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Introduction

The Omnichannel platform allows UC users to manage omni-channel conversations through
the Unity client, in addition to normal VolIP related functionality. This is achieved through
several Omnichannel components which are outlined below.

Queue: A Contact Center Queue is similar to a VolP Call Center. It is a logical Group of
Media Streams that are presented to the Agent as a single entity.

Media Stream: A Media Stream is the channel to the public, it represents a Web Chat or
Callback client, an Email address, or a Twitter handle.

Note: If there are no Agents joined to the Media Stream then the conversation will be
processed as “missed”.

Authorization

In the design process you would have been asked for an email address which is used to
perform authorization requests for Email and Twitter Media Streams.



If there is one or more email addresses entered, then when creating Email and Twitter Media
Streams you only need to provide a name — you won’t need to provide a Twitter or any email
address details (including the email address). Users can set these of course, in which case
they will be saved.

Contact Center Authorization Required KAKAPO

SYSTEMS

You have been sent this email because a Unity contact center channel requires authorization, please click to
perform this action.

Media Stream Details

Type Email

Marne Test email

Please contact your contact center provider if any further information is required.

Email Authorization

Email Platicrm Office 365 ¥
Email Address
Passwaord

Confirm Password

Any previously saved details from when the Media Stream was created will be displayed. If
it's a Twitter Media Stream and the handle was specified when it was created, then this page
will redirect the user directly to Twitter to perform OAuth authorization.

End User Experience

You have now completed configuring the Unity Contact Center platform, including Queues,
Media Streams and Agents. This section describes how the Agent performs Contact Center
actions within their Unity client.

Joining or Leaving Queues



Agents join and leave Contact Center Queues exactly the same way they would with a Call

Center Queue.

1. Simply right click on the Queue and select Join or Leave.
2. If 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.

Mame Total Calls Answered Calls
L 1Bolts Saleg
@ Huts Sales L. Call gueue

| () loin queue

—  Remove from personal wallboard

(", Refresh statistics

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

shown below.

) Services & Settings

Services kef:tings

- Incomning Calls

- Anonymous Call Rejection
- Call Forward Always

- Call Forward Busy

Reporting

i Ahandoned Calls

- Comm Pilot Express

i Available: In Office

i Available: Out Of Office

Configure autornatic contact center login/logout. Only contact centers that alow agent login/logout wil be
configured. Configuring contact centers when the desktop is locked or unlocked is only avaiable on Windows XP or
abowve.

Join all my contact centers:
when Unity is starting
[1 when the computer is unlocked
Leave all my contact centors:
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.

() Services & Settings

I Services |Settin as

= Incoming Calls

- Anonymous Call Rejection
- Call Forward Always

- Call Forward Busy

- Call Forward Mo Answer

- Reporting
i fbandoned Calls

(- Comm Pilot Express
- fvailable: In Office
- Available: Out OF Office

Busy
Lo Hnmsikhila

Configure contact center agent settings such as ACD state

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

Display queued contact center calls in the list

Show Media Streamn name in the activity list

I Prompt when 1am the last joined agent

When listing supervisors

®) Include all supervisors in the contact center-




Unity

You arethe only online agent for this contact cznter queue,
Are you sure you want to leave?

Yes ' Ho

Adding/Removing Contact Center Statistics

To add Media Stream statistics to the Agent and Contact Center columns in the Personal
Wallboard:

1. Go to Settings.

2. Select Service.

3. Proceed to Columns.

4. Then add the available Contact Center stats using the green add icon at the bottom

right.
) Services & Settings x
Senvices |Sattings
= Incoming Cals ~ |[Speciy which columnas should be dspByed n the personal walboard. Threshold vakies can 250 be set for many
Annnyrnous Call Rejection coumns
Call Forward Abways
Call Forward Busy
Call Forward No Answear |
= Contact Canter Agent Colimns Cantact Center Colurnns
& ‘“’e':éu i Total Caks
L [Web Chats Answered |
Answered Calls
RETEAS Total Tak Teme
Abandoned Cals Missed Caks
= Comm Plot Express Average Tak Time
Bvaiahie: In Office Emais Answered
Avadable: Dut OF Dffice

Busy
Unavalable

To remove Media Stream statistics:

1. Click on the desired statistic and click the red minus icon at the bottom.
2. You can reorder the statistics by selecting the statistic and using the arrows to move it
up and down the column.

