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VCC Email Channel Overview

VCC now supports email interactions from your customers. The Genesys
Email Server connects to your corporate email server and pulls email

messages from the account that is configured in your system. Agents use
VCC Agent Desktop to handle email interactions.
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VCC Dashboard Email Widget

Real-time reporting for email interactions using the Email widget is available in the Reports view.
The Email widget displays the following reporting statistics at the contact center level:

* the number of email interactions waiting

* the current maximum wait-time for email interactions

* the average wait-time for email interactions

Email routing controls which agents receive email interactions based on the email skill request.
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VCC Dashboard Email Settings View

As an administrator, you can now configure a connection to the customer email server. This
connection supports a single inbound email address and is associated with one skill for email
routing. You can enable this feature using the Email Settings tab located under the Contact
Center Settings view.
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Q repots I8 Agents  f#F contact Center Settings YBd Details

Contact Center Settings

Not Ready Email Settings o save
After Call Work »
AR Email Server Domain: | pop.gmail.com
LENTI Email Server Port: | 995
Caller ID User Name: | genesysrk2@gmail.com

Address Book Password: | Password

Email Server Type: POP3
Queue Service Level
Use SSL: | True
Skill Service Level
Routing Skill: | sale

Agent Permissions From address: | genesysrk2@gmail.com
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VCC Agent Desktop Email Features Overview

Depending on the types of media channels assigned, an agent can handle one or more
interactions using the different channel types (Voice, Chat, or Email).

The concurrent interaction setting for the Email channel is one interaction per agent.
The agent is always available for other channels. When handling email interactions, the
agent:

e Can take one chat interaction or one voice interaction while handling an email interaction

Is notified of incoming email interactions

Can control their individual channel (Voice, Chat, Email) status

Can accept or reject incoming email interaction

Can make a consultation call on the Voice channel during email interactions

Can transfer email interactions to other agents
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Managing Channel Status

The Voice channel is automatically set to the default Ready status when an agent
logs in to the system. Agents can then set their status to:

*Ready to accept email interactions

*Not Ready to accept email interactions

£ Genesys * Workspace

Type name or number Q,

My Workspace

My Channels Dashboard

Media Status Forward
M voice () Ready (33:54) Mo Active Forward
Q) chat Not Ready (33:18)
O email (33:15)
© Ready
Not Ready

Not Ready - Break NotR
Mot Ready - Not Readddy
Not Ready - Not Ready Break]
Mot Ready - Not Ready Break2
Mot Ready - Not Ready1

® Logoff
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Agent Status Monitoring for all Channels

Agents can view their status summary (login name, channels, and channel status) by placing
their mouse pointer over the Agent Status icon.

Agentist~ B ~ | @ ~

————
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Conditionally Ready (27:01)
Logged in since 3:24 PM

® voice: (© Ready (28:47)
Q© chat: Not Ready (27-01)
© email- Not Ready (28:47)
[a]
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Channel Selection

Agents can select which interaction channel they are using to see their key performance indicators
(KPIs).

Pe name or numper &
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E n’? ra ° Average Waiting Time
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Toast Data for Email

Toast data displays an interactive notification that enables agents to preview a new inbound
email interaction. This notification includes attached data that enables agents to decide
whether to accept or decline the interaction.

y Workspace

My Channels Dashboard

Media Status Forward
@ voice © Ready (0053)  NoActive Forward
Q chat Not Ready (0053)
© emal © Read (0001)
y

© Ratikanta Kar

Case Information ~

Origin: - Inbound email

HELLOO

Accept Reject
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Inbound Email Interaction Window

The Inbound Email Interaction window enables you to handle many e-mail related

tasks.

© Genesys + Workspace

Ratlaniakar @ 0025 N4

Agentlst ﬂ v

Case Information

Origin: - Inbound email

v Ratikantaar ) Inbound

Sale Request
From: ratikanta. kar(@genesys.com

To:  “genesysrk2@qmail.com’ <genesysik2(@gmail com

Hi.
Please let me know my sales order
Regds
RK
Direct : T03-673-1686
Cell + 510-284-9282

Uk, VA-Chantilly ( L-0 )

"Changing the face" can change nothing; "Facing the change" can change everything.

