Instructions for SAP CCtr

How to use SAP Contact Center
phone system
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How to start the program

1. Open Internet Explorer browser.
O Type http://[SAP Contact Center Website].ipcallcenters.eu into the address bar and press “ENTER”.

2 | Communication Desktop (CDT) - Log On -- Webpage Dialeg

2. Enter your username and the password.
Click “Log on” or press “ENTER” to log in. SAP Contact Center

Communication Desktop

User Name: ||

Password: |

| Logon
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CDT window

The user interface contains the
following elements:

. Menu bar and toolbar (1)
. Contact view (2)

. Directory and contact center
views (3)

. Status bar (4)

. Presence menu (5)
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@ Communication Desktop (CDT) - Internet Explore

| 2= Coeed &)

— *
File View Tools Help
) Available [=]
Directory ]l Contact Center ] ﬁl
| OReady @ MNotReady () Wrap-Up |E||E\ | (All subdirectories) [v]
| EE Callback 0 |0000 |0 |0 Full Name Title Mumber |Mobile Presence Profile Return Info
| #EEDemochat [0 [0000 [0 [ O
| '[]i%EE E-mail ue[ 5 [ 102d[ 0 | O
EE Phone Queus| 0 [00:00 | 0 | 0
| | #IEN Phone Queue[ D [00:00 [ 0 [ O o
| Facebook IPCC | 0 [00:00 [ 0 [ O
| RU Phone Queue 0 |00:00 | 0 | O
| [#]%VIP EE E-mail | 1 [=171d| 0 0
o General Deetails

First Name Full Name *

Last Name ' Location

Title Manager '

Department * Substitute

Number ' Assistant
| Maobile * Image File *
| EiRecoring B + Fax * Respansibilities *
[] Conference Tphone —-I]: T .
&) &
| Profile Remarks Fonwarding Start Date End Date




CDT window

The contact view is used for phone and queue functions,
and it has the following parts:

» Agent status and queue list (1)

» Contact list that displays your current inbound
and outbound contacts (2)

» Optional functions such as recording and ringback (3)
» Destination field (4)
» Call-related buttons such as Call, Hang Up, and Transfer (5)
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CDT window

* When CDT is open, then this is indicated by the icon
in the lower right corner (usually shown under hidden icons):

A wm gy ENG 1449 B}

* You can click on it to see CDT window.

* When someone calls you then it is shown as pop-up:

Communication Desktop (CDT)

S All §3 ~C
Inc g Call 53982654

AcCt
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CDT window “Menu”

File
. Online Monitoring -> Opens the Online Monitoring application
o) This option is only available if you have rights to use Online Monitoring and administrators have configured the user
interface settings so that the application is shown in the menu.
. Reload -> Updates the screen
. Exit -> Closes the application
View
. Compact -> Displays a limited collection of basic functions
. Normal -> Displays the contact view
. Extended -> Displays the entire user interface
. Directory -> Displays the Directory view
. Contact Center -> Displays the Contact Center view
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CDT window “Menu”

Tools

. Settings -> Here you can change your phone’s behaviour

. Calls -> Show last 25 personal missed, dialed and answered calls.

. Inbox -> Here you can listen to your voice messages.

. Send Message -> You can send instant, e-mail and SMS messages and reply to instant messages and e-mails.
. Presence information -> Opens the Presence Information dialog window.

. Application Help -> SAP CCtr help.
. Diagnostics -> Opens the Diagnostics dialog window.

o) In case you have problems with CDT and you need to report them to your support team, the Diagnostics view displays
information that is useful in the problem solving process. You can, for example, select the whole dialog window by
pressing Ctrl + A and then copy and paste the information to an email you send to the support team. This way all the
relevant technical information related to your CDT client is available to them immediately.

. About -> Displays the software version information.
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CDT window “Profile”

S Communication Desktop (CDT) - Internet Explorer Profiles are used to control your CDT and show others
— e - whether you are free or busy (Meeting, lunch, ill etc.).
9 Available | |2

| Active profile

1. To choose a profile, click the arrow to open the dropdown menu in the presence toolbar.
A list of available profiles opens.