New Conversation Alert

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




F =
(1) Services & Settings m
Services| Settings |

- Appearance » || Specify how to be notified of incoming contact center conversations. When browsing to a2
- Skin URL, use the [Mumber], [Email], and [LoginID] placeholders which Unity will 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 [¥] play audio alert
- Custom Directory Integration [¥] continue playing audio for conversation alert duration
¢ - Configuration = ;
i Oullook InLegration ["1 pop tnity
- Browser Integration [] auto-hide Unity when conversation alert ends
‘- Click To Dial [¥| pop summary notification
DESktDF' Integration [¥] display notification for conversation alert duration
- Call Notification s A
\ lalle for |10 ~| seconds
& Convarsations l= —
ALY LUTiTTeELL
= Quick Keys When conversation notification clicked
- Key Combinations [ pop Unity
- Comrmands
- Startup [7] pop Outlook (if applicable)
~Update [7] pop CRM (if applicable)

=+ Instant Messzaing & Presence

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.

The summary notification:

Activity: WebChat
Ta: Bolts Sales (Sales Chat}

Erorn: Chris

Conversation

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 Durafion Status
Default
F’Va:—chat Jdenna (Zendesk usery Kakapa Systems (Kzkapo Systems) 00:05 Unreserved I




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, Unity will integrate with a CRM
platform to show the contact details based on the Email address or number if configured in
Settings. The duration shows the time since the conversation alert was received, and the
status will always be “Unreserved” at first.

Managing Web Chat

When the Agent first sees the new Web Chat conversation in their Activity List, they can
either:

1. Right click to reserve the chat.
2. You can also double click it and then click reserve, as shown below.

) Conversation: Kakapo Systems > Website Chat (Sales) - 00:10 — O =
Reject Resenve
Natalie Maines
natalie.maines@kakaposystems.com Matalie Maines
01202333665 Hey
Sales
Google Chrome on Windows Web;ite Chat
We're looking for an agent now, we won't be long
IP:91.151.11.98
hitps:iwww kakaposystems.coml

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 will be removed
from your Activity List. The Contact Center will act accordingly, by alerting another Agent if
using circular of longest idle routing, or perhaps 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 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 Duration Status
BB WebChat Matalia Maines Kakapo Systems = Website Chat Sales) 10:47 (CO:36% Reservec {1 new message} |

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 internet browser, their IP address
and the website address that the Web Chat was started on.

) Conversation: Kakapo Systems » Website Chat (Sales) - 0010

O

Reect Ressrve

Natalie Maines

natalie.maines@kakaposystems.com Matalie Maines
01202333665 Hey
Sales

Google Chrome on Windows
IP:91.151.11.88

httpsdhwww kakaposystems comy

1. 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: 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 left clicking the relevant image. Or right click on
an emoji to send it immediately.



Conversation fCannedReplies Resources

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

g s - = ok . AT &
- e e T W . o E

Canned Replies: This is where all canned replies entered at different levels in the portal are
stored, the user simply double clicks on a reply 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.

Conversation | Canned Replies | Resources

Zearch
For data protection purposes, could you please confirm your name, date of birt.. Data Protection ]
ifthiere’s anything else | can help you with, just let me know. Have a good day! Goodbye
Hi there, thanks for getting in touch. How can | help you? Greeting
Hi how can | help? Hello
Hi theret How can we help today? Hi there! How can we help today?
I'm alad that's resolved. thanks for contacting us and have a areat dav I'm alad that's resolved. thanks f.. »

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.

1. Simply type the message,
2. Highlight it.
3. Right click and select Add reply to cache.

Conversation  Canned Replies Resources

Larith 3
Add attachment

Add reply to cache |

Paste

Paste from Word

|5 there anything else | can helpgy




Resources: 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

e
£

e

Search =

Ehttp:f.hnmw.kakapnsystems.cumires... Kakapo resources
hitp:iwww kakaposystems.comiwp-...  Contact center datasheet
nity-Brows e-to-URL-Guide. pdf Browse to LURL guide

Attachments

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

) Conversation: Kakapo Systems > Website Chat (5ales) - 04:48

© 00

Transfer Close A Unity Connect APl Overview, pdf
attach

TLS Compatibility Overview.pdf
| Extracting Logs in Unity Dashboard. pdf

BroadWorks Protocal Overview.pdf
Connectivity Protocol Cverview. pdf

(Branded) Unity &pplication Suite - Latest Release Notes.pdf
[

| Clear attachment cache

2. To end a Web Chat click the Close button on the top of the conversation box, as
shown below.
Note: Clicking the X will only close the Web Chat box, it will not end the Web Chat
conversation.

) Conversation: Ka kapo Systems = Website Chat (Sales) - 352:41

CQ 0

Transfer Clase Adg
Fttachmant




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 >

There are reserved contact center conversations that are not
closed, Any reserved conversations must be closed or
escalated to another agent before Unity can be closed

History

Users can view the last 10 conversations that has taken place with the customer, e.g. Web
Chat, Twitter and Callback conversations.