Dispositions ~ Note
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Manday, September 08, 2014 5:10:08 PM
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Add Email Address
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Phone Number
Enter Title 7036735678 X Primary
Ratikanta X +16783075645 X
X Add Phone Number
Email Address
ratikanta kar(@qenesys.com X @ Primary
Tk(@genesys.com X
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Inbound and Outbound Workbins

A workbin is similar to a personal queue where you can store e-mail and other interactions to be
handled later.

Agentist ~ & - 9 -

B . My Channels
Information History
Dashboard
Status Subject Start Date End Date
CloudVccEmailProgessWhb
1 In Progress Re: HELLOO 9/8/14 5:13:40 PM
Contact Directory
[~ Done Re: Sale Reguest2 9/8/14 5:11:27 PM 9/8/14 5:1|
& Done Re: Sale Request 9/8/14 5:10:57 PM asgrasy MYMessages
w In Progress Sale Request2 9/8/14 5:10:57 PM
My Workbins
¥ Personal Working CloudVecEmailProgessiWh

I CloudVceEmaiDrafii m

From Suubject Received
¥ fatikanta kar@genesys.com Hello 9B/1451%10PM
s ratikanta kar@genesys.com Sale Request2 9/8/145:10:57 PM
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Contact History View

The History tab displays the contact history, which details the interactions that agents
selected in the Contact History view of the person contacting the contact center.

Subject
HRe: Sale Reguest2
Ae: Sale Request
Sale Request2
Sale Request
Re: HELOOOOOOOO00
Re: HELOODODOQOOO0O
HELOOOOOO0000
Re: HELLOO

HELLOO

Case Data

Start Date

9/8/14 5:11:27 PM

9/8/14 5:10:57 PM

9/8/14 5:10:57 PM

9/8/14 5:10:26 PM

9/4/14 5:40:14 PM

9/4/14 5:39:57 PM

9/4/14 5:39:31 PM

9/4/14 1:50:45 PM

9/4/14 1:50:25 PM

Select interaction to view details

Agent 1st ~

End Date

9/8/14 5:12:01 PM

9/8/14 5:11:29 PM

9/4/14 5:40:28 PM

9/4/14 5:40:06 PM

9/4/14 5:40:23 PM

9/4/14 1:50:55 PM

2 -

e -

1-100f 51 10 ﬂ per page
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Contact History Notes, Details, Case Data

*Agents can use Details to view information such as time stamp and email subject
*Agents can use Note to attach a note to the interaction history
*Agents can use Case Data to view the case information for the interaction history

Information History
O
Status Subject Start Date End Date
= Done Re: Sale Request2 9/8/14 5:11:27 PM 9/8/14 5:12:01 PM ~
9/8/14 5:10:57 PM 9/8/14 5:11:29 PM
o i In Progress Sale Request2 9/8/14 5:10:57 PM
o In Progress Sale Request 9/8/14 5:10:26 PM
1] Done Re: HELOOQOQOQOO00 9/4/14 5:40:14 PM 9/4/14 5:40:28 PM
= Done Re: HELOOQOQOQOO00 9/4/14 5:39:57 PM 9/4/14 5:40:06 PM
1 Done HELOQOQOQOOOQ0000 9/4/14 5:39:31 PM 9/4/14 5:40:23 PM
= Done Re: HELLOO 9/4/14 1:50:45 PM 9/4/14 1:50:55 PM
W
1 In Progress HELLOO 9/4/14 1:50:25 PM
Page1of6 » 1-100f51 |10 per page
Details Mote Case Data
Re: Sale Request ~
From: doMotReply@gmail.com Invalid Date
To: Ratikanta Kar <ratikanta_kar@genesys.com=

Thank vou for the email mqul.r'. We are currently reviewing vour email and will contact VOU 5001
| Genesyvs_Sales_Team-FE.

