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Unity Agent Media Streams 101 Quick Reference Guide

UNITY AGENT MEDIA STREAMS 101

Unity Agents assigned to media streams like Web Chat or SMS can perform tasks for conversations
happening in their queue(s) and manage some helpful Unity Agent client settings to manage what they view
when working in the application.

Joining or Leaving Queues

Agents join and leave Contact Center media stream queues exactly the same way they would with a Call
Center (call) Queue. Simply right-click on the Queue and select join or leave. If the icon next to the Queue is
green then they are joined to the Queue; if it is red then they are not joined to the Queue.

Unity
Name Total Calls Answered Calls
.W—— _ )
@ Nuts Sale . Call queue You are the only online agent for this contact center queue,
1 Are you sure you want to leave?
|@ Join queue |
—  Remove from personal wallboard
¢, Refresh statistics F%es 1| Mo

Conversations

When an Agent is joined to the Contact Center Queue and available [although we know that the Agent
may be available when the ACD state is unavailable, for example unavailable (Web Chat)] all
conversation alerts will be presented in the Activity List, as shown below.

Activity From To Dwration Status
Default
WebChat Jenna (Zendesk user) Kakapo Systems (Kakapo Systems) 00:05 Unreserved

The Activity column in the Activity Window informs the user what type of conversation it is and the From
column will populate with the customer’s name. The Duration shows the time since the conversation alert
was received, and the status will always be “Unreserved” at first.

Click the Duration heading in the Activity Window to sort the conversations by duration.

If purchased/implemented, Unity can also integrate with a CRM platform to show the contact details based
on the Email address or number if configured in Settings.

Transferring and Closing Conversations

Agents can transfer all conversations (except Web Chats) to any other Agent
regardless of their online status and the conversation will automatically be

reserved by the new Agent to begin working. | @ steveWardie
Click the Transfer icon within the conversion window to view the other Agent’s @ Jenson Frankiin
joined status, as shown here. B @ Amanda Dawson
[ Aliza Hassan
Please Note: Agents can still transfer Web Chats to other Agents, but they can [ Benedict Hutton
only transfer to an online and available Agent who will have to manually Sub €@ Dale Cassidy v

reserve (accept) the conversation before it is transferred.
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When a conversation has been transferred, the new recipient will
receive a toast notification detailing the conversation type, who it was
transferred from, which Queue it is from and the customer’s details.

Activity: Callback (Transfer from Steve Wardle)
To: Kakapo Live Streams
From: MNatalie Maines (Salesforce Lead)

1217
2020-09-22

A~ dib bz ) ENG

SMS Queue

SMS conversations are delivered to the Agent in the same way that Web Chats, Tweet, Emails and
Callbacks are.

Activity: SMS
To: Ross and Zara Fashion

From: MNatalie Maines (Salesforce Lead)

14

- ) ENG | B

2020-08-05 2

Activity From To Duration Status
. SMS Matalie Maines (Salesforce Lead) Ross and Zara Fashion 0002 Unreserved
Simply right-click to reserve the SMS conversation and then double-click to open the conversation window.

Activity From To

Natalie Maines — -
Reserve conversation

Reject conversation

Show CRM contact

Reserve

To reserve an SMS conversation is to answer it. As soon as an Agent reserves the SMS conversation then
the routing phases will stop, and the conversation will stay with that Agent. Any other Agents that have been
alerted will be told that the conversation was reserved, so it will be removed from their Activity Window.

The status of the conversation will change the “Reserved” and the duration will change to the time since the
conversation was reserved. Unity will also change the ACD state of the Agent if set in the Agent Availability
page in the portal.

Reject

Rejecting a conversation cancels the alert, so that the conversation is removed from your Activity List. The
Contact Center will act accordingly, by alerting another Agent if using circular of longest idle routing or
moving to the next phase. This will override the automatic bounce duration set in the routing phase, if the
conversation is not reserved or rejected within the time stated in the “automatic bounce duration” for the
routing phase, then the Unity client will automatically reject the conversation alert on behalf of the Agent.

If reserved, the SMS conversation will stay in the Activity List for the duration of the conversation. The
duration time in the brackets is the amount of time passed since the customer last sent a message which has
not yet been replied to. This is configured in Settings>Agent>Conversations.

The conversation window will show the message sent from the customer and the automatic reply sent from
the Contact Center which is set in the SMS Media Stream Profile page in the portal:

888.538.3960 | GoMomentum.com/support 2
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(@ Conversation: Ross and Zara Fashion - 35:06 - ] X

C0E00

Tinsfer  Glose in  AMCRM  Add
CRM  logentry attachment

Natalie Maines (Salesforce Lead) Hi R and Z Fashion, | need to return an item but | havent got the invoice slip. Can you send me one please?

07976493816 e

Thanks for texting Ross _Zara Fashion Online Sales, we will get back to you shortly
1n:16

History

D SMS (Closed)

Ross and Zara Fashion = Online Sales SMS

05 August 2020 11:12

On the left-hand side of the conversation window Unity will load the history of all conversations (of all types)
from that customer. Agents can read the full transcripts of previous conversations by double-clicking the
entries.

Unity will also perform a CRM lookup on the mobile/cell number allowing Agents to view the contact or lead
in the CRM platform and add a CRM log entry.

0 Conversation: Ross and Zara Fashion - 35:06

0600

Transfer Closs View in Add CRM Add
CRM log entry  attschment

Natalie Maines (Salesforce Lead)
07976493816

Delivered/Undelivered Receipts

When the system sends an outbound message, it provides a call-back URL to which all status updates (sent,
delivered, failed, etc.) should be sent, these status updates are then delivered in real-time to Unity clients
over the system’s IM&P backbone.

In this way Unity is able to display if an outbound SMS message was undelivered/failed, which would be
shown as below. The user can click on the error image to attempt to resend the message.

0 Hey Patrick it's Chris we're testing read receipts :)
12:50 PM

| Click here to try to resend |

As soon as a message is successfully delivered to the remote party mobile phone, Unity will be updated with
the delivery receipt.

© Hi Matalie, of course. Which item was it that you wanted to return?
1:16

Sending Attachments

Non-text media can be sent to customers as links, meaning that you can send images and PDFs within your
text-only bundle.

