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VCC 2.5.6 New Feature Highlights




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

S Genesys




VCC Dashboard—- Agent Detalls View

= Genesys

c Reports L’h Agents q{} Contact Center Settings

Show | 10 v | entries Filters: | State v Skills  r (5 Search:

Agent = State = TICS = Skills = Prod = Consult = In= Out = Internal = Handling = Ready = Talk = Hold = Wrap =

’ RKS Agent Ready 00:05:03 sale 19.80 4 6 o] 2 00:00:22 00:36:17 00:03:04 00:00:39 00:02:54

’ RKO Agent Ready 00:05:01 sale 16.16 2 5 o] 2 00:00:27 00:31:47 00:02:25 00:00:10 00:02:24

7 RK Kar Logged 00:00:00 0.00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00

Out
’ Super Kar Logged 00:00:00 0.00 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Out

7’ AgentL19990010008 Ready 00:01:1%  loadtest 0.00 0 0 o o 00:00:00 00:14:36 00:00:00 00:00:00 00:00:00
Load

7 AgentL19990010010 Ready 00:00:40 loadtest 0.00 0 0 o o 00:00:00 00:23:35 00:00:00 00:00:00 00:00:00
Load

7 AgentL19990010003  In Call 00:00:03 loadtest 0.00 0 0 o o 00:00:00 00:14:38 00:00:00 00:00:00 00:00:00
Load

7’ AgentL19990010032 In Call 000005 loadtest 0.00 0 o 0 o 00:00:00 00:13:59 00:00:00 00:00:00 00:00:00
Load

7’ AgentL19990010023 Ready 00:00:36 loadtest 0.00 0 o o o 00:00:00 0o:14:12 00:00:00 00:00:00 00:00:00
Load
AgentL19990010094  Logged 760344  loadtest 0.00 0 o o o 00:00:00 00:00:00 00:00:00 00:00:00 00:00:00
Load Out

Showing 1 to 10 of 115 entries First Previous 1 2 3 4 5 Mext Last


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 Detalls View

Show | 100 ¥ | entries Filters:| InCall v | | Skills * Show | 100 v | entries Filters: | InCall v | | Skills ¥

[ State Skills

i . Logged Out i Adent & State = s | hilling

Agent = State = TiC Not Ready Prod 5 d TICS SkKil sales
Ready support

Mo matching records found Mo matching records found

After Call Work

Showing 0 to 0 of 0 entries (filtered frg/h 3 total entries) Showing O to 0 of 0 entries (filtered from 3 tot res)
Filter by system or Filter by customized
customized call states. 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

CX Builder = Voice Sites = Contact Center DEMO # 950000135309

CONTACT CENTER DEMO

Add, modify, copy or delete Voice Pages.

HOME PAGE

Ll |

b
£ ;

1000 - Main Menu

| Add Voice Page v

Call Queue Page
Call Transfer Page
Data Page

Logic Page
Mezzage Page
MName Capture Page
Question Page
Rewverze Phone Lockup Page
Schedule Page
Tranzaction Page
“oicemail Page

Add Voice Page |
ACD Page k
Address Capture Page

Select ACD Page to
create contact center.

Switch Home Page | What's This?

I NEW PAGE GROUP

1000
2000

3000

B NEW PAGE GROUP


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

HOME PAGE 1050 - Account Lookup Switch Home Page | What's This?

Add Voice Page 3 I HEW PAGE GROUP

F Greeting & Menu
P Order Status

b Billing

F Support

P End User Experience

E ACD Message

Separate ACD Pages
Billing VCC can be created and

< | | viewed separately in the
VCC Dashboard.

Support VCC

P Logs

Add Voice Page v I NEW PAGE GROUP



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.


S
VCC Dashboard-View Multiple ACD Queues

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

Queues ¢} /| SupportVCC (0a3f... ¥ billing

Support VCC (0a3f1441-03-144930d5279-4be6d75a-90

TrainingQueue |
Billing VCC (0a3f1441-03-1440cc4fdd3-e27c4310-3e6)

0 Current Max Wait Time 0

Waiting Waiting
00:00
Average Wait Time
PAST 60 MINUTES PAST 24 HOURS 00:00

Average Handling Time


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

< Genesys Workspace

Web Edition 8.5.200.08

Phone Mumber: +15102349232|

Log In

© 2013 Genesys Telecommunications Laboratories, Inc, Genesys Suite applications
are covered by U.S. and Foreign Patents.


