics.

15-March-
2019

Created this change log.

26-March-
2019

Fixed broken hyperlink in Working with Response Management.

27-March-
2019

Changed PureCloud Integration to PureConnect Integration in introduction.

09-April-
2019

In Listen to Someone Leave a Voice Mail Message topic, added link to Working with Voice Mail.  In Working with
Voice Mail topic, add emphasis to "voicemail features on your telephone" and made converted references to the CIC
TUI User's Guide and Quick Reference Card to working hyperlinks.

15-April-
2019

In Create Personal Responses topic, added to Tip: In English language systems, include favorite as one of your label
entries. For languages other than English, a label in the local language is required.

08-May-
2019

Added (OOO) for Out of Office to Personal Prompts Options and Possible Status Values topic to improve search
results per a user request.

09-May-
2019

Added link to Interaction Information to show selection of wrap-up code in the Understanding Wrap-Up Codes topic.

26-June-
2019

Updated description of when wrap-up codes are used in the Understanding Wrap-Up Codes topic. Made it clearer
calls made on behalf of a workgroup are the only type of outgoing interactions that support wrap-up codes.

03-July-
2019

Removed all references to PureCloud Directory view. This is no longer supported. Added notice to the What's New in
Interaction Desktop help topic.

30-July-
2019

In the Shortcut keys topic, in Pop the CIC client, changed to Windows 8 and higher: WinKey+N.

06-August-
2019

Added Accessibility topic and Improved Accessibility Compliance to What's New in Interaction Desktop topic.

09-
September-
2019

Moved removal of PureCloud directory view to a 2019 R3 Patch 04 section. Rewrote description.

25-
September-
2019

Added to My Interaction Ring Sounds requirements: To play ring sounds for incoming interactions, select Ring
Computer in General Alerting Options; also fixed link to Customize Monitored Appearance Alerts topic.

25-
September-
2019

Updated definitions of Local Disconnect and Remote Disconnect in Understanding an Interaction's State topic.
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11-
October-
2019

Added link to Advanced Dialing Options in the Dial of Behalf of a Workgroup topic.

25-
October-
2019

Edits for renaming of PureCloud for CIC integration to Genesys Cloud for PureConnect integration.

31-January-
2020

Added information about Call History Max Time server parameter to Call History Retention section of Call History
topic.

06-March-
2020

Added Note about configuration of data sources to the Use the Related Items View topic.

06-March-
2020

Removed Audio Tuning Wizard topic.

17-March-
2020

Moved Call History retention policy information to the correct paragraph.

01-April-
2020

Fixed broken link in Manage Templates topic.

02-April-
2020

Per feedback, added additional link to Set Status Details in the Status Notes topic.

08-May-
2020

Updated descriptions of the information in the Working with the Company Directory and the Display the Lync-
enabled Company Directory topics.

22-May-
2020

Added Tip about recording personal prompts to the Working with Voice Mail topic.

26-May-
2020

Updated link to Genesys My Support portal in introduction.

27-May-
2020

Added Tip pointing to Add or Remove View Columns topic to the Search a Directory topic. Also moved information
about unavailable search fields to a more prominent Note.

24-June-
2020

Added link to the Interaction Supervisor help topic, Manage Client Memos, to the Supervisor Client Memos topic.

27-July-
2020

Added link  to Configure Chat Options to the Configuration Options topic.
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