——
1
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Email Control —
Voice Consultation and Email Transfers

*Agents can start a voice consultation with another agent about their email session
*Agents can transfer their email interaction to their consultation target

£ Genesys + Workspace

Ratianta kar () 0207

Case Information

Origin:  Inbound email

X
®

+1 /1
}. x B All Types

Origin: - Inbound email +170

| v Ratikantakar € Inbound

f
P9 A
Atwo Aty From: ratikanta kar@genesys.com
€ Unavailable 1 To "genesysti2@gmal con’ <genesysr2@gmail ff Agent2 3

: Conditionally Available
@ SP_zip (KB
. Agent23 P (1KE)

L~ +1703

» RatikantaKar @ Inbound HELLOD Ahtwo Aty

€ Unavailable

HELLOO
From: ratikanta kar@genesys.com
To:  “genesysrk2@gmail.com’ <genesysrk2@gmail.com:

Instant E-mail Transfer i

. Conditionally Aveilabl
@ 51 (1%6) Iy A (GKlglbRF3BLgVBLtrRQ:= = Da3fL4Ts-0d- (3
e | 1445419f047-76bb163e-e54
Start Voice Consultation (+17036731776) fiiv) E5L AGEIIL o) a\
- o Regds @ Unavailable
RKTest Agent RE
Regds © Unevailble S Direct : 703-673-1686 agent vech
- . Cell  : 510-284-9282 © Unavailable
Direct : 703-§73-1686 agent vc Q USA, VA-Chantilly ( L-9 ) piyush Agen]
Cell @ 510-284-9282 © Unevailbie @ Unavaisble
USA, VA-Chantilly ( L-9 ) "Changing the face" can change nothi

piyush Agent] v
© Unavailable

"Changing the face" can change nothing; "Facing
& Matching Intemal Targets

6 Matching Intemal Targets

>
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Outbound Email Interactions Window

The Outbound E-mail Interaction window enables you to handle many e-mail-related
tasks, including the following:

*Add one or more Carbon Copy (CC) recipients
*Add one or more Blind Carbon Copy (BCC) recipients

| = Genesys * Workspace
=2= atikanta Kar 00: :

Case Information

Origin: Outbound email

~ Ratikanta Kar ) Outbound

LovINOD O

From: genesysrk2@gmail.com
To... ratikanta kar@genesys com

Subject: Re: HELLOO

Roboto - st - | B U i H- = == = = =

Hello Customer

Feplying...

Omn Thursday, September 04, 2014 1:49:38 PM, Ratikanta Kar wrote:

Regds
RE
Direct : TO03-&873-16E86
Cell : 510-284-%Z8Z2
uUsA, vAa-Chantilly ( L-49 } -
a
"Changing the face™ can change nothing; "Facing the change™ can change everything. 3
=
wr
m
w
Dispositions Note
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Email Contact Directory and Outbound Email

The Contact Directory enables you to do the following:
*Find contacts

*Manage contacts by using contact actions |y Cnanners

CloudVcoccEmailDraftWh

CloudVccEmailProgesswhb

My Messages

= Genesys * Workspace

Type name or number Q,

Contact
RK >
£ ik = O -
~ hkrk [~
~ Posumaster = -
- rk =
~ Ratikanta Kar [
~ RK122 B T [E-mail (RKIO@gmail.com) }
~ RHK Kar [
~  BK Kar [— g
- RHK KAR - - =
~  BK Kar [— g

——
1
£ Genesys T
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CX Analytics Email Features Overview

New Channel (Chat, Email, and Multichannel) reports for increased reporting capabilities.
Multichannel reports include statistics for all channels to which the agent is assigned.