2. Click the profile you want to activate. The profile is activated immediately.

3. Toview the details of the profile (such as default action), place the cursor on the field and
a tooltip displays the detailed information of the profile.
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CDT window “Telephone and cal

™ Vaw Toon Hap
v ] Availshie |
& Feamy izt Rgaady
FIF LR I
COATIRITAMEE P -y (- -\'

> Call == 5tart a new call.

> Hang up => End the call.

> Hold == Put a call on hold.
> Mute microphone.

= Answer => Answer a ca

> Redirect (Forward) ->
Connect two active calls and
delete these from your list
=> Transfer -> Transfer a

Recorting  AvsoWave s = active call to entered number
Lonbiiiiss  Margphisd —L]-

(@] \. Y

. . . r .
alls list disp ays InTormanon abDout

ongoing call and incoming calls

FERR

| —

L
o | =

Here you enter number when

calling out manually.
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CDT window “Directory”

= Use the Directory view to search the customer or agent information from the available directories

(& Communication Desktop (CDT) - Internet Explorer

Find people by typing

File View Tools Help
(-] Available

Choose and click to nu n.:e-\

you want to call to reach

the contact. )

[ Directory ][ Contact Center ] fal
N | (ANl subdirectories) [v]
EE Callback 0 |00:00 | 0 0 Full Name: - Title Mumber  Mobile Presence Profile Return Infa
EE Demo Chat | 0 [00:00 | 0 | 0 || |qeqt Redials tab 1020 (; Lu;;ed off Available
e poosceme T IO v e O aet L Bty and e
EN Phone Queue| 0 [00:00 | 0 | O Usel; Test 1000 @ Lopged off Available nformation for absence profiles
RU Phone Queu| 0 [00:00 [ 0 [ O useri, EEtest 1002 - s wailahl _
userd, LTtest 1004 @ Logged off Available
er2, EEtest 1003 54552205 o Free Available
user2, LTiest 1005 i Logged off Available v
User2, Test 1006 3 Looned off Available
General [ Details
First Name EEtest Full Name * user2, EEfest
Last Name * user2 Location
Title Manager *
Department * Substifute
Number * 1003 Assistani
Mobile * 54552205 Image File *
| el Responsibilies
Conference Tpnone _ﬂ: E-Mail Address eetestuser?@ipcallcenters eu
(2] (2]
Profile Remarks Forwarding Start Date End Date
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Outbound
Enter Outbound

File View Tools Help
o Available [=] @ Choose "Contact Center j
l Directory ][ Contact Center
() Ready (@) Mot Ready NMrap-Up ------- Queues -------- History Dashooard Scripting E-Mail OB Campaigns
0 (0000 | 0 | O
EE Callback o Queue Name N o & 2
[V]JEEDemoChat | 0 (0000 | O | O

File View Tools Help
@ Available =] (& [ Choose "0OB Campaigns ™ tab
[ Directory ][ Contact Center k
() Ready (@) Not Ready Mrap-Up r ------- Queues -------- History Dashboard Scripting E-Mail OB Campaigns
0 | 0000 | O 0
EE Callpack & Queue Name N ® 4 2
EEDemoChat | 0 (0000 | 0 | O
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Outbound
Enter Outbound

[ Directory ][ Contact Center ] @
| Queues | Histery | Dashbeard | Supervisor | Scripting | E-Mail OB Campaigns
Campaigns
Tull:am [~ [ Choose campaign
Description
NOTES

visible number: 67479152

Join Gampaign < Join campaign

User status changed: [not ready] 16:11:20
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Outbound

