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Overview: 8x8 Contact Center for admins

8x8 Contact Center administrators use 8x8 Configuration Manager platform to set up their tenants. Administrators can

use a graphical user interface (GUI) to manage all components in a tenant. 8x8 Configuration Manager is easy to use

and

requires no special software or hardware to run. It is 100% cloud-based and accessible from anywhere and anytime

as long as you have a computer and Internet access. Using 8x8 Configuration Manager, administrators can set up

agents and supervisors, create roles and assign tasks, create campaigns, broadcast messages, create wallboards, and

much more.

Use 8x8 Configuration Manager to:

Create and configure your contact center's communication channels, interaction queues, agent groups, agent
accounts, and the optional Status Code and Transaction Codes features.

Customize the tools and features available to your agents.

Define security policies for the tenant.

Customize the Local CRM to match your customer resource management requirements.

Provide Internet access to your contact center's channels with a 8x8 Contact Center Support Center.
Create and run campaigns based on phone media.

Integrate your 8x8 Contact Center with an External CRM, such as NetSuite or Salesforce.

Send broadcast messages to your 8x8 Contact Center groups.

Define status codes to indicate the reasons for agents' change of status.

Define transaction codes to indicate the purpose or outcome of interactions.

For details about our latest 8x8 Contact Center features, see What's New for Administrators. See Get Started and

Understand the Interface in this guide to learn how to start.
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System requ irements
Each administrator requires a computer equipped with a browser. We fully support the following browsers for 8x8
Contact Center

m  Google Chrome (latest version)

m Mozilla Firefox (latest version)

= Microsoft Edge (Chromium)

We do our best to support the following browsers for 8x8 Contact Center:
= Microsoft Internet Explorer 11 (latest version)
m Apple Safari (latest version)

You can test your current browser's security standard compatibility. For information about agent workstation technical
requirements, see your contact center supervisor, or refer to the Technical Requirements document for Agents.

Known Issue: If you use Internet Explorer to run 8x8 Contact Center applications, you may encounter
high memory usage. To resolve this issue, clear your browser cookies and cache, activate the setting to§
clear history, clear history on exit, and reboot. ;
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. &=~ Note: To maintain uninterrupted access, update your web browsers or SSL libraries to the latest
E:_ﬁ available versions. Attempts to access 8x8 web portals on a computer without a TLS 1.2+ compliant
: browser or SSL library prevents you from configuring your services.
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Note: For APIs customization in the 8x8 Contact Center, check with your system administrators or

developers to ensure that the system SSL libraries are updated to support TLS 1.2 or better. Affected
products may include, but are not limited to, older distributions of Linux-based operating systems (using
old versions of OpenSSL) or Java Runtime Environments (JRE) older than 1.8. :
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What's new in the 8x8 Contact Center 9.14 release for
administrators?

In 8x8 Contact Center for administrators, we have introduced the following enhancements to improve the productivity of
agents, supervisors, and administrators in our new release.

f— Note: The product version in 8x8 Agent Console and 8x8 Configuration Manager may show up as 10.0
- instead of 9.14 while we are working to fine-tune our 8x8 Contact Center applications. '

Ability to set up DTMF blacklist

As an 8x8 Contact Center administrator, you can now manage your DTMF blacklist by adding, editing, and deleting
phone numbers as well as SIP URIs in your DTMF blacklist. The DTMF blacklist is an existing service to stop recording
a call once connected to a blacklisted destination. It also masks any key presses in the customer experience call flow, so
that payment card data is kept private. Prior to this release, adding an entry to the DTMF blacklist required raising a
ticket with 8x8 support team. For details, see our content on how to set up DTMF blacklist.

Introducing the Chat API 2.0

The 8x8 Contact Center Chat API allows third-party companies to connect directly to an agent from their own system,
this enables them to use their interface to speak to their customers, such as enabling their clients to communicate with
an agent from mobile app-based chat, Desktop web chatbots, and messaging via integrations with other apps or
platforms.
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Features

m Enhanced documentation in developer portal

= Introduction of frontend logging

= Introduction of new user interface for maintaining Chat API channels
= Sending secure webhook callback requests

m Standardizing API to fit in with 8x8 public API approach

For details, see our content on chat workflow for developers.

Support OAuth2 authentication for email channels

The 8x8 Contact Center authenticates email channels via basic authentication, using the simple username and
password. Email service providers like Microsoft announced plans to stop supporting basic authentication for Post
Office Protocol (POP), Internet Message Access Protocol (IMAP), and potentially for outgoing server setups (SMTP).
This requires integrators to migrate their current email client to use modern authentication methods like OAuth2. To
prepare for this security improvement, 8x8 Contact Center now introduces support for OAuth2 authentication for users
of Microsoft. We continue to support basic authentication for existing users. For details, see our content on how to use
OAuth2 authentication for email channels.

Ability to adjust post-processing time for direct agent calls

Post-processing time is the duration agents are allowed, after terminating the calls, to wrap up any pending notes or
actions related to the call. Prior to this release, while processing direct-to-agent calls, agents had a limited duration of
five seconds for post-processing. Depending on your business needs, agents may require more time to wrap up notes
on calls. In this release, we are introducing the ability to adjust post-processing time for direct-to-agent calls from five
seconds to a maximum of 60 minutes helping to meet your business needs. For details, see our content on how to
adjust post-processing time for direct agent calls.