To attach a document or image just click the attach icon 0 and double-click on the file.
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Right-click the icon to access the recent attachments (the cache saves the file path, if the file has moved
folders, then the add recent attachment button will not work), as shown below.

(0]

A Unity Cennect API Overview.pdf
il TLS Compatibility Overview.pdf
| Extracting Logs in Unity Dashboard.pdf
BroadWorks Protocel Overview.pdf
Connectivity Protocol Overview.pdf
(Branded) Unity Application Suite - Latest Release Notes.pdf

Clear attachment cache

End an SMS Conversation

Unlike with a Web Chat, only Unity users can end an SMS conversation. Please note, the users’ profile
settings can be configured by the Service Provider or Admin so that if a reply is sent from the customer
within a set period of time, then the conversation is reopened.

Web Chat Queue

When the Agent first sees the new Web Chat conversation in their Activity List, they can either right-click to
reserve the chat or double-click it and then click Reserve, as shown below.

@ Conversation: Kakapo Systems > Website Chat (Sales) - 00:10 — a *

Q0o

Rect | Resene

Natalie Maines

natalie.maines@kakaposystems.com Natalie Maines
01202333665 S5
Sales
Google Chrome on Windows Website Chat
We're locking for an agent now, we won't be long
IP:91.151.11.98 @

hitps:/iwww kakaposystems.com/

The difference is that by double-clicking the conversation first, the user can see any chat messages that
have been entered by the visitor before reserving the conversation.

Reserve

To reserve a Web Chat conversation is to answer it. As soon as an Agent reserves the Web Chat then the
routing phases will stop, and the conversation will stay with that Agent. Any other Agents that have been
alerted will be told that the conversation was reserved, so it will be removed from their Activity Window. The
status of the conversation will change the “Reserved” and the duration will change to the time since the
conversation was reserved. Unity will also change the ACD state of the Agent if set in the Agent Availability
page in the portal.

Reject

Rejecting a conversation cancels the alert, so that the conversation is removed from your Activity List. The
Contact Center will act accordingly by alerting another Agent if using Circular or longest idle routing or
moving to the next call flow phase. This will override the automatic bounce duration set in the routing phase,

888.538.3960 | GoMomentum.com/support 4



Unity Agent Media Streams 101 Quick Reference Guide

if the conversation is not reserved or is rejected within the time defined for the “automatic bounce duration” of
the routing phase, then the Unity client will automatically reject the conversation alert on behalf of the Agent.

If reserved, the Web Chat will stay in the Activity List for the duration of the conversation. The duration time
in the brackets is the amount of time passed since the customer last sent a message which has not yet been
replied to. This is configured in Settings>Agent>Conversations.

When a new message is received the “1 new message” alert will appear in the Status field, as shown below.

Activity From To Dwration Status
B WebChat Matalie Maines Kakapo Systems = Website Chat (Sales) 10:47 (00:36) Reserved (1 new message) I

At any time, the Unity user can double-click the conversation from the Activity List to see the Web Chat
window.

On the left of the Web Chat box is the customer’s name, and telephone number [if entered], along with the
department chosen by the customer, the intemet browser, their IP address, and the website address that the
Web Chat was started on.

(@ Conversation: Kakapo Systems = Website Chat (Sales) - 00:10

©0

Rejct  Resens

Natalie Maines
natalie.maines@kak yst COm Natalie Maines

01202333665 ey

Sales
Google Chrome on Windows
IP: 91.151.11.98
https:iwww.kakaposystems.com/

Simply click on the Email address to send an Email to the customer using the default Email program or click
on the number to immediately dial through Unity.

Conversation Tab

This is where the user enters text to send to the customer. Simply type the message in the box and press
Enter to send.

Emojis can also be added to a message by clicking the relevant image. Or right-click on an emoji to send it
immediately.

Conversation |Canned Replies Resources

Mo problem at all Mary, let me just check your reference number

25 ==

XXX X N NN NN N

Canned Replies Tab

This is where all canned replies entered at various levels in the admin portal are stored, the user simply
double-clicks on a reply listed in this tab to send it. The user can also use the search box to search for
specific replies, based on the name or text entered in the portal.

888.538.3960 | GoMomentum.com/support )
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Conversation f Canned Replies | Resources
Search |
For data protection purposes, could you please confirm your name, date of birt... Data Protection -
Ifthere’s anything else | can help you with, just let me know. Have a good day! Goodbye
Hithere, thanks for getting in touch. How can | help you? Greeting
Hi how can | help? Hello
Hithere! How can we help today? Hi there! How can we help today?
I'm alad that's resolved. thanks for contactina us and have a areat dav ) I'm alad that's resolved. thanks ... s

Add Reply to Cache

If a user is frequently typing the same message, they can add it to their reply cache which is stored locally on
their machine. Simply type the message, highlight it, right-click, and select Add reply to cache.

Conversation Canned Replies Resources

|s there anything e

2
Add attachment

| | Add reply to cache

Paste
Paste from Word

Resources Tab

All URLs and uploaded resources created in the portal are available in this tab, the user simply double-clicks
on a resource to send it. The user can also use the search box to search for specific resources, based on the
filename/URL or description.

Conversation Canned Replies | Resources

Search

ha]

A

hitp:tiwww kakaposystems.comires... Kakaporesources
http:itwww.kakaposystems.comiwp-... Contact center datasheet
Unity-Brows e-to-URL-Guide.pdf Browse to URL guide

Attachments

Right-click to access the recent attachments (the cache
saves the file path, if the file has moved folders, then the

0 Conversation: Kakapo Systems > Website Chat (Sales) - 04:43

add recent attachment button will not work) Q G @
Transfer Close 23] Unity Connect AP| Overview.pdf
e TLS Compatibility Overview.pdf

Extracting Logs in Unity Dashboard.pdf
BroadWorks Protocol Overview. pdf

Connectivity Protocol Overview.pdf
(Branded) Unity Application Suite - Latest Release Notes.pdf

Clear attachment cache

End Web Chat
To end a Web Chat click the Close button on the top of the conversation box, as shown below.