Customer view, Calling

Directory ][ Contact Genter E
Qlueues Histery Dashbcard Supervisor Scripting E-Mail 0B Campaigns
Initial Information Mumber List Call Transfer Lists Calling: . .
INITIAL INFORMATION | N 1View the customer information.
2.Choose the number from the Numbe
ST ist. Optionally, you can enter the numbe
| — in the field B Numb
Previous Calls Description 3.Choose the "End v or"Ca
21.02.2020 08:59 / OPER_LOGOUT / User, Test button, or press F1. You will hear the
26.01.2020 08:27 / OPER_LOGOUT / User, Test A | Test campaign dialing tone before the customer answers.
06.12.2019 08:23 / OPER_LOGOUT / User, Test NOTES \
11.11.2019 16:26 / OPER_LOGOUT / User, Test visible number:
25.10.2019 09:34 / OPER_LOGOUT / User, Test v
29.09.2018 10:23 / OPER_LOGOUT / User, Test
Cusfomer
Firstname A
Lastname
CUSTOMERID |
PERSONALID [ N
E:Z:Z; I io eave r_a-n.:Ja'-”: ] o
Phone3 | Choose t_c Leave Campaign
Address [ button. The button is enabled
Street | v after selecting the r._a result.
Please do not use "End Wrap-
l I ] Up" for lea
( I | RediaiList || the new call is allocated
E l ” ” HLEM Campaign immediately after that push.
o
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Outbound

Scripts

[ Directory ][ ‘Contact Center ]

OB Campaigns

| Cueues | History | Dashboard | Supervisor Scripting E-Mail
Call Result
@]
O 'fSc-":Jts Procedure:
O 1.Choose the Open Script button, or the
O Script tab.
(@] The script may open automatically when a
(&) call starts; that is defined in campaign
O settings (current picture).
@] 2.If the call is unsuccessful, to terminate the
O script without saving the changes, choose the
@] Close and End Wrap-Up buttons to take the
e next call.

| WWrap-Up Status in Use

3.If the call is successful, follow the script,
nd enter the answers according to the
ustomer answers. To move back and forth in

a
C
the script, choose the browsing buttons
Previous and Next.

4.To finish the call, choose the Hang Up
button.

5.1f needed, go to the beginning of the script,
and check the answers.

6.Choose Save.
A\

Script opened
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Outbound
Call result, Customer information

Directory ][ Contact Center f_ ) . W.'
1 Defin Call Result: 1
Queues History Dashbeard Supervisor Scripting EN The Call Result list is shown after
Initial Infermation Number List the call has ended. Call results
INITIAL INFORMATION [ — define if the customers are
considered handled (for example
B Humber with results Successful or Refusal)
or are they called again dur
Previous Calls Description this campa for example ca
21.02.2020 08:59 / OPER_LOGOUT / User, Test | results Busy or No Answer).
26.01.2020 08:27 / OPER_LOGOUT / User, Test A |Test campaign 1.Click the Call Result list.
06.12.2019 08:23 / OPER_LOGOUT / User, Test NOTES ) Choose an appropriate ca
11.11.2019 16:26 / OPER_LOGOUT / User, Test visible number:
25.10.2019 09:34 / OPER_LOGOUT / User, Test ~ result. j
29.09.201% 10:23 / OPER_LOGOUT / User, Test
Customer Call Results
Upgrade
Firstname N L Ll
Lasiname %\fb can update customer information A
CUSTOMERID | ou can upda e cus e a
PERSONALID | e t_-*e-' dur t_-*e call or wrap-up.
Phone1 | }.I__'“oose the Customer block.
Phone2 | 2.Enter a new or updated information
Phone3 | to appropriate line.
Address | 3.Choose Undo to cancel, or Save to
Street | v confirm updates.
: | ) —
[ Endwrap-up || || RedialList || |
I Pause ” ” Add Redial ”Leave Campaign]

e W EEE EE e m
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Outbound
Campaign view elements

Field

Description

Initial Information

Displays the customer information defined by the administrators. You can copy this
text using your keyboard: Ctrl + A for selecting the whole text and Ctrl + C for copying
it.

Previous Calls

Displays the calls made to the customer

Redial Information {Agent)

Displays the redial information you have entered

Customer

Displays the customer information . The fields are defined by the administrators. They
can also define that you can modify the customer information fields.

Number List

Displays the customer numbers to which you can make the campaign calls. If the
customer has several numbers, they are listed here. To choose the number, click the
arrow. The list opens, and you can select the correct number by clicking it. The number
is then moved to the B Number field.

Call Transfer Lists

Displays the numbers to which you can transfer calls and make conference calls. The
administrators define this list.

B Number Displays the customer number to which the campaign call is made. You can also enter
an optional number to which a call can be made.