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

= Genesys

@ Reports X8 Agents  F¥ Contact Center Settings B Details

. A\
Contact Center Settings

Mot Ready MISC

BT LT v - Change Number on Login

Disposition \i:;:\\\\\\\\

Caller ID
Menu to enable agents Check the box to enable
to be able to change Case Data and uncheck the box to
their phone numbers disable feature.
uponloghm Toast Data

Address Book

Wrap Up Time

Misc W


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 Dashboaro
Enable/Disable Mandatory Disposition Codes

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

E Genesys :ome, Todd .~ Log out

e Reports L!. Agents .511' Contact Center Settings B3 Details

Contact Center Settings

Mot Ready D|5p05|t|0n :> Make Dispositions Mandatory

Select Disposition Code @ Display Name ©
After Call Work

Created Ticket Created Ticket
Disposition v
Caller D Follow Up Follow Up
Case Data
Toast Data

Address Book

Wrap Up Time

Misc


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

% 5717626961

Case Information
Origin:
ACDcallGUID:
CustomerSegment:
CustomWVarl:
CustomWVar2:

woicesite:

- 5717626961 (& Ended

Dispositions

(INone

()BillingDisplayName

(@) Created Ticket
(_JFollow Up

Inbound call to 7100000090
30271873581

none, 0a3f147f-04- 14409 0ccbe-ebbafded-

50000135309

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

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

al Consult


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

S Genesys Welcome, Todd | % | Logout | Help | 13

© repors 4 Agents ¥ Contact Center Settings B Details

Contact Center Settings

Not Ready Wrap Up Time Add

Select Slider
After Call Work

Y Q &

Disposition i % 64999
60 seconds

Caller|D

Case Data

Toast Data

Address Book

Wrap Up Time v

Misc


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

= nesys Welcome, uttaras -~ Log out Help

e Reports L" Agents ﬂ'u' Contact Center Settings

Contact Center

Settings
T Address Book agd @
Select Name Phone Number
After Call Work ~
United Mefan - Central Office +17035551212 rd
Disposition
Caller I Yirginia Medfan - Field Office +15715551214 Vs
Case Data
Yirginia Medfan - MRl Support 15715551215 4
Toast Data Irginia iiedran Lppo + /
Address Book v Virginia Medfan - Sales +15715551213 P
Address Book: Add Yirginia Medfan Help +15715551212 /
entries for frequently
= 2 White Plains Support - Main +19145551212 e
dialed numbers outside FP s
the contact center.
Wiidget Engineering Corp +14155551212 P4



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

a"rﬂ@ itp://10.63.124.38:8080/vi/ad/v1 findex htm p-¢ H £ Workspace ‘ |

File Edit View Favorites Tools Help

Jol Workspace
& 17| ) AlTypes j @ My Channels Dashboard
Show and search favorites ("
& Unavalanle &b
Y Contact Center O, ACD_MRPS v
AgentL 19990000501 Load (
& Unavailable &b
& AgentL 19990000502 Load ( 00 ' 00
Ad d reS S B 0 O k a Can be @ Available ("] Current Max Wait Time
t & AgentL 19990000503 Load ( °
accessed to place an @ o b 00:00
Outbou nd Ca” AgentL 19930000504 Load @ N 0 Averge Visit Time
. &) Unavailable (ifl 0 Waiting
AgentL 19990000505 Load
|- d ma Const
'« Unavailable (ifl fntemal s
AgentL 19990000506 Load ( e e e e
& Unavailable (ifl T B
AgentL 19990000507 Load (
&) Unavailable (ifl )
g ANSWER RATE
AgentL 19990000508 Load (
& Unavailable (ifl
AgentL 19990000509 Load (
& Unavailable &b
P Ready Hold
AgentL 19990000510 Load (
& Unavailable (ifl 10
AgentL 19990000511 Load (
& Unavailable &b 5
AgentL 19990000512 Load ( .
&) Unavailable &b 00 '54 0 4 < o > ; ¢ > i
Average Call Time —60m -40m -20m NOW
& AgentL 19990000513 Load (
@ Available &b ceesse