New Channel Reports - Chat, Email, and Multichannel

VCC Reports { VCC 2.5 and hig

‘we
(B

Queue Activity
Reporis
Activity - Time E-mail | Chat
Activity - Hour E-tnail| Chat
Activity - 15 Min E-mnail | Chat
Activity - 30 Min E-mail | Chat

Enhanzed Queuc Actvity

Dashhnards
Search Call by Caller ID el

{m

£ Genesys

Yoice
| Woice

Fullichannel

r)

Queue Statistics
Reports

y
Statistics - Day E-tnail | Chat
Slalislics - Huour E-tnail | Chat
Statistics - “5 Min E-mnail | Chat

Abandoned Zalls
Redirceted Calls

Statistics - WR Tasks
statistics - WH Vanables
Statistics by Call Cutcome

Nashhnards
Czll Center Scorecard:

5

Agent Activi
Reports

Activity by Cay
Activity by Four
Agent Conduct

Agent Status

Mgent Status  Not Ready
Agent Login Detail

Agent Status - ACYW

Nashhnards
Agent Name Clood:
WG Qrervien:

Multichannel
hultichanhel

Yoice

Multichannel
tultichanncl
Multichannel

Yoice

5

5

Reports

Statistics - Cay
Slalistivs - Fuur
Statistics - 15 Min
Agent Consclt Calls
Skill Based Report
Agent Utilization

Statistics by Disposition Code  Chal

Nashhnards
Agent Scorecard

© 2013, Genesys Telecommunications [
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Statistics

E-mail | Chal | Yaice
E-mail | Chal | aice
E-mail | Chal | Yaice
Voice

Voise

E-mail | Chal | Yaice
Chal | Yaice

9]
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Queue Activity - Time: Email Report

Home * Tools ¥ DJata ~ Grid

Fornat =

i} Ml E® 0EE OO 8 (0= it &

REPORT DETAILS

Report Filter:

{{2ate Filker I0} = This Week) Anc ApplyCamparison("Case when #0219 then 1 end = Case when #0=#ES and #4 between #2 and #3 then 1 end",{Date Filker IC} (I0), {Date Filksr I0} (DESC), {Skark Date} {10, {End Dace} (I0), Date {100, ({Date Filker I0F = This Weekl) And §

=Email)

PROMPT DETAILS

Promp: 1: Select a timeframe o .

This Week

Promp: 2: Enter a Start Date, {Optional)
Promp: not answered
Promp: 3: Enter an End Date, (Optiond)
Prampe nnk answered

Interaction 1D

34150

34170

34182
34202
S4204
34212
34216

Total

£ Genesys

Interaction
Resource 1D

3309994
2300003
3310458
F311022
3310970
3311058
3312382
3312410
3312414
3312614
3312630
3312634

Customer Email

gznesystk2@gmail. com
gznesysrtk2@gmail.com
gznesystk2@gmail. com
grhesysrk2@E@gmail.com
gznesystk2@gmail. com
gznesysrk2@gmail. com
gznesysrk2@gmail. com
gznesystk2@gmail. com
gznesystk2@gmail. com
gznesysrk2@gmail. com
gznesystk2@gmail. com
gznesystk2@gmail. com

E-mail Start Time

B2502014 11:20:27 Al
82572014 11200207 Abd
B/252014 12:29:25 PM
82572014 12:29:25 P
87252014 1:23:0C P
87252014 1:23:0C P
G/25/2014 5:45:0C P
B/25/2014 5:48:30 PM
B/25/2014 5:48:30 PM
G/25/2014 5:55:31 PM
B/25/2014 6:01:31 PM
87252014 6:01:31 PM

Qutcome

MNOMNE

MOMNE
REDIRECTED
COMPLETED
TRANSFERRED
NOMNE
COMPLETED
MNOMNE
TRANSFERRED
MNOMNE

MNOMNE
TRANSFERRED

Agent

Agent 1st
Agent 15t
Agent 1st
Agent 1t
Agent 1st
Agent 15t
Agent 1st
Agent 1st
Agent 1st
Agent 1st
Agent 1st
Agent 1st

