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VCC 2.5.7 New Feature Highlights




Supervisor/Administer Roles

Separating the supervisor and administrator roles provides the contact center with the
ability to better segment the features and functions within the contact center:

sSupervisor — Responsible for managing agents and their activities
«Administrator — Responsible for configuring the contact center features and functions

(From the ACD page
in CX Builder:
*Check the box to

enable the role
*Uncheck the box to
disable the role j\
MAIN
Users
This is the list of users authorized access to the ACD. These users include Administrators and Agents.Add and delete users using the list below.
The list will present all users authorized access to the ACD for the entire tenant not only for this queue. Learn more about the agent list.
First Name Last Name Phone Number Email Address Agent® Supervisor* Admin2
1. v v v
2, v v
3. v
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Supervisor/Administer Roles

(continued)

Contact center administrators can now easily assign roles to all users. Users
can have one or more roles assigned to them.

# Edit Agent

Agent Information

Jahn

/ \ Srith

From the_ ) John.Smith@Company

Agents view In

VCC (11 1]

Dashboard, B65-555-5565

click Edit

T v Agent | | Administrator

Agent to o

enable the SUpenIsor
\roles. j/
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Toast and Case Data Configuration

Toast and Case data was moved to the ACD Page, so this data can be
provisioned in a single place.

Simply select the appropriate variable, assign the name to be displayed in

Agent Desktop, and then assign the data as Toast, Case, or Both (Toast and
Case data).

You can define the \
case and toast
variables using the 1
Advanced Options
tab on the ACD
Queue Variables Desktop Text Toast/Case
Select a Variable v Toast ¥ page /

Select a \Variable v Case v

+ Report Settings

 Select a Variable v Both v
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Agent State/

Missed Calls

Contact center administrators can now set the number of seconds before
returning an unanswered call to the ACD queue to be rerouted.

When the call returns to the ACD queue, the agent state changes to Not Ready,
Logged Out, or No Change, depending on the setting.

Routing Logic — How it Works

When agent does not answer within2s

When maore than 1 agent is available, tr
® Round Robin Most Idl

seconds,change agent state to | Mo Change v

er bas| |on one of the routing methods below.

Least| [ized Agent

CX Builder, you can set

the time and the agent

state (Not Ready,

Logout, or No Change)
\for missed calls.

KUsing the ACD page in

/
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Missed Calls / VCC Dashboard

VCC Dashboard now shows the number of missed calls that occurred over the
last 60 minutes.

Conference ¢3

® @ <
0 " 0 1 0 T

Waiting
In Gall Ready Mot Ready Missed Calls
00:55 736
Average Handling Time Idle

(The Report view in VCC
Dashboard displays the
Lnumber of missed calls J

per skill.
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Queue Priority Routing

Queue priority routing allows some calls to be handled quicker than
others. Priority routing was added where an administrator can
provide a variable for priority calls. This variable must be an integer
where the higher the number, the higher the priority of the call.

For an agent to be selected, they must have this skill Select a Vanable v

Agents must have skill level equal or above Select a Vanable v

If no agents available requested skill level decreases every| Select a Varniable v

Queue routing priority Select a Vanable v
"\

\/Using the ACD A

page in CX Builder,
you can set the
routing priority of a

ueue.
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Skill Service Level per Skill

Each Skill Service level can now be individually configured. If the Skill Service levels
are not configured, the Skill Service level is not displayed under the Reports view in

VCC Dashboard.
Service Level is defined as the % of calls answered

within the “wait time” in the last “period”

Contact Center Settings

Not Ready Skill Service Level

Name Percentage (%) Period (minutes) Wait Time (seconds)
After Call Work

o Skill1 80 505 61 s 0

Disposition
SETR Skill2 80 559 61 PARN |
Address Book

SKillA Not Configured
Queue Service Level
Skill Service Level v SkillB Not Configured
e /h‘ you have an administrator

role, you can set the skill

service level per skill using

the Contact Center

Settings view in VCC
\Dashboard.
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Queue Service Level per Queue

Each Queue Service level can now be individually configured. If the Queue
Service level is not configured, then the Queue Service level is not displayed
under the Reports view in VCC Dashboard.

Contact Center Settings
Not Ready Queue Service Level
Name Percentage (%) Period (minutes) Wait Time (seconds)
After Call Work
- ACD 80 5 30 s 0
Disposition
Caller ID
Address Book
Queue Service Lavel  «
Skl senice Level /If you have an administrator
Misc role, you can set the queue
service level per queue

using the Contact Center
Settings view in VCC

\_Dashboard. -
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Call Status ACD to IVR

The system now provides additional return codes (Connected, no-agents, caller-exit,
total-timeout, and NotConnected) allowing the administrator more control over how to
handle calls that do not get connected with an agent.