@) Conversation: Kakapo Systems » Website Chat (Sales) - 01:05 = O >
Transfer Thee Add
stischment

Natalie Maines

natalie.maines@kakaposystems.com Natalie Maines
01202333665 Hi
Sales
Goocle Chrome on Windows Website Chat

We're looking for an agent now,

IP:91.151.11.98 . i
we won't be long =

https:fhwww. kakaposystems camfevents/

- Hi and thanks for contacting us
History -

BB WebChat (Closed)
Kakapo Systems = Website Chat

How can | help you?

19 March 2019 12:48
Natalie Maines

£ WebChat (Closed) I need to add web chat to my
Kakapo Systerns = Website' Chat company's website, can you help
me with this?

19 March 2019 12:07

Conversation Canned Reples Resources
E2 WebChat {Closed)

Kakapo Systems = Website Chat
19 March- 2019 11.49

. Callback (Closed)
Kakapo Systems = Website Callback

ot
L

19 March 2019 11:21 i,

il
{
{:
L
g
0

CRM Contacts & Leads



If the customer is in the integrated CRM platform then the Web Chat window will display two
additional options at the top: “View contact in CRM” and “Add CRM call log entry”. Unity will
automatically log a Web Chat entry against the contact or lead in the CRM platform. Click

Add CRM log entry to manually add a custom entry.

{D Comversation: Kakapo Systems > Website Chat (5ales) - 0007

©0C|® 00

Transfar Close View'in Add CRM Add
CRM log entry | attzchmeant

MNatalie Maines { Salesforce Lead)

natalie.maines@kakaposystems.com Matalie Maines
07976493816 Hello
Sales

Google Chrome on Windows
P 81.151.11.98

hitps fwww kakaposystems . comievents!

Users can also right click the conversation in the Activity List to access the same options.

Activity From
ﬂ WehChat Matalie Maines {Salesforce Lead)
W Tweet Matalie Maines

Kakann Svstams = Wehoite Chat (Sales)

»  Close conversation Aecount

Show CRM contact
E  Add CRM chat log entry

Managing Callbacks

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

Duration Status
Unresened

To

Achivity From
Kakapo Systems = Website Callback 10031

. Callback Natalie Maines

Agents can either reserve it and perform the Callback later, or they can double click the
request to reserve and perform the Callback immediately.

Achivity From To Duration Status
Kakapo Systems > Website Callback

Perform callback

Matalie Maines

Reserve |




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 Callback
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.

Acivity From To Duration Status
'\.I Callback Matalie Maines (Salesforce Lead) Kakapo Live Streams —

Call number

Copy number

Cloze callback

Show CRM contact

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.

| Unity X |
|

o 4 callback cannot be performed as you are already on a call

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.

Managing Email

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

Activity From To Duration Siatus
|-E- Email Jenna Wimshurst (Salesforce Contact) Kakapo Live Streams 0004 Unreserved |

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



Achivity From To Duration Sfaius

b | Emait | Jenna e Stez

Reserve conversation

Reject conversation

Show CRM contact

Once the Email conversation has been reserved the Agent opens the Email by:

1. Double clicking it in the Activity List.

2. 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.

3. Any attachments sent from the customer will appear below the subject line.
Note: That there is a blacklist for Email attachments, the list can be ound here.

@) Conversation: Kakapo Live Streams - 01:41:04 - O *

B J/JUF X0EBE E=EAL =ECEHESCAR

Subject Technical Help Meeded

i Unity Dashboard Data Sheet pdf . A Unity Supervisor Data Sheet pdf .
EE  731KB BB 463 KB

Hi Jenna, ~

Thanks for getting in touch. ..

Service & Support Desk

www kakaposystems com

SYSTEMS

By Agent [ pashboard i Mobile

B e @. pti @- ktop UC
e )

v

4. Using the icons at the top of the Email window, Agents can transfer conversations, add
attachments and add CRM log entries. Once the Agent has finished replying simply
click the Send Message icon.



Transfer Send
conversation message Add CRM log entry

COC0CBHeOO

Close View in CEM Add
conversation attachment

Managing Twitter

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.

Note: that tweets/replies sent from Unity are delivered immediately to the customer.

Activity From To Duration Status
'I Tweet Matalie Maines Kakapo Systems = Twiter Demo Account S st (2 MEW)
Reserve canversation

To reserve a Twitter conversation:

1. Right click it and select Reserve.



() Conversation: Kakapo Systems > Twitter Derno Account - 02:35 — a ped

C0CQO0

Transfar Cloze Direct add
Messsge  attachment

S Na'talie Ma.ines [,
@MainesMatalie
@ContactUnity Hello!

1140 - 19 March 2019

g Natalie Ma.ines o
@MainesMatalie
@ContactUnity | need help please!