Important note: Clicking the X will only close the Web Chat box; it will not end the Web Chat conversation.

888.538.3960 | GoMomentum.com/support 6
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0 Conversation: Kakapo Systems > Website Chat (Sales) - 35:41

Q0

Transfer Close Add

Unity will not allow an Agent to close Unity while there are one or more reserved and open Contact Center
conversations in place, all conversations must be transferred or closed before closing Unity.

Unity *

closed. Anyreserved conversations must be closed or

o There are reserved contact center conversations that are not
escalated to another agent before Unity can be closed

Callback Queue

Similar to a Web Chat conversation, when a new Callback request comes into the Queue it will appear in the

Activity List.
Activity From To Duration Status
. Callback Matalie Maines Kakapo Systems = Website Callback 00:31 Unreserved

The Callback request will stay in the Activity List of all users in the routing phase until the Callback has been
reserved. If the Agent leaves the Queue, then any unreserved Callbacks for Media Streams within that
Queue will be removed and will be refreshed/displayed when the Agent next joins the Queue.

Once an Agent has reserved the Callback it will disappear for all other Agents and will remain in the reserved
Agent’s Activity list, even in between Unity sessions in case the remote party needs to be called multiple

times.
Activity Duration
(¥ | callback Natalie Main e
Call number
Copy number

¥ Close callback

Show CRM contact

Please note the Callback will remain in the Activity List even if the Callback has been performed. The user
needs to manually close the Callback for it to disappear. If the number provided is missing the area code, the
Agent can select “copy number,” paste it into the dial pad and add the area code manually. Unity will not
allow a user to initiate a Callback when then are already on a call. If they try to initiate a Callback, they will
receive an error message.

Agents can either right-click and reserve it, or they can double-click the request to open the callback window
to view more information and reserve the callback using the icons at the top.

(@ Callback: Kakapo Live Streams > CallBack - 00:05 Unity *
=G
Reiect | Resewe | Viewin o A callback cannot be performed as you are already on a call
CRM
Natalie Maines (Salesforce Lead) @ Callback requested by Natalie Maines
U7/ GIB3E 16 | haven't received my refund yet

888.538.3960 | GoMomentum.com/support 7
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Reason for Callback
Any information given by the customer in the “reason for request” box will appear at the top of the callback
window, as shown below.

B calback requested by Natalie Maines 13 August 2020 16:16

| haven't received my refund yet

Agent Callback Notes

Once reserved, the Agent can make additional notes to the callback request by typing in the text box and
then clicking the plus icon to add it.

Add Note @ @

Spoke to the customer but she was too busy, will schedule a callback for tomorrow

Schedule Callback
To schedule a callback click the clock icon and fill out the desired time. ° o

The callback request will then be shown with the scheduled time slotin T = ‘Gt oo

the active call window and will notify the Agent by tuming red when it's ; =1
time to perform the callback. [ Fri_ 144ug [0 |

|X Cancel|| v OK |

Activity From To Duration Status
. Callback Matalie Maines (Salesforce Lead) Kakapo Live Streams = CallBack 18:32.00 | Scheduled for today 11:30 |
Status

Scheduled for today 11:30

Close Callback

When the user has finished dealing with the Callback, simply right-click it and select “Close Callback” and it
will disappear from the Activity List.

Activity From To Duration Status

(¥ | caiback Matalie Maines
Call number

2 Close callback

Email Queue

When an Email comes into the Queue it will appear in the Activity List.

Activity From To Duration Status
|vx Email Jenna Wimshurst (Salesforce Contact) Kakapo Live Streams 00:04 Unreserved |

Please note: Email address starting with

e noreply@

888.538.3960 | GoMomentum.com/support 8
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e no-reply@

e no_reply@

e donotreply@

e do-not-reply@
e do_not_reply@

Emails will not be routed to Agents and are not stored in Database.

Agents can reserve the conversation, reject the conversation, or show the CRM contact in the integrated
CRM platform (if integrated/applicable).

Activity From To Duration Status
-I 00:55 Unresernved
Reserve conversation

Reject conversation

Show CRM contact

Once the Email conversation is reserved, the Agent opens the Email by double-clicking on it within the
Activity List. The conversation window will then appear with the original Email from the customer at the
bottom on the window, simply click at the top to start typing.

Any attachments sent from the customer will appear below the subject line. Please note that there is a
blacklist for Email attachments, the list from the 3"-party vendor can be found here.

sation: Kakapo Live Streams - 00:24 - ] X

008..@ ©eo

Tanster  Cbse  Sendemal  Viewin  AddGRM Conversation  Rephes  Resouross
CRM  legentry ament

B/UTXO0BE=Z=ZAZLZEEHDOCAA

. Gawinvoicepdi
B3 33Kp

HiJenna,

No problem. Please find your updated invoice attached.

Using the icons at the top of the Email window, Agents can transfer conversations, add attachments, add
CRM log entries, and access the reply and resource repositories.

Once the Agent has finished replying simply click the Send Email icon.

©C00BO0 2600

Transfar lese  Send emsil  Viewin Add CRM Conversstion  Replies Resources
CRM log entry aﬂ.achmem

Twitter Queue

Twitter conversations are loaded within 3 minutes of the tweet being sent from the customer, so the longest
duration a tweet can take to come into Unity is 3 minutes and the quickest is 1 second, depending on where

the 3-minute cycle is when the tweet is sent.

Please note that tweets/replies sent from Unity are delivered immediately to the customer.

Activity From To Duration Status
'I Tweet Matalie Maines Lakap ems = Twitter Demo Account === = ——
R{serue conversation

888.538.3960 | GoMomentum.com/support 9
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Reserve

To reserve a Twitter conversation right-click it and select Reserve.

wersstion: Kokspe Syterns » Toittr Dem Account - 0235 - o x

ccco

e
[ty

: Natalie Maines w
@MainesNiatabe
@ContactUnity Hello!

1940 - 18 March 2018

§ e Maines v
@ContactUnity | need help please!

1149 19 March 2019

v

Hello, thanks for contacting us. How can we v
help?