Crata rovwes; 17 C

Disposition Code Engage Time Walt Time
Maone 15 13
Mone &8 u]
Maone 0 7
Ione 20 3,109
Maone 181 0
Mone a4 7
Maone 11 53
Maone 17 53
Maone B3 0
Maone 16 7
Maone 11 7
None 3wl i

987 3,162
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Queue Statistics - Day: Email Report

Home = Tools * Data = Grid Format =

& M & O EE DO 8 7= @)= 8 24 &
REPORT DETAILLS

Fepart Filker:

({Date Filker ID}: = This Week) And ApplyComparison“Case when #0<19 then 1 end = Case when #0=#E5 and #4 between #2 and #3 then 1 er
= Email)

PROMPT DETAILS

Prampk 1: Seleck a timeframe ar ...

This WWeek,

Prompk 2: Enter a Start Dake. (Optional)
Prampk not answered

Prampk 3: Enter an End Date, {(Opkional)
Prompk not answered

Date E-mails Revoked Avy Engage

Received E-mails Replied E-mails Time Avy Wait Time
15-25-2014 il a 1} 141 452
Total 7 0 0 141 452

£ Genesys
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Agent Activity — Day Report

Home = Tnnls + Data = Grid

D 2 EE OO B %[0k i

i

REPORT DETAILS

Feport Filker:

carmat v

({Date Filker 10} = This week) And ApplvComparison"Case whet #0<19 then 1 end = Case whet #0=#E5 and #4 between #2 and #3 then 1 end',{Date Filker 10} (10, {Date Filke

PROMPT DETAILS

Prompt 1: Select a tineframe or ...
This \Wealk.
Prompt 2: Enter a Stark Date, (Optional)

Mrompk nok ansacered

Prompt 3: Enter an End Dake, (Qptional)

Prompt nok anssyered

M412 ofZpages p M

Dale

0&-25-2014
058-25-2014
05-25-2014
08-25-2014
05-25-2014
08-25-z014
0&-25-2014
058-25-2014

Agent

Aent st
Apent 1st
Agent 1st
Agent st
Anent 15t
Agent 1st
Aent st
Apent 1st

£ Genesys

Event Type

Icgin
MOTRZADY
READY
MOTREALDY
READY
BUSY
REALY
BUEY

Evenl Stan Time

2572004 250:L5 A
9/25/2014 2:80:49 A
0/25/2014 9:50:49 A
2572004 250:L3 Al
9/25/2014 10:06 33 Al
8/25/2014 10:07 13 AM
572572004 10:07 48 Al
g/25/2014 10:10 25 Al

Event End Tirne

25720014 Z50:43 AN

8/25/2014 12:06:33 Ak
92572014 12:50:11 Ahd
325720014 173:51:37 Al
9/25/2014 12:.07:13 Al
8/25/2014 12:07:48 AM
25720714 1731025 Al
9425/2014 12:11:09 Abd

Event Total
Duration
0
944
3862
3,548
40
35
157
44

© 2013, Genesys Telecommunications L
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Agent Statistics - Day: Email Report

[;'Eme * Tools * Data * Grid Forrnat =
T Eu S DEE DD S -[0EE

RFPMNRT NFTAT &

Teport Filker:

{Dat= Filker ID} = Ths Wezk) And ApalvComparson("Zase when #0<19 then 1 =nd = Case whe #0=#E5 and #4 beoween #£2 and #3 then 1 end", {0ate Filker I} (1D, {Cake |
= Ermail) &nd {Agent {({Resource Tvpel) = "Agent™)

PROMPT DETAILS

Prompk 1: Select = bimeframe ar ..

This ‘Week

Prompk 2: Erter a Start Date, (Optional
Prompk not znswered

Prompk 3: Erter an End Date {Optional’
Prompk not enswered

Date Agent Interaction E mails Missad E mails Mwyg Engage
Type Agent E-mails  Received E-mails Replied by Agent Time
15-2=-2014 Agent 1=t Inbound a 7 C 1 = o)
18222014 Lgant 15t Cutbound 41 1] C i) ]
Total 12 [ 0 1 141
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Thank You!