Description Displays the campaign information the administrators have defined when they created
the campaign. You can copy this text using your keyboard: Ctrl + A for selecting the
whole text and Ctrl + C for copying it.

Call Results Displays a list of options for call classification.

Redial Information

Displays a text area in which you can schedule the time when the customer is called
again.
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E-mail handling
Preview

@ Communication Desktop (COT) - Internet Explore — X
File View Tools Help
(@ Available =
I Directory ][ Contact Center ] E
@- Not Ready Virap-Up | Queues | History | Dashboard | Supervisor | Scripting | Chat E-Mail | OB Campaigns
il
[VIEE Callback | 0 [00:00 [ 0 [ © 7 N
EE Demochat [0 [oooo [0 [o | | [P TVI[B]Im (s ] 7] (=l=l=)lalaaEE]E) Agents can easily compile
[¥] {5 EE E-mail Que[ 5 [-102d[ 0 [ 0 o | eos =3 - \ email responses to customers
ok Prone s T[98 5[5 (I3 0 Y 3 =3 (0 =1 1= (<] \ .
EN Phone Queue| 0 [00:00 | 0 [ O From "EE E-mail Queue CDT" N templates.
[¥] Facebook IPCC | 0 [0000 [ 0 | © - . ™ Email response can be
= Subject tella EE Case 1D:320] RE: K leht .
[/ RU Phone Queue| 0 [0000 [ 0 [ O ubjEe [tella S 1 Tt ™ compiled from one or many
LEVIPEEEmail| 0 [00:00 [ 0 [ 0 Reply Attachments {0) I | =5 | 7 | Customer Attachments (1) answer
templates.
~
Also faxes and sms messages
are handled as emails in SAP
Contact Center system.
- Call or chat contact can be
routed to agent while agents is
P . . ;
- e working with customer email.
| Recording Audic/\Wave —'1]—- This can be enabled or
[ ] Conference  Microphone —-1]—- “ disabled per email queue.
(] \ y
- - T
Critical Time Exceeded -
Y
— — [ send || save |[ Print || Handled |[ Transfer || History || Delete |

E-mail template acfivated: [Signature]
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E-mail handling
Pending E-Mails View

When you choose the Email tab, the e-mail view is —
. . . . ) Available = (2]
in the list mode. This mode displays all your —_—— @
pending e—ma”s and belOW them' e_mails from | ,:::, Ready .;§;.Not Ready Nrap-Up Queues History Dashbeard Supervisor Scripting Chat E-Mail OB Campaigns
: [¥] EE Calloack 0 Joowo |0 |0 + Pending E-Mails (7)
hunt group queues (the queuing e-mails). e a4 EEEmslcwecOT s
| s VIP EE E- e CDT (0)
ey . o . [#] EE Phone Queue| 0 |00:00 | 0 | 0
If the waiting time of a queuing e-mail exceeds | | e Prone ueuel o o500 [0 [ o e-mails ]
[#]Facebook IPCC | 0 [00:00 | O | 0
the Warning Time and Critical Time, || e e e o Toooe o s _—
ok = unt Group e-ma
the background color is changed to yellow and | j

red respectively, and the corresponding icon is
displayed at the beginning of the row.
| Recording Audic/Wave ——1]—-

[] Conference  Microphene ——1]—-
| (=]

Load Oldest First v |E"zl
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E-mail handling
Pending E-Mails View

Function

Description

Expanding and collapsing the e-mail list

Click the tree header to expand or collapse the e-mail list or use the icons

and "

Sorting the order of e-mails

Click the column header according to which you wint to sort your e-mails

Opening an e-mail

Open an e-mail for editing by

Accepting an inbound e-mail (an auto-allocation queue)
Double-clicking a pending e-mail

Right-clicking a pending e-mail and choose Reply, Reply All, or Forward
When an e-mail is opened for editing, it is automatically moved to the
Pending E-Mails list.

Viewing the e-mail

Right-click an e-mail on the pending list and choose View or Preview
(Contact Details). The latter option opens the e-mail in the Contact Details
dialog window.

Deleting an e-mail

Right-click an e-mail on the pending list and choose Delete.

Creating new e-mail messages

For more information, see Creating New E-Mails.