P
reece0a® ®
231 characters remaning Gsecevsooeee

Transfer

Click to transfer to a colleague, only those who are joined to the same Media Stream will be shown.
Only the Agents that are online and joined to the Queue will be available to transfer to.

This transferred conversation will also need to be manually reserved by the new @ Conversation: Kakapo Live 5t
recipient.
: Q Steve Wardle
Trrans rer T
CRM k
Attachments

Right-click to access the recent attachments (the cache saves the file path, if the file has moved folders, then
the add recent attachment button will not work)

@ Conversation: Kakapo Systems > Twitter Demo Account - 13:49

© 00

Transfer Close

attach Unity Connect APl Overview.pdf
| Unity and UC Integration.pdf

Connectivity Protocol Overview.pdf -
BroadWorks Protocel Overview.pdf

Clear attachment cache

Unity will show 20 cached replies and attachments in Contact Center, plus more when Unity is running, but
when it’s closing down only the latest 20 will be saved.

Direct Message Request

Click the Direct Message icon to send a direct message request to the customer. This will then send the
customer a link, which when clicked, will open up a Direct Message conversation.

Please note that the Media Stream Twitter settings must be pre-configured by the service provider or Admin
to allow anyone to send Direct Messages.

Once a Direct Message request has been sentto a
customer the icon will disappear from the Twitter
conversation window as the user cannot send the request
twice. The DM/Private Message invitation will be displayed
to the customer, as shown below.

UnityContactCenter @ContactUnity - 115 v
Replying to @ContactUnity @MainesNatalie

(4 Send a private message

(@] et L7 (i)

888.538.3960 | GoMomentum.com/support
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View Historical Conversations

To drill-in to historical Web Chats, Twitter and Email conversations simply click on the Activity Log and then
click Conversations.

Contacts | Activity Lags § Voicemail

O Missed calls () Received calls () Dialled calls
Assigned Date Type Queue Duration Remote Party
04/07/2019 15:32:38 Email Kakapo Live Streams 00:2517 Jenna Wimshurst
08/07/2019 08:24:59 WebChat Kakapo Live Streams 00:24:14 Mickel jack

Double-click the chosen conversation to show the entire conversation and any relevant rating, as shown

below.
@ Unity Partner Portal X  + - = &3
« > C & https://| unityclient.com/C. ionDetail @ % H

Performance Metrics

First Assigned

08/07/2019 11:08:41
Time
First Reply Time | 08/07/2019 10:08:46

Closed Time 08/07/2019 11:14:15

Rating A} -.‘; ,—( .’ij fr

The member of staff, Jenna was exceedingly helpful and truly exceeded my
expectations

Comment

History

@ Conversation: Kakapo Systems > Website Chat (Sales) - 0105, - Do x
Users can view the last ten (10) conversations that has ce ?ﬁ
taken place with the customer, e.g. Web Chat, Twitter and ot e . A
Callback conversations. = "

e T

Waira looking for an agent now,

IP- 81151198 we wonit be long &

hitps i kakaposys1ems comisvents!

Hi and thanks for contacting us

History
D wenchat (Closea) T T—
Kakapo Systems » Websits Chat
40 March 2019 1248
Natalie Maines
> WobChat (Closad) 1 need fo add web chat to my
Kakapo Systems - Website Cnat companys website, can you help N
me with this?
18 March 2018 1207
Comversalion  CanneaReplies Resources
D WebChat (Closed)
Kakapo Syslems > Websile Chal
10 Maren 2019 11.49
', Camack (Closeq)
Kakapo Systems » Websits Callback
4 March 2018 4124 I I rrrExrl.)

CRM Contacts & Leads

If the system has an integrated CRM platform (add-on$), then the
Web Chat window can display two additional options at the top:

B €&
View contact in CRM and Add CRM call log entry. Unity can be 0 o . . @

0 Conversation: Kakapo Systems » Website Chat (Sales) - 00:07

Transfer Closs View in Add CRM Add
set up to automatically log a Web Chat entry against the contact ST ooy Jevechmen
or lead in the CRM platform. Click “Add CRM log entry” to L ;
natalie.maines@kakaposystems.com Natalie Maines
manually add a custom entry. 976493815 Hello
Users can also right-click the conversation in the Activity List to —
access the same options. Google Chrome on Windows

IP: 91.151.11.98
hitps:iwww.kakaposystems.com/events/

Show CRM contact

F. Add CRM chat log entry

888.538.3960 | GoMomentum.com/support
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HELPFUL RELATED SETTINGS FOR AGENTS

The following sections offer helpful information about a few useful media stream-related settings.

New Conversation Alert

When a new conversation is received, Unity Agent can be configured to show a toast notification and or play
an audio alert, as shown below.

-
() Services & Settings

J— — . v, =N
Services | Settings

- Appearance » |[Specify how to be notified of incoming contact center conversations. When browsing to 3
- skin URL, use the [Number], [Email], and [LoginID] placeholders which Unity wil then replace with
Contact Search [ [the conversation details.
Contact Display
Current Calls
- Computer/Phone Integration On a new contact center conversation
- Clipboard Integration =
Dialing Rule L3yl
Custom Directory Integration [¥] continue playing audio for conversation alert duration
L.. Configuration
- Outiook Integration pop Unity
*Browser Integration [[] auto-hide Unity when conversation alert ends
iCRM
L. Click To Dial pop summary notification
Desictop Integration display notification for conversation alert duration
- Call Notffication
| s for [10 - seconds
Quick Keys When conversation notification clicked
i Key Combinations semliTE
*-Commands
Startup pop Outlook (if applicable}
Update
I CRM (if applicable;
Instant Messaaina & Presence 2I (f 2ppl )

At present the alert is just the IM audio alert played in a loop if playing for the alert duration, the ability to
change the audio file shortly.

If it's not configured to continue playing then it will just be played once, -
the same as when you receive an IM. Activity: WebChat

To: Bolts Sales (Sales Chat)
Example Summary Notification pop:

From: Chris

When Showing Unreserved Conversations

Users can show specific queued conversations according to preference.
This is configured in Agent>services>Agent>Conversations, as shown below.