Use these variables to store information about a call. The stored information is attached to calls and sent back to the IVR where these variables ¢an be used in later Voice Pages.
Agent Name store in Select a Vanable ¥ | Edit Variables
Agent Email store in Select a\Vanable v | EditVariables
| >Call Qutcome store in Select a Variable v | EditVariables
v
v
v

Duration st n Select a Variable Edit Variables

Wait Time store | Select a \Vanable Edit Variables

Select a ariabie Edit Variables

\/The ACD queue returns the )

call status in the following
cases: maximum timeout,
zeroing out (pressing 0), or

the caller hangs up while
waiting in the ACD queue. j
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Skill Names Support Underscores and Numbers

Skill names can now contain numbers and underscores, but they must still start with
a letter and not contain any spaces. This functionality allows the administrator to
define more meaningful skill names.

¥ Edit Skills

Global Skills

+
ﬂou can now \
Skill1 create skills names

that include
underscores and
numbers. You can
create new skills
SkillB using the Edit
Skills dialog box in

Support_1 <: the Agents view in
\VCC Dashboard. /
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Wrap-Up Time Configuration

Configuring wrap-up time is now easier. A check-box is provided for untimed wrap-
up time, or the administrator can enter the number of seconds needed for wrap-up
time. If the Untimed Wrap-Up Time box is checked, the wrap-up time measured in
seconds is disabled.

Contact Center Settings

Mot Ready MISC

After Call Wark + Change Number on Login

Disposition

Untimed Wrap-Up Time Wrap Up Time © 10 seconds
Caller ID

Address Book

If you have an administrator \
Skill Service Level role, you can set the wrap-up
time value by entering a

number in the Wrap Up Time
field or you can set the wrap-

Queue Service Level

Misc «

up time as untimed using the
Untimed Wrap-Up Time field.
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Skill Level and Proficiency

Routing configuration was moved to the Main tab on the ACD Page in CX Builder. This
feature simplifies this routing configuration.

Priority routing was added where an administrator can provide a variable for priority calls.
This variable must be an integer where the higher the number, the higher the priority of
the call.

For an agentto be selected, they must have this skill Select a Variable v

Agents must have skill level equal or above SkillLevel <:I v

If no agents available requested skill level decreases every| SkilTimeout <:| v

Queue routing priority th a Variable v
/You can define the skill Ih

and the skill proficiency timeout
using the Main tab on the ACD
page in CX Builder. Previously,
these values were set using the
Advance Options tab on the
ACD page.
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CTI Adapter for Salesforce Updates

The ability to customize Not Ready reason codes was added to the CTI Adapter for
Salesforce bringing parity with the standard VCC offering.

S Genesys Searcn_ Search

Di Xiao
Wednesday April &, 2014

- Hide Feed

Di Xiao - Help

AfterCallWork

AuxWork @ Post il File & Link gy Pol Recommendations More

What are you working on? Share
Not Ready ! § - Watch a short video °

Learn more about how

Offline Sort By Most Recent Activity Chatter can help you

do your job better.
Ready There are T T
Uttara T
- . Shares interestin 3
Customized Not Ready states records
- are now supported by the CTI @ Follow
pp y Demi Y
Dinner Adapter for Salesforce. rSehCE:]r;sS interest in 3
@ Follow
— Il Admin User
. . e Shares interestin 2
> ‘ Feature available in CTI records
Adaptors for all CRMs
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CTI Adapter for Zendesk Updates

The ability to extend wrap-up time, as well as the call notes feature, were added to the CTI
Adapter for ZenDesk.

£ Test ticket created for the de... + add . E

~, genesys Uttara Ticket #3

P ]
at = 3 Wrap Up 00:07
v Manday 11:05

—_— Assignee* Uttara <uttaratamhankar@genesys.com> (change)
- © Add More Time
. i i Genesys - Click
=% ccs 8 w Imermal note | | your comment is sent to the .. Call from 9254826716 on Wed A|

(2] . .
Q this is a test call note entered by

. agent while on call
— Type Priority
_ - _ - Show all events
F 1i
Tags 8)/'!'*“" Inbound ¥
Two new features for CTI Adapter Mark Me Away After Call

e for Zenvesk e
@ & .
L
= ] Add MoreTime
i «Call Notes Ponersaty 2 Genesys'
e Ticket options = AK j New -

p—

Feature available in CTI
Adaptors for all CRMs
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CTI Adapter for NetSuite Updates
Tl NETSUITE Gill Inc.