Refreshing the view

Click the Refresh button to renew the view.
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E-mail handling
Creating new e-mail

e

= Enter the recipient address.
= |f you enter several e-mail addresses,
separate them with a semicolon. ORexty @ MNetReaty ©WispU

EE Callback 0 | 0000
[#]EE Demo Chat | 0 | 00:00
[#] 1% EE E-mail Que| 5 [- 102d
EE Phone Queue| 0 | 00:00
EN Phone Queue| 0 | 00:00
[#] Facebook IPCC | 0 |00:00
RU Phone Queue| 0 | 00:00
[#] ¥ VIP EE E-mail | 0 | 00:00

| Recording  Audio/\Wave ——1]—-
[T] Conference  Microphone —-1 l—-

® (=
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[~} Available =]

l

Directory ][ Contact Center ]

Queues History

» Pending E-Mails (7)
» EE E-mail Queue COT (5/5)
VIP EE E-mail Queue COT (0}

Dashbeard Supervisor

Choose E-Mail tab

Seripfing

Chat E-Mail OB Campaigns

)




E-mail handling
Creating new e-mail

- - X
File View Tools Help
(@ Available =
[ Directory ][ Contact Center ] @
(JReady (@) MotReady () Wrap Up | CQueues | History | Dashboard | Supenisor | Scripting | Chat E-Mail | OB Campaigns
EE Callback | 0 [0000 [ 0 [0
ee vemochat [0 (o000 [0 [0 | | [ V|| ][@ ][ = ] === = =)l a [aAJEIE]
[¥] 1% EE E-mail Que[ 5 [-102d[ 0 [ 0 =l
e B o[ BN e Ny
EN Phone QUELIE,T,W,T,T From “EE E-mail Queue CDT" 4 B L L ) e .
[ Facebook IPCC [ 0 [0000 [ 0 [ 0 o forward the email, click t e sfer” button.
[¥] RU Phone Queue| 0 [00:00 | 0 | 0 Subject RE: VIP testing You can only forward the e-mail to a queue.

[ VIP EEE-mail [ 0 [00:00 [ 0 [ O

Reply Attachments (0)

(o) ey =

i

o—

| Recording
[] Conference

Audio/Wave —-1]—-
Microphone —-1]—-

] =
& i

Critical Time Exceeded

ng

To continue working on the email later, save it.
The e-mail is saved onto your pendi

ist.

To finish e-mail, choose
handled.

You can delete e-mail.

l

Send

I

sk |

Pint__ || Handled || Transfgr || Histery || Delete |




E-mail handling
Handling e-mail

= To accept an inbound email in an auto-allocation |e = &)

. . . . | Directory |[ Contact Center ] fml
queue’ ClICk the Acce pt or ClICk the nOtIflcatlon -:_:_:Ready .;Q;.NotRead;,- Nrap-Up Queues Histary Dashboard Supervisor Scripting Chat E-Mail .OBCampaigns
popup when the e-mail is offered to you. St oot [+ w0107 | P BB EEE == e A EE

. : . Zixeeenaian] 5 210240 [0 || foge 1] e J > 8 = =) @)@ m)®)
If you reject an inbound e-mail, it is returned DL RN RN | , "

P []Facebook IPCC [ 0 [0000 [ 0 | O ooy [
to the Orlglnal queue' [Z]RU Phone Queve| 0 00200 | 0 | O Subject m i Case ID:320] RE: Kus mu leht on

. ] . [ vIP EE E-mail| 0 [00:00 | 0 | 0 Reply Attachments (D) — i Customer Attachments (1) |E"E|
= Orifyou are serving in hunt group queues, go to
~
= the E-Mail tab page. The e-mails in the queues
are listed per queue. To start handling a hunt
group email, double-click the email.
. . | Recording Audie/Wave ——1]—-
= Enter your reply text either in the text or |D_| perophone  meff—=
HTML mode. The basic text formatting tools
A
are available in the HTML mode. e

@ 24.04.2020 16:10:00
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E-mail handling
Handling e-mail