(D Services & Settings

| Services | Settings

Incoming Calls

- Anonymous Call Rejection
- Call Forward Always

- Call Forward Busy

- Cal Forward No Answer

*

>

Configure contact center agent settings such as ACD state

g ”ty cals | Conversations |
\g
= ACD State
- Supervisor [ Show Media Stream name in the activity list
) Statistics [ prompt me to confirm before leaving a queue if 1 am the kst joined agent
iﬁ'ﬂ:ﬁm et [ Always show reserved conversations in the activity list
~ Reporting [ Prompt me to confirm before closing a conversation
- Comm Pilot Express
- avalable: In OFfce [ Not#y me when the remate party s unavaiable or the conversation is dosed
. ;\mllab\e: Out Of Office [ Show the duration since the last message was received
- Busy
~ Unavaiiable [ Indicate when a received message has been unanswered
~ Do Not Disturb
for
External Caling Line ID Delvery seconds or more
Internal Caling Line ID Delvery
Simuftaneous Ring When showing unreserved conversations
- Outgoing Calls
Caling Line ID Delivery Blacking Show oldest conversation per media stream v
& Call Control Show oldest conversation for all queues and medi streams
Broadworks Anywhere Show oldest conversation per queue
call Transfer Show oldest: conversation per queue and conversation type
Call Park Retrieve 2 e
call Recording S| er media stream
Call Watting
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Show oldest conversation for all queues and media streams

This will show the oldest unreserved conversation within all Queues and regardless of the Media Stream
type.

Show oldest conversation per queue

This will only show the oldest conversation for each Queue. E.g. If the Agent is a member of 3 Queues and
there are 4 unreserved conversations in each Queue, the Agent will only see the oldest for each Queue so
will have a total of 3 unreserved conversations in the Activity Window.

If there are multiple Media Streams under the same Queue and there are unreserved conversations for each
Queue, then only the oldest conversation will display - even if one stream is an email stream and the other is
a Web Chat stream.

Show oldest conversation per queue and conversation type

This will show the oldest conversation for each Media Stream in each Queue. E.g. If the Agent is a member
of 2 Queues which have multiple unreserved Emails, Web Chats and SMS conversations then the Agent will
see 6 unreserved conversations in total, 3 for each Queue displaying the oldest Email, Web Chat and SMS
conversation.

Show oldest conversation per conversation type

This will show the oldest unreserved conversation for each Media Stream type regardless of which Queue it
came from.

Show oldest conversation per media stream (default)

This will show unreserved conversations by Media Stream E.g. If there are two Web Chats Streams in the
same Queue, then both will be displayed.

CRM Automatic Contact Pop

Where integrated, Unity can now be R T ~y -~ =)
configured to automatically pop a CRM [Services] sewngs |
COI’]taCt (aSSumlng a match WaS made On = Appearance - Conﬁg\gi_umty to seamlessly integrate with a CRM platform for contact search and CLI
-Skin presentation.
H Contact Search M
the integrated CRM platform) when an Contact Diply
-Current Calls Autormatic Contact P
Agent reserves a Contact Center 1l 1 & camputeriphone mtegration Configuraton) Asterratic Contact Po
. Clipboard Integration
conversation. bolng e Everysime Lansuvar an nbound cl
[=I- Custom Directory Integration that is through a contact center
Dutﬁ;}??:tt;?almn that is not through a contact center
& gratlon Everytime I make an outbound call
fck To Dial that is through a contact center
D. E;‘s:t?’ﬁgtt_:imtm that is not through a contact center
Calls
~ Conversations = Everytime I reserve a webchat conversation
I Qu-itl;\gycsnnnect Everytime 1 reserve a calback request
Key Combinations Everytime I reserve an email conversation
-G d
Smrt?‘:man i Everytime I reserve a tweet
Update Everytima I reserve a Facebook post
= Instant Messaging & Presence
Logging

If Unity has performed a contact pop from a CRM platform, then the

notification will be displayed with the relevant information, as shown Activity: WebChat
here: To: Bolts Sales (Sales Chat)

From: Lizzy Barnes (Salesforce Contact)
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Join / Leave Queue

Quick Reference Guide

Unity can be configured to automatically join all Contact Center Queues on start-up, as shown below.

(D) Services & Settings

Services I;ettings

X

=+ Incoming Calls

- Anonymous Call Rejection
- Call Forward Always

Call Forward Busy
.12 g 2
= Agen

| l-ACD State
[z Statistics

i Colurmns
i~ Reporting

i~ Abandoned Calls
= Comm Pilot Express

o Mvaiiable: In Office

i~ Available: Out Of Office
- Busy

Configure automatic contact center login/logout. Only contact centers that allow agent loginflogout will be
above.

configured. Configuring contact centers when the desktop is locked or unlocked is only available on Windows XP or

Join all my contact centers:

] when Unity is starting

[] when the computer is unlocked
Leave all my contact centers:

] when Unity is closing

] when the computer is locked

Unity can be configured to prompt the user that they are the last joined Agent when they attempt to leave a
Queue, as shown below.

0 Services & Settings

| Services |Settings

=~ Incoming Calls

- Anonymous Call Rejection
- Call Forward Always

- Call Forward Busy

- Call Forward No Answer

; Colurns
#~Reporting

- Abandoned Calls

=I- Comm Pilot Express

i~ Available: In Office

+ Awailable: Out Of Office
i Busy

Lo linmaibhla

~ || Configure contact center agent settings such as ACD state

[ Automatically answer contact center calls when I'm available
[ Include contact center calls in my call logs

-] Display queued contact center calls in the list

[~ Show Media Stream name in the activity list

[ Prompt when Iam the fast joined agent

‘When listing supervisors

@) Include all supervisors in the contact center

Add/Remove Contact Center Statistics

To add Media Stream statistics to the Agent and Contact Center columns in the Personal Wallboard, go to
settings>services>columns and then add the available Contact Center stats using the green Add icon at the

bottom right.

| © Services & Settings
Senices |sattngs

- Incoming Cals
Anorymous Call Rejecton
Call Forward Abvays
Call Forward Busy
Call Forweard No Answar
Contact Canter
=-Agent