@+ vr+ ) Activitiesy Transactions» Listsv Reportsv Documentsw Setupr !

Creasteew: ° & [ & & L& (3 By me Ce >
Genesys CTI Panel - & - X

ACDcallGUID
990272250040

CallDirection
Inbound

CallerDnis
7102340005

CallerMumber
9254826716

Callutip
01CEV2G4R091T 5ML2DU3UZLA

Tom Hellickson

Incoming Call

ALS Integratian

The Reject functionality is
now supported.

Janet Krieg

X Reject G

Feature available in CTI
Adaptors for all CRMs
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CX Analytics Agent Status — ACW

Agent Status — ACW was added to the list of VCC reports. It provides the details of how much time
agents spend in the After Call Work (ACW) state, as well as how much time is spent in each of the
ACW reason codes. ACW is the time that you might need to update the information associated with

a call.

VCC Reports ( VCC 2.5 and higher )

()
fre % Queue Activity
Reports

Activity by Time

Activity by Hour

Activity by 15 Mins
Enhanced Queue Activity

Dashboards
Search Call by Caller ID e
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«c=#| Queue Statistics
Reports

Statistics by Day +

Statistics by Hour +

Statistics by 15 Mins +
Abandoned Calls Heport +
Redirected Calls Report +
Statistics through VR Tasks
Statistics through IVRE Variables +

Statistics by Call Outcome

Dashboards
Call Center Scorecard: B

(s

p -;':’ Agent Activity
Reports

Activity by Day

Activity by Hour

Agent Conduct

Agent Status

Agent Status - Mot Ready

Agent Login Detail
Agent Status - ACW

Dashboards
Agent Name Cloud:

=
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cil| Agent Statistics

Reports

Statistics by Day

Statistics by Hour

Statistics by 15 Mins

Agent Consult Calls

Skill Based Report

Agent Utilization

Statistics by Disposition Code

Dashboards
Agent Scorecard:

=
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CX Analytics Enhancements

Longest Wait metric was added to the Queue Statistics reports that provide the
longest waiting time that a caller waited in the ACD queue; this waiting time is
compared against all other calls in the given time bucket.

Dialed Number attribute is now shown correctly in our reports instead of an
internal route point.

Agent Activities reports now display both After Call Work (ACW) and Not Ready
reason codes.

Service level for multiple interactions are now available in our reports.

Calls Offered to Agents metric was added to the Agent Utilization report .

Consult Time metric was added to all Queue Activity reports.

Agent Statistics - By Disposition Code report has now links enabled.
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CX Analytics Caller ID Search

Analytics reports are great but how about finding a call from millions of calls in
the data warehouse? This problem was solved in this release through the
search call feature that allows contact center supervisors to search individual
call details based on the Caller ID.

Caller Id Search

Select a New Time Frame
Time Frame :: 01-01-2014 To 04-21-2014

Caller ID ::  enter phone number below

7036731664 X ?D3|

7033955688
[ (ally # Talk Time 7034933443 rime [ Wrap-up Time [ Hold Time ] Consult Count (] Consult Time
7036670151
User GUID Caller ID | 7036731661 Call Start Time Req Skill Agent Disp Code Talk Time
200611789412 | 7036731664 8774957974 4/2/2014 5:02:07 PM HCP Mark Lint DEFAULT_BUSINESS_RESULT 12
200611790635 7036731664 8774957974 4/2/2014 5:03:34 PM Patient Mark Lint DEFAULT_BUSINESS_RESULT 10
200611792800 | 7036731664 8774957974 4/2/2014 5:05:20 PM HCP Mark Lint DEFALLT_BUSINESS_RESULT 3
200611794250 7036731664 8774957974 4(2/2014 5:07:07 PM Patient Marik Lint DEFAULT_BUSINESS_RESULT 23
200611795808 7036731664 8774957974 4(2/2014 5:08:44 PM HCP Marik Lint DEFAULT_BUSINESS RESULT 6
200611796551 | 7036731664 8774957974 4(2/2014 5:10:22 PM Patient Mark Lint DEFAULT_BUSINESS_RESULT 7
200611802668 7036731664 8774957974 4(2/2014 5:23:14 PM HCP Mark Lint DEFAULT_BUSINESS_RESULT 16
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VCC Reports APP (iPad/iPhone)

All VCC reports and dashboards, along with IVR ones, are now available on iPad
and iPhone. This allows contact center managers and supervisors to quickly
access their subscriptions and dashboards right from their handheld devices.

T

Available in App
Store Shortly
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