N 5 N . 3 Communication Desktop (COT) - Internet Explorer — b4
= To change the recipient of the e-mail, click “To”  p——————————
A © Available =] [
to open the SAP Contact Center directory or me e =
enter the neW e_mail into the To field' () Ready (®) Mot Ready Nrap-Up Queues History Dashooard Supervisar Scripting Chat E-Mail :OBCampaigns
[#] EE Callback 0 [00:00 | 0 | O
If you add several recipients @eeoemecra [0 (o000 [0 || | [t M@ fu)l=]=]l=]=]=](e)a [a][(E[E]
’ e i L Lo Ty e W E ) Y U Y )
separate them with a semicolon. e Phons Queue] 0 00000 0| | From [£% Exmait Gumue GOT 2
1 1 “ ” ;TJ:ZTO“;ES E 22 zg E g Subi:l. |[RE: VIP testing £
= To send the e-mail, click the “Send” button. S e e — }ﬁ
= Ena Reply Attachments (0) — (5 | f ] Customer Attachments (0) . B

Or use the shortcut key Ctrl + D.
= The Send button remains disabled until

of the e-mail, click the arrow

at the end of the From field.

you either change sender or recipient To change the sender address
address or click these fields.

| Recording AudicWave

_—1]—_
|:| Conference Microphone ——1]——
(& (&

Critical Time Exceeded

[ send |[ save |[_ Print ][ Handled | Transfer || History || Delete |

B = 24.04.2020 16:10:00
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E-mail handling
Attachments

Handling Several Attachments

To save, open, or delete several attachments

at the same time, do the following:

Hold down Shift or Ctrl and simultaneously
click the attachments you want to select,

or use the key combination Ctrl + A to select all.
To remove the selected attachments,

click the Delete button or press Delete on your
keyboard. (This only applies to reply attachments.)
To save or open the selected attachments,

click the Open button or press ENTER.

When you save attachments, CDT remembers
the last saved location but the location is reset
when you open a new e-mail.

Prominicn

[¥] FacebookiPcC | 0 [00:00 [ 0 | 0

[¥] RU Phone Queus| 0 [00:00 | 0 | 0 Subject

[¥] ¥ VIP EE E-mail | 0 |00:00 | 0 | O Renly Atachments (0)
eply Attachments (0)

& Communication Desktop (CDT) - Internet Explorer — w
File View Tools Help
Y Available [+]
[ Direcion: |l Gontact Center| o]
sndline Received Attachments => .

() Ready { t‘a dling _.cf.c ved Attachments Chat E-Mail OB Campaigns

Click the Open button, double-click the attachment, or select it and press |
EE Callback] £\ TER
[AEEDemo Gl 1, copy customer attachments to Reply Attachments, click the Copy all to [=][&)a)a]
MLEEEEma] o) attachments button or press Ctrl and double-click an attachment.
EE Phone Qi
[] EN Phone Queue] O 0000 | 0 ] 0 T Fom R <]

|[Itella EE Case ID:320] RE: Kus mu leht on —

——

T Customer Attachments (1) [[UELECE R T

| Recording AudioWave ——1]—-
[] Conference  Microphone —-1 I——
(&] S

Critical Time Exceeded

I\

Adding

Attachments to Your Reply =>

Click the Attachments button.

[ Send H Save

|| Print |[ Handied |[ Transfer |[ History | Delete |

L L0 24.04.2020 16:10:00



E-mail handling
Using Reply template

[W]EEDemoChat | 0 [00:00 [ 0 | 0 [Frac .||

COT) - Inte _ ¢
File View Tools Help
(@ Available =
[ Directory ][ Contact Center ]
(JReady (@ MNotReady | Wrap-Up | Queues | History | Dashboard | Supervisor ‘ Seripting | Chat E-Mail Impaigns
EECallback | 0 0000 [ 0 [ 0

C=ll=]=l= =)o a LA EE]

[#] 1 EE E-mail Que[ 5 [>102d[ 0 | 0
EE Phone Queue| 0 [00:00 [ 0 [ 0
[Z] EN Phone Queue| 0 [00:00 [ 0 [ 0
[¥] Facebook IPCG [ 0 [00:00 [ 0 [ O
RU Phone Queue[ 0 [0000 [ 0 [ 0

froo% — TT| e JLa ) e (= o) Lo N B[ 2]
From “EE E-mail Queue CDT"

