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Introduction 

The Omnichannel platform allows UC users to manage omni-channel conversations through 

the Unity client, in addition to normal VoIP related functionality. This is achieved through 

several Omnichannel components which are outlined below. 

Queue: A Contact Center Queue is similar to a VoIP 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. 






