ACD State

Tt

E-5

Re
Abandoned Cals

& Comm Pilot Express
Avaiable: In Office
Mvaiable: Qut Of Dffice
Busy
Unavalable

« || Specify which columns should be displayed in the Board, Threshold vakies can ako be set for many

Agent Colimns  Contact Center Colurmns.
Total Caks
Answered Calls
Total Tak Tme
Missed Caks
Average Tak Time
Emais Answered

To remove Media Stream statistics from view, simply click on the desired statistic and click the red minus
icon at the bottom. You can reorder the statistics by selecting the statistic and using the arrows to move it up

and down the column.
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UNITY SUPERVISOR MEDIA STREAMS 101

Unity Supervisors can be set up to perform the same actions as Agents if they monitor or are are part of
a queue - and can also be set up to review more detailed agent and queue information, monitor activity,
and manage Agents and queues assigned to them in the Unity Supervisor views. Please review the Unity
Agent Media Streams 101 sections above for more information about how Agents work with these queues
in Unity.

Transferring & Closing Conversations

Supervisors can transfer and close media stream conversations by right-clicking them and selecting the
relevant right-click menu option.

Activity To Duration Status

-I Email izzy Bames (Salesforce Contact) Production Streams = Unity Connect Email e = hric Tuit
= Email Lizzy Barnes (Salesforce Contact) Production Streams = Unity Connect Email T G Steve Wardle
. Callback Lizzy Bamnes (Salesforce Contact) Production Streams > Callback (Sales) % Close conversation Amanda Dawson
. Callback Natalie Maines (Salesforce Lead) Kakapo Live Streams = CallBack rved
. . Show CRM contact
i, Callback hatalie Maines (Salesforce Lead) Kakapo Live Streams = CallBack wed

Web Chats cannot be transferred or closed by the Supervisor because it's a live “real time” conversation.

Agents and Supervisors can transfer all conversations (except Web Chats) to any other Agent regardless of
their online status and the conversation will automatically be reserved by the new Agent.

Click the transfer icon within the conversion window to view the other Agents’ joined status, as shown below.

W Y=

L SteveWardle
. Jenson Franklin

Trang

©. Amanda Dawson
B [ Aliza Hassan
|3 Benedict Hutton |
) Dale Cassidy

Sub)|

¥

Please note: Agents can still transfer Web Chats to other Agents, but they can only transfer to an online
available Agent who will have to manually reserve the conversation before it is transferred.

When a conversation has been transferred the new recipient will receive a toast notification detailing the
conversation type, who it was transferred from, which Queue it is from and the customer’s details:

Activity: Callback (Transfer from Steve Wardle)
To: Kakapo Live Streams

From: MWatalie Maines (Salesforce Lead)

it 1217
A @i Ym = o)) ENG Sena [

Silent Monitoring Conversations

Supervisors with this feature enabled can Silent Monitor all conversations by simply double-clicking on the
reserved conversation in the Activity Window.

Activity From To Dwration Status
B WebChat Matalie Maines (Salesforce Lead) Kakapo Live Streams (Sales) 01:03 Reserved by Steve Wardle

The Supervisor will be able to view the entire conversation.
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(D Conversation: Kakapo Live Streams (Sales) - 00:56 — [} X

View in
CRM

Natalie Maines (Salesforce Lead)

Jjennawimshurst@gmail.com Natalie Maines
07976493816 Hello
Sales

Google Chrome on Windows Kakapo Systems Web Chat
IP: 79.66.153.166 We're looking for an agent now, please
hold on &
Steve Wardle
History Hi, how can | help you

-~ Natalie Maines
I need to return an item and need a
return slip please

B WebChat (Closed)
Kakapo Live Streams = Kakapo Systems Web

411 September 2020 14:15

For Callback conversations Supervisors will be able to see the time that a Callback has been scheduled for
and any notes added to the Callback.

Status
Reserved by Steve Wardle (Scheduled for today at 15:30)

(@ Callback: Production Streams (Sales) - 02:36 - a X

- X-X

Transfer  Chose View in
CRM

Natalie Maines (Salesforce Lead) D callback requested by Natalie Maines Today 14:58
07976493816

jennawimshurst@gmail.com

Ticket Number: 452221557

I need help returning an item

Sales
Goagle Chrame on Windaws (¥) Callback reserved by Steve Wardle Today 14:58
IP: 79 66.153 166

hitps:/iportal.unityclient. com/QueueMediaStrea .
T (<) Ccallplaced by Steve Wardle Today 14:58
History @© canvack by Jenna stfor 21 2020 15:30 Today 14:58
E Note added by Steve Wardle Today 14:59

ED WebChat {Closed) ~ The customer was busy so | have scheduled another callback in 30 mins

Kakapo Live Streams = Kakapo Systems

Agent Activity Tab

If a single Queue is both a Call and Contact Center Queue, then you can click on the Queue in the Activity
Tab and change both the Join and Leave state and the ACD Status of all Agents within that Queue.

Name |Kakapo Support v| @® Queues o
Name Status
oIS o Co
© | A PEIE‘ Leave Queue
& Chris Ty SR
€ Jenson Sign In
@ LugyDi Available
. steve WT Unavailable V][] comfort Bresk
Wrap-Up In a Meeting
Sign-Out Lunch
1, Call extension Taking Call Back
e Teking Emails
D Instant message
Taking Tweets
Reset column widths Taking Web Chat
Show gridlines Training
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However, if the Queue is only a Contact Center Queue, then the Supervisor will only be able to change the
Agent’s Join and Leave State.

Contacts  Activity Logs  Voicemail Agent Activity

MName | Kakapo Live Streams w |

Name Status

ol
@ Chris Tutt
@ JennaWimsh @) Leavequeue
0 JensonFrankll ¢ Call extension
©  Steve Tutt

), Steve Wardle

£ Instant message

View Agent Type

The Agent type column shows the type of Agent the Agent is within the Queue. E.g. Omni means they are
only an Agent for Contact Center conversations, Voice means they are only an Agent for VolIP calls and Both
means the Agent can take all conversation types from the Queue.

