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Agenda
 VCC Dashboard: Agent Details View
 On-Demand Auto Creation of Contact Center
 Internal Routing Point Creation for CX Builder ACD page
 Dashboard On-demand Enable/Disable Agent Change Number 

on Login
 Enable Disposition Codes as Mandatory or not per the Tenant
 On-demand Provisioning of Wrap-up time thru Dashboard
 VCC Dashboard Address Book
 Agent Desktop Address Book-Outbound Call
 Agent Desktop Address Book-Transfer or Consult
 VCC Dashboard Agent Status
 VCC Dashboard Web Link
 VCC Dashboard– Agent Skill Enhancement
 VCC Dashboard-Caller ID Customization



VCC Dashboard– Agent Details View

Presenter
Presentation Notes
VCC Dashboard provides a “Details” tab that provides a table that list out agents states, skills, call types, and time details . This feature is designed to provide more information to the supervisor for monitoring agents and queues. Supervisors can filter, search for agents according to their state, name, skills, or call . 




VCC Dashboard– Agent Details View

Filter by system or 
customized call states.

Filter by customized
skills within the contact 
center. 

Presenter
Presentation Notes
Supervisors can filter, search for agents according to their state, name, skills, or call . 




On-Demand Creation of Contact Center

Select ACD Page to 
create contact center.

Presenter
Presentation Notes
You can now create your own contact centers within CX Builder by selecting the ACD page from the drop-down list. 




Internal Routing Point Creation for 
CX Builder ACD Page

Separate ACD Pages 
can be created and 
viewed separately in the 
VCC Dashboard.

Presenter
Presentation Notes
When administrators create separate ACD pages within the IVR application, it creates internal routing points for each ACD page. This routing point name is similar to the ACD Page name. ACD pages must have a meaningful name which is visible in VCC Dashboard.  When an ACD Page is deleted then this associated routing point is removed as well.



VCC Dashboard-View Multiple ACD Queues

View statics on multiple 
ACD Queues that were 
created in CX Builder.

Presenter
Presentation Notes
After additional ACD queues are created in CX Builder, statics can be viewed by clicking the drop-down list. 



Agent Desktop
Change Agent Phone Number on Login

Presenter
Presentation Notes
Agents now have the ability to change their phone number upon login to the Agent Desktop as shown here. The current phone number that the contact center has on record is displayed. 



VCC Dashboard
Enable/Disable Phone Number on Login

Menu to enable agents 
to be able to change 
their phone numbers 
upon login. 

Check the box to enable 
and uncheck the box to 
disable feature.

Presenter
Presentation Notes
Supervisors can now enable or disable the ability for an agent to change their phone number upon login. The supervisor navigates to the “contact center settings” view, selects the Misc menu on the left-hand side, then clicks the check-box to enable this feature in the middle of the screen. Enabling this feature allows all agents within the contact center to change their phone number upon login. 



VCC Dashboard
Enable/Disable Mandatory Disposition Codes

Check the box to enable 
mandatory disposition 
codes within the agent 
desktop.

Presenter
Presentation Notes
The supervisor can now set disposition codes as mandatory or optional by toggling the check-box on the VCC Dashboard Contact Center Settings tab, where the disposition codes are listed. 



Agent Desktop
Mandatory Disposition Codes

1. After the active call is completed, 
the agent needs to select the  
disposition for the call.

2. After the disposition code is 
selected, the agent needs to 
click the green button to dismiss 
this window. 

1. The agent chooses a disposition 
for the call, either during the call 
or after it ends.

2. After choosing a disposition 
code, click the green button to 
dismiss the window. 

Presenter
Presentation Notes
When the disposition codes are set to be mandatory, and after the caller hangs up with the agent, the agent needs to select the disposition code and then click on the green check button to dismiss the window. 



VCC Dashboard
On-demand Provisioning of Wrap-up Time

Presenter
Presentation Notes
Wrap-up time is the amount of time the agent has after a call as ended before the system sets them to a ready state. 



VCC Dashboard– Address Book

Address Book:  Add 
entries for frequently 
dialed numbers outside 
the contact center. 

Presenter
Presentation Notes
Supervisor can define a list of frequently dialed numbers or favorites numbers in the “Address Book” found in the Contact Center Settings view. This list of favorite numbers is set per Contact Center . All agents belonging to this Contact Centers will have access to this “Address Book“ list. Supervisor can add/delete/update the names and phone numbers.




Agent Desktop– Address Book
Outbound Call

Address Book:  Can be 
accessed to place an 
outbound call.

Presenter
Presentation Notes
The supervisor-defined “Address Book” list appears in Agent Desktop UI. This list is available for Inbound Agent consultation calls, transfer calls, as well home-agent outbound calls. Agents can search and dial from their favorites list.




Agent Desktop– Address Book
Transfer or Consult

Address Book:  Can be 
accessed during an 
active call to perform a 
transfer or a consultation 
call.



VCC Dashboard– Agent Status

Updated Status:  
Customized “After Call 
Work” & “Not Ready” 
status are now updated 
in VCC Dashboard.

Presenter
Presentation Notes
Customized ACW ( After Call Work ) and Not Ready status are updated in real time supervisor Dashboard. After Agent select it’s own “After Call Work “ or “Not Ready” status corresponding status is updated in Supervisor Dashboard.



VCC Dashboard– CX Builder URL Link

Web Link: Link to 
access CX Builder Log-
In page.

Operations can enable or 
disable this feature per 

contact center.

Presenter
Presentation Notes
VCC Dashboard provides a URL link, so the supervisor can be quickly redirected to CX Builder. Supervisors can access CX Analytics/VCC Reports after login. This URL link is per Voice Machine. Administrators can set the URL as required.




VCC Dashboard– Agent Skill Enhancement

Modify Agent Skills: Assign, 
remove, and modify skills and 
proficiencies with check boxes 
and star ratings using a scroll 
bar.

Presenter
Presentation Notes
VCC Dashboard Agent Skill list UI is enhanced with a better look and feel and alignment. Supervisors can add skills using the “Edit Skill” dialog box and then assign skills and a proficiency level to the agent.




VCC Dashboard-Caller ID Customization

Caller ID: The save button is 
only enabled when a valid phone 
number from a pre-configured 
list is entered.

**Security Feature: Prevents impersonation of any 
non-contact center phone numbers.

Presenter
Presentation Notes
VCC Dashboard now only allows the setting of a pre-configured set of numbers that belong to the contact center when setting the CallerID Overwrite. When the agent makes an outbound call from Agent Desktop, their caller ID can be masked so their own phone number is not displayed. This feature can also be accomplished by the administrator or supervisor defining the CallerID in the VCC Dashboard call center setting. This prevents  customers from configuring numbers like 911 or Whitehose as contact center Callerid.




thank you

Presenter
Presentation Notes
Thanks!!
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