\0

Subject EE Case ID:320] RE: Kus mu Ieh\ \

[¥] 5 VIP EE E-mail [ 0 [00:00 [ 0 | 0

| Recording

Audio/Wave —-1]—-
Microphone —-I]—-

[] Cenference

A
1

Critical Time Exceeded

Reply Attachments (0)

| |g"ﬂ YslomerAﬁachmenis &)

1\ n
N N
1. Click the Templates button.
The Templates dialog window opens
and displays the available templates.
2. Choose a folder by double-clicking
it and then insert a template into
the e-mail message by clicking the
template row.
3. Click Apply.
The template can contain subject
text, body text, attachment files,
o
v

[ send [ save | Prnt ][ Handied |[ Transfer || History || Delete |




E-mail handling
Using Default Reply template

= Administrators can define that a queue has a default reply template in use. Instead of opening the Templates folder and
manually choosing the right reply template, you can insert it with one button click or with a shortcut key.

e v @m @& B Jull=]ell=l=l=la]a]all=z]i=]
100% 1 r
| el e | w8 | 8| e [ e || @ ||||@ "ﬂ| Click the Use default reply template button.
g ™ Cir
K‘--.\ *-\..._\_\_\_H b4
™ ' Use the shorteut key Ctrl+T.
‘\-\.
.~
The defined reply template is inserted into
your reply.
| y
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E-mail handling
Viewing Embedded images

To display embedded images in an inbound e-mail body, do the following:

= Open an e-mail for viewing or editing or accept an incoming e-mail.
= Click the Show Images button.

o The embedded images are downloaded and shown in the body text area.

o If an attachment file does not contain file extension, CDT adds the .txt extension to it so that the file can be opened by a
browser.

o The embedded image files are also available in the attachment list marked with “[x]”.

To include the received embedded images in your reply, click the Copy all to reply attachments button. The embedded
images are now sent in your reply.

e v B @B 7 Jujl=lell=]=]=]l®]a]fA|:=]=]

100%  [v]|{ e J = Lt ] & o] 8] B —Ngi Show Images button J
I"/ N

7
o
3
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Using History Search

File View Tools Help

Procedure -

Available [+] |E‘
. | Directory |[ Contact Center fm

= To search for the contact history, . |

Ready -:ja Mot Ready Nrap-Up Queues History Dashbeard Supervisor Scripting Chat E-Mail OE Campaigns
click the History button. Seccatae [0 [00]0 [0 | conatristory

EE Demo Chat 0} [100:00]| RO WO (3] |Contac] Queus Subject Agent Status  Time | Duration |[Z]

A a A A [¥] ¥ EE E-mail Que| 5 -1024[ 0 | 0 2 | useri, EEtest Handled 06.042020 1116 1023

The Sea rCh Cr|te ria d|a|0g Wi ndOW /I EE Phone Queue| 0 [00:00 [ 0 [0 || | I user!, EEtest Handled  06.04.2020 11:00 01:28

EN Phone Queue| 0 | 0000 | 0 | O I userl, EEfest Handled 06.04.2020 10:45 03:36

[w]Facebook IPCC | 0 [00:00 [ O | O I userl, EEtest Handled 06.04.2020 10:45 00:16
opens. Contact Type and the date 510 Phone Ovend T 0000 T[4 — _

[ZIEEVIP £ Eomai| 0 [00:00 | 0 2 | Search Criteria -- Webpage Dialog *

LV E-mai

range values are automatically —

Contact Type E-Mail [v]

Source Numbe \

filled. You can enter more search

Recording

criteria or change them.

Desfination E-Mail Address

E-Mail ID

|
|
= Click Search, and the results are }
[
[

/| Recording Audic/Wave ——1]—- E-Mail Body

E-Mail Internal Remarks

displayed on the History tab page. Eﬁ pieosrone =={—= i =]

If there are no results, the page is

Chat Subject [
\

‘ |Queue Name Ll
| | Agent Name

Dste Range
i) [24.03 2020
(] [24.04 2020 _

empty and the status bar displays

the text “O results found”.

1+ 24 042020 16:10:00 Ut | Date Range End

Search H Clear H Cancel |
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