Contacts Activity Logs  Voicemail AgentActivity

Queue |KakapoLiveS‘trea.ms V| ® Queues
Name Agent Type

& Amanda Dawson omni

& Chris Tutt omni

2 Jenna Wimshurst omni

& Jenson Franklin omni

& Steve Tutt omni

&, Steve Wardle omni
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Quick Reference Guide

HELPFUL SETTINGS FOR SUPERVISORS

The following sections offer helpful information about a few useful media stream-related settings within the
Unity Supervisor application.

New Conversation Alert

When a new conversation is received, Unity Agent can be configured to show a toast notification and or play
an audio alert, as shown below.

-
R — — . Sweemeey, =N
Services | Settings
[=l- Appearance + |[Spedify how to be notified of incoming contact center conversations. When browsing to a
- Skin URL, use the [Number], [Emal], and [LoginID] placeholders which Unity wil then replace with
- Cantact Search || the ‘conversation detas.

Contact Display

Current Calls
Computer/Phone Integration On a new contact center conversation

Clipboard Integration =

Dialing Rule &y EDE s

- Custom Directory Integration continue playing audio for conversation alert duration
= Configuration

Outlook Integration pop Unity
Browser Integration

[] auto-hide Unity when conversation alert ends

L CRM
.- Click To Dial pop summary notification
~Desktop Integration display notification for conversation alert duration
- Cal Notification
! s for [10 ~| seconds
Quick Keys When conversation notification clicked
i+ Key Combinations pop Unity
- Commands
-Startup pop Outlook (if applicable)
-Updare ) pop CRM (if applicable
Instant Messaaina & Presence pop CRM (i applicable)

At present the alert is just the IM audio alert played in a loop if playing for the alert duration, the ability to
change the audio file shortly.

If it's not configured to continue playing then it will just be »
. Activity: WebChat
played once, the same as when you receive an IM.

To: Bolts Sales (Sales Chat)
Example Summary Notification pop:

From: Chris

When Showing Unreserved Conversations

Users can show specific queued conversations according to preference. This is configured in
Agent>services> Agent>Conversations, as shown below.

@ Services & Settings x

| Services | Settings

Incoming Calls

- Anonymous Call Rejection
- Call Forward Always

- Call Forward Busy

- Call Forward No Answer

ntar Ccalls | Conversations |
= it

>

Configure contact center agent settings such as ACD state

*~ACD State

Supervisor
- Statistics
- Columns
+- Threshold Alerts
Reporting
Comm Pilot Express
Available: In Office
Available: Out Of Office
Busy
Unavaiable
Do Not Disturb
External Caling Line ID Delivery
Internal Caling Line ID Delvery
Simuftaneous Ring
Outgoing Calls
Calling Line ID Delivery Blocking
Call Control
Broadwaorks Anywhere
Call Transfer
Call Park Retrieve
Call Recording
Call Waiting

[ Show Media Stream name in the activity list

[ Prompt me to confirm before leaving a queue if 1 am the kst joined agent
[J Always show reserved conversations in the activity list

[J Prompt me to confirm before closing 2 conversation

[ Notify me when the remote party is unavaiable or the conversation is closed
[ show the duration since the fast message was received

[J Indicate when 3 received message has been unanswered

for [10 seconds or more

When showing unreserved conversations

Show oldest conversation per media stream

Show oldest conversation for all queues and mediz streams
Show oldest conversation per queue
Show oldest conversation per queue and conversation type
Show oldest conversation per conversation type

est conversation per media stream
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Show oldest conversation for all queues and media streams

This will show the oldest unreserved conversation within all Queues and regardless of the Media Stream
type.

Show oldest conversation per queue

This will only show the oldest conversation for each Queue. E.g. If the Agent is a member of 3 Queues and
there are 4 unreserved conversations in each Queue, the Agent will only see the oldest for each Queue so
will have a total of 3 unreserved conversations in the Activity Window.

If there are multiple Media Streams under the same Queue and there are unreserved conversations for each
Queue, then only the oldest conversation will display - even if one stream is an email stream and the other is
a Web Chat stream.

Show oldest conversation per queue and conversation type

This will show the oldest conversation for each Media Stream in each Queue. E.g. If the Agent is a member
of 2 Queues which have multiple unreserved Emails, Web Chats and SMS conversations then the Agent will
see 6 unreserved conversations in total, 3 for each Queue displaying the oldest Email, Web Chat and SMS
conversation.

Show oldest conversation per conversation type
This will show the oldest unreserved conversation for each Media Stream type regardless of which Queue it
came from.

Show oldest conversation per media stream (defaulf)

This will show unreserved conversations by Media Stream E.g. If there are two Web Chats Streams in the
same Queue, then both will be displayed.

CRM Automatic Contact Pop

Where integrated (Add-On$), Unity can be configured to automatically pop a CRM contact (assuming a
match was made on the integrated CRM platform) when an Agent or Supervisor/Agent reserves a Contact
Center conversation, as shown below.

() Services & Settings g
| Senvices| Settings ‘
£l Appearance » || Configure Unity to seamlessly integrate with a CRM platform for contact search and CLI
Skin presentation.
- Contact Search M
- Contact Display
- Current Calls Configuration | Automatic Contact Pop

- Computer/Phone Integration
i~ Clipboard Integration

i~ Dialing Rule

[=I- Custom Directory Integration that is through a contact center
¢ - Configuration

- Outlook Integration
E| pwsa=EEparation

Everytime I answer an inbound call

that is not through a contact center

Everytime I make an outhound call

Dial that is through a contact center
i~ Desktop Integration
[=I- Call Notification
[

*- Conversations
= Unity Connect
- Quick Keys

that is not through a contact center

Everytime 1 reserve a webchat conversation

Everytime 1 reserve a calback request

Key Combinations Everytime 1 reserve an email conversation
- Commands .

. Startup Everytime I reserve a tweet

- Update Everytime I reserve a Facebook post

(- Instant Messaging & Presence
.~ Logging
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If Unity has performed a contact pop from a CRM platform, then the natification will be displayed with the
relevant information, as shown below.

Activity: WebChat
To: Bolts Sales (Sales Chat)
From: Lizzy Barnes (Salesforce Contact)

Join / Leave Queue

Unity can be configured to automatically join all Contact Center Queues on start-up, as shown below.