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

Jol
Case Information
| &b 7 &) Al Types ﬂ B
Origin: Inbound call t¢
ACDcallGUID: Show and search favorites l (@
Address Book: Can be L A o
o Gold.0a3f147f AgentL19390000501 Load @
accessed durmg an CustomVari: ACDTesting1 & Unavailable b
i CustomVar2: Casedataava Agentl19990000502 Load
active call to perform a N -t (3
transfer or a consultation S (O —— E
- Availabl (@)
call + 7036731686 (@ Connected @ Avaiable
R AgentL19390000504 Load @
Dispositions % Unavailable j'f
'1::0:1' None
o AgentL19390000505 Load @
i) Disp 555 » | Unavailable (v
(O Disp11111
~ AgentL19390000506 Load
() Displ? =
. " Unavailable (v
() Disp1a
(O Disp20 AgentL19990000507 Load @
) Disp21 « | Unavailable (v
Disp22 AgentL 19990000508 Load @
) Disp2222 % Unavailable ava
() Disp23
o AgentL19390000509 Load @
- I ) Unavailable V)
(O Disp2s
O Disp26 AgentL19390000510 Load @
O Disp27 " Unavailable &J
O Disp28 AgentL19990000511 Load @
() Disp29 < Unavailable (v
() Disp3
o AgentL19390000512 Load @
) Disp30 " Unavailable @




VCC Dashboard— Agent Status

= Genesys Welcome, RK-QEAdminf | %%

c Reports l’, Agents Q{?r Contact Center Settings

My Agents © sddAgent ® EditSkils | | SelectAll  Fiterby v Qe
KARf, RK-QEAdminf
Agent, Test oR Home, RKH oQ ol Load, AgentL1999... e
w After Call Work - RK Call Br. + ¥ NotReady-Lunch Break o4 ¥ Logged Out ¥ Logged Out
Load, AgentL1999... o] Load, AgentL1998... on Load, AgentL1998... on Load, AgentL1999... oR
¥ Logged Out + e Ready e Ready b R Ready By

o] Load, AgentL1999... Q Load, AgentL1999... o] Load, AgentL1999... o

+ ¥ Logoed Out Es ¥ Logged Out ¥ Logged Out

Updated Status:
Customized “ After Call on Load, AgentL1999... o Load, AgentL1999... o Load, AgentL1999... onn
Work” & “Not Ready”
status are now updated
in VCC Dashboard.

¥ Logged Out + ¥ Logged Qut + e Ready B

<2 £ Prev 1 of 5 Next = =5


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.

A4

Log-In

= Genesys Welcome, RK-QFAdminf %% Logout | Help | @3

c Repors  J\ Agents Q‘U‘ Contact Center Settings B3 Defails

Registerad Email
My Agents O anrgent Wy Ectsils | SelctAl  Filerdy v Qe RK o
Remember Me — How & Works
KARf, RK-QEAdminf Mohile, RKM )
Home, RKH R o] o Offi, RKO o} Forgot Password or PIN?

® NotReady- Lunch Break + ® Logged Out + W Ready + ® Logoed Qut “



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.



S

VCC Dashboard—- Agent Skill Enhancement

# Edit Agent

Agent Information
RKI

Mobile

kratikanta@gmail.com

+17036731776

v Agent « Supenvisor

Add Skills

+ skl bed

' suppor

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

= Ge nesys Welcome, uttaras w Log out Help 0

e Feports L’\ Agents a‘ﬁ Contact Center Settings Ca”er ID: The save button iS
only enabled when a valid phone
number from a pre-configured
list is entered.

Contact Center

Settings
Mot Ready Ca”er |D Add Fﬂ
Select Phone Number
After Call Work
TO0396205594 (/]
Disposition
Caller IDy o

Case Data

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

Toast Data

Address Book



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.



S Genesys

thank you



Presenter
Presentation Notes
Thanks!!
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