11:49 - 19 March 2019

Conversation Resources

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

231 characters remaining

Transfer

1. Click to transfer to a colleague, only those who are joined to the same Media Stream
will be shown.

) Conversation: Kakapo Systems > Twitter Deme Account - 27:38

Attachments



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

Transfer

{0 Conversation: Kakapo Systems > Twitter Demo Account - 19:49

©00

Chose Aud
il Unity Connect APl Overview.pdf

| Unity and UC Integration.pdf

Connectivity Protocol Overview.pdf l

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

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

Message conversation.

Note: that the Media Stream Twitter settings must be configured to allow anyone to
send Direct Messages. This is done in Settings and Privacy>Privacy and Safety>Direct

Messages.

Direct Messages

) Conversation: Ka kapo Systems = Twitter Demo Account - 02:35

©C0 00

Transfar Ciose Direct Add

Message | sttachment

l# Raceive Direct Messages from anyone

If selacted, you will be able to receive messages from any Twitter user even if

¥ Send/Receive read raceipts
Whes someone sends youa message, people in the conversation will know
when you have seen it. Hyou turn off this setting you will not be able tosee

receipts from-ather people Learn maore

3. Once a Direct Message request has been sent to 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 « 11s o

Replying to @ ContactUnity @ MainesNatalie

M Send a private message
Q (&} W, &

CRM Automatic Contact Pop

Unity can now be configured to automatically pop a CRM contact (assuming a match was
made on the CRM platform) when an Agent reserves a Contact Center conversation, as
shown below.

F i |
(1) Services & Settings w
| Services | Settings

- Appearance + || Configure Unity to seamiessly integrate with a CRM platform for contact sezrch and CLI
- Skin presentation.

- Contact Search
- Contact Display
- Current Calls : i

[=- Computer/Phone Inteagration ]M MUTRATRLE Conitac) £
- Clipboard Inteagration

Everytime I answer ar inbound call

- Dialling Rule
&) Custom Directory Integration [T that iz through a contact center
“ Configuration .
- Outlook ntegration [7] that is nat through 3 contack center
Ga . CRM Igmtlnn Everytime I make an sutbound cll
— Lick 1o Dial [¥] that is through a contact center

- Desktop Intearation

& Call Notfication [#] that is not through a contact center

- Calls
i Conversations = [¥] Everytime I reserve a webchat conversation
- Unity Connect e :
& Quick Keys ] Everytime I reserve 3 calback request
i Key Cormdinations Everytime I reserve an email conversation
- Commands - :
- SEArtup [] Bverytime I reserve a tweet
- Update [T] Everytime 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 below.

Actwity: WebChat
To: Bolts Sales {5ales Chat)

From; Lizzy Barnes{Salesforce Contact)




Viewing Historical Conversations

To drill-in to historical Web Chats, Twitter and Email conversations:

1. Simply click on the Activity Log.
2. Then click Conversations.

Contacts § Activity Logs 3 Vaicemail WMy status: available in ofice
(O Missedcalls () Received calls () Dialled calls x & &

Assigned Date Type Queue Duration Remote Party

04/07/2018 15:32:38 Email Kakapo Live Streams 00:25.17 Jenna Wimshurst ~

08/07/2018 08:24.58 ‘WebChat Kakapo Live Streams 00:24:14 Mickel jack

05/07/2018 09:34:42 WebChat Kakapo Live Streams 00:23.43 Matalie Maines (Salesforce Lead)

05/07/2018 08:35:23 Email Kakapo Live Streams 00:22:58 Jenna Wimshurst

D5/07/2018 09:37:08 Callback Kakapo Live Streams 00:21:10 Megan Rapinoe

3. Double click the chosen conversation to show the entire conversation and any relevant
rating, as shown below.

& Unity Partner Portal x +

C @ https)//portalunityclientcom/ConversationDetails... & s [H 2

Performance Metrics

First Assigned
08/07/2010 11:08:41
Timse

First Reply Time 08/07/20192 10:08:46

Closed Time 08/07/2019 11:14:15
Rating ’ ' g ’
& - i | _— | #
The member of staff, Jenna was exceedingly helpful and truly exceeded my
Camment

expectations

Reserved by Jenna Wimshurst

Jenna Wimshurst
Hello!

Ed Thrussell
can anyohe tell me the URLs
for the web client?




Troubleshooting

Web Chat Hyperlinks

If an Agent has sent a link of a PDF and the customer is unable to directly click the link from
the chat window then the customer will need to install the Adobe extension and ensure they
have turned off auto download in their Google Chrome:
https://chrome.google.com/webstore/detail/pdf-
viewer/oemmndcbldboiebfnladdacbdfmadadm?hl=en

Channel Is No Longer Active Error

If the Web Chat or Callback widget on your website displays the below error, then either the
Media Stream has been deleted and the Java Script is still present in that webpage, or there
is an error in the Java Script on that webpage.