(@ Services & Settings X
Services kettings
- Incoming Calls ~ || Configure automatic contact center login/logout. Only contact centers that allow agent login/logout wil be
- Anonymous Call Rejection configured. Configuring contact centers when the desktop is locked or unlocked is only available on Windows XP or
- Call Forward Always above.
-- Call Forward Busy
Call Foreard Mo Answer
Tgen Join all my contact centers:
A State [ when Unity is starting
[ Statistics
i Lo Columns [] when the computer is unlocked
i Reporting e ] tact centers:
“- Abandoned Calls myuun .mn s
- Comm Pilot Express 7] when Unity is closing
i Awailable: In Office -
: when the computer is locked
- Avallable: Out Of Office M A5
i Busy

Unity can be configured to prompt the user that they are the last joined Agent when they attempt to leave a
Queue, as shown below.

() Services & Settings x

| Services | Settings

= Incoming Calls A || Configure contact center agent settings such as ACD state
Anonymous Call Rejection

- Call Forward Abways

- Call Forward Busy

- Call Forward No Answer

- Coniad

[] Automatically answer contact center calls when I'm available
[] Include contact center calls in my call logs

i Columns [] Display queued contact center calls in the list
Reporting

.. Abandoned Calls [] Show Media Stream name in the activity list
- Comm Pilot Express [ Prompt when Iam the last joined agent
i+ Avaiiable: In Office
Available: Out Of Office When listing supervisors

i Busy

L linmaikhla

®) Include all supervisors in the contact center

Adding/Removing Contact Center Statistics

To add Media Stream statistics to the Agent and Contact Center columns in the Personal Wallboard, go to
settings>services>columns and then add the available Contact Center stats using the green Add icon at the
bottom right.
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) Services & Settings x
Senices |Sattings
- Incoming Cals ~ || Specify which columns should be displayed in the personal walboard. Threshold vakies can ako be set for many
|- Anonymous Cal Rejection colimns
Call Forward Abwvays
Call Forward Busy
Call Forward No Answer
& Contact Center Agent Columns  Contact Center Colimns
- Agent Total Calie
ACD State
=N Web Chats Answerad
Answered Cals
Re Total Tak Time
Abandoned Cals Missed Cals
E- Comm Piot Express Average Tak Tme
Ayvalabla: In Office Emais Ancwared
;:’::bh‘. Out Of Office Web Chats Recened
Unavalable

To remove Media Stream statistics simply click on the desired statistic and click the red minus icon at the

bottom. You can reorder the statistics by selecting the statistic and using the arrows to move it up and down
the column.

Show Queued / Reserved Conversations (Supervisor)

Supervisors can view all queued and reserved conversations for all Queues by selecting the relevant boxes
in Settings>Services>Supervisor>Conversations, as shown below.

(@ Services & Settings X
| Services |Settings
=k Incoming Calls ~ || Configure contact center supervisor settings. Individual alerts can also be set when overall
- Anonymous Call Rejection queue thresholds are reached. The Client Call Control service must be assigned to the
. Call Forward Always contact center in order to show gueued calls.
- Call Forward Busy
- Call Forward Mo Answer
- C:ontzct Center General Calls Conversationsé
Dafste ] Show queued conversations in the activity list
b
Catistics [] Show reserved conversations in the activity list
i Columns
Activity From To Duration Status
= Email Lizzy Barnes (Salesforce Contact) Production Streams = Unity Connect Email 13:58 Reserved by Chris Tutt
= Email Lizzy Barnes (Salesforce Contact) Production Streams = Unity Connect Email 09:49 Reserved by Amanda Dawson
Callback MNatalie Maines (Salesforce Lead) Kakapo Live Streams = CallBack 09:14 Queued at position 2

The Total Queued Conversations statistic available in the Contact Center Columns is a key statistic that
shows all conversations queued for all Contact Center Queues.

il

Total
Conversations
Clueued

50
B
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Add Agent Type Column (Supervisor)

To add the Agent Type column to the Agent Activity Tab Go to Settings>Services>Columns>Agent Activity
and select it using the green add icon.

@ Services & Settings

|Ser\rice5 |Setti|"|gg

= Incorming Calls ~ || Specify which columns should be displayed in the personal walboard. Threshold values can
- Anonymous Call Rejection also be set for many colurnns
- Call Forward Always
Cal Forward Busy
- Cal Forward Mo Answer

& t%m;:;tngenter Agent Columns  Contact Center Colurmns |Agent Activity I
- ACD State Agent Type
- SUpervisor ACD State
[=)- Statjstice ACD Duration
- Total Calls
- Threshold Alerts Missed Calls
" Reparting Total Tak Time
- Comm Piot Express Total Staffed Time
Available: In Office :
- Available: Out OF Office iWeb Chats Answered
. Busy
Flexible Seating Guest

- Hoteling Guest v i 1T -
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UNITY DESKTOP MEDIA STREAMS 101

Special Note: Unity Desktop does not feature the Personal Wallboard, so Unity Desktop users cannot
join and leave Queues the same way that users do in Unity Agent and Unity Supervisor.

Once joined to a queue, the tools and tasks for Unity Desktop Users are similar to those provided in Unity
Agent and Supervisor.

Joining or Leaving Queues

Desktop Users join and leave Queues by going to Tools > Queues and selecting or deselecting the
relevant Queue from the options displayed there.

e A Queue with a check next to it means that the User is joined to that Queue.

e A Queue without a check next to it means that the User is not joined to that Queue.

(U] Unity Desktop: Jenna Wimshurst
File  Messaging Tools Help

Cueues  » ‘. Kakapo Live Streams
Settings Kakapo Sales

Release Transfar Hold Caonfarend Kakapo Support Channels

K5 Sales
Activity From .
Production Streams

Ross and Zara Fazhion

ACD State Information

A Unity Desktop User only has to be joined to a Queue in order to receive incoming conversations as
Unity Desktop does not feature the ACD functionality of Unity Agent and Supervisor. Any restrictions set
in the ACD State management section for other Unity Agent or Supervisor users will not be applicable for
Users in Unity Desktop.
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