8x8 web chat is now WCAG 2.1 compliant

When websites, tools, and technologies are designed and developed so that people with disabilities can use them, they
are considered web accessible. Web Content Accessibility Guidelines (WCAG) offer recommendations on how to
increase the usability of your website, and how to make it accessible to people with disabilities. Web accessibility
encompasses all disabilities that affect access to the Web, including auditory, cognitive, neurological, physical, speech,
and visual.
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Prior to this release, 8x8 Contact Center customers who are WCAG 2.1 compliant were restricted from using the web
chat solution due to the lack of compliance. In this release, we have enhanced the 8x8 Contact Center web chat
experience to comply with the WCAG 2.1 guidelines allowing better readability, navigability, and interactivity with our
web chat elements. For details on how to make your chat WCAG compliant, see our content on chat design
enhancements for WCAG 2.1 compliance.

? Note: WCAG Compliance is limited to 8x8 Contact Center web chat only. All other features and
applications in the 8x8 Contact Center are not yet WCAG compliant.

To comply with WCAG 2.1, 8x8 Contact Center introduces enhancements to the web chat experience, thus allowing
8x8 customers to be WCAG 2.1 AA compliant. Learn more

9.13 Release

We have introduced the following enhancements to improve the productivity of agents, supervisors, and administrators
in our new release of 8x8 Contact Center.

Introducing 8x8 Contact Center new APIs

8x8 Contact Center introduces the Call API allowing 8x8 Contact Center customers to place outbound calls for agents
from an external (desktop-based) system. Agents can simply log into the 8x8 Agent Console, place it on a persistent
connection, and handle calls from their external system. Prior to this release, click-to-dial was used to place outbound
calls for the agent. Click-to-dial calls were initiated by agents from within the 8x8 Agent Console application.

The call API allows placing calls, dropping calls, dropping agents from a conference call, and more. It works in
conjunction with the Agent Status API to change the status of the agent, and the SAP| API to publish events on the
8x8 platform. We have also added the following attributes to the SAPI APl in this release:

= Additional granularity of the call status
= Additional granularity of the customer hung up reason
= Additional granularity about reasons for call abandonment

For features and limitations, see our content in release notes. For details about API, refer to Call API, Agent Status
API, and SAPI API.

1(Learn more about the compliance levels > Level A: Minimal compliance; Level AA: Acceptable compliance; Level
AAA: Optimal compliance)
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3 B What's new in the 8x8 Contact Center 9.14 release for administrators?
X

Enhancing outgoing email settings for channels and agents via SMTP

As an 8x8 Contact Center agent, when you email customers via email channel, you want to ensure that customers
receive the emails without being blocked by your outbound email servers, or the spam filters of the customer’s email
servers.

To ensure the delivery of emails sent by agents, 8x8 Contact Center now supports an enhanced configuration for
outbound mailing systems, only available for custom SMTP servers. This enhancement allows specific configuration for
each and every channel or agent, so that emails actually get signed and sent using the individual accounts. When
sending out emails, the “From” section in the email header must match the actual address used for sending out that
email, which implies using correct accounts and credentials, and the actual sender. When an agent sends an email via a
channel, it uses the channel address. When an agent sends an email via their own address, it uses the agent's
individual email address.

Prior to this release, emails were sent from a unique address and user account configured on the SMTP server. The
email address on the email header did not match the email address used to send the email, causing emails to be
blocked by spam filters. For details, see our content on how we enhanced our outgoing email settings for channels and
agents via SMTP.

See our content on all Previous releases.
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8x8

Previous releases

Previous releases

You can find 8x8 Contact Center previous releases for admins here:

About 8x8 Auto Dialer: 8x8 Contact Center now introduces progressive and predictive dialing modes to better

manage outbound telephone-based campaigns to meet your business needs. Automate your outbound dialing and

maximize the productivity of your contact center agents. Empower your agents to connect with prospects and

customers more effectively, and boost conversion rates as well as customer satisfaction. The progressive and predictive

dialing modes call numbers automatically from campaign calling lists, screen for busy signals, voicemail, no-answers,

and disconnected numbers, connecting agents to only live-answered calls.

Learn more about the 8x8 Auto Dialer and its benefits.

Version 9.14

Controlling call recording on third-party transfers: As an 8x8 Contact Center administrator, you can choose
to stop call recording on the third-party transfers when your last contact center agent leaves the call. Let's say the
contact center agent transfers the call to a customer or a third-party caller who is outside the contact center, via a
warm or cold transfer. Or, the agent decides to drop out of a conference call as the last contact center agent. Using
this feature, stops the call recording to avoid sensitive information to be recorded. Calls to 8x8 Work extensions are
also considered third-party calls and therefore affected by this rule.

The call recording control is enabled at the tenant level and cannot be modified per agent. Once enabled, it
becomes the default setting for call recording of the tenant and overrides the existing settings such as agent's
ability to pause recording. Contact 8x8 Support for more information and to enable this feature. For details, see our
content about Agent's Recording Controls.

Introducing 8x8 Contact Center SMS: In this release, 8x8 Contact Center introduces communication via SMS
inbound channels. SMS has become a popular channel of communication in customer service. Let’s say customers
of a car insurance company want to check their claim status or send related inquiries, they can simply send SMS
messages to an SMS number published by the insurance company. These messages are routed via SMS channels
and chat queues to agents, and offered to them as chat interactions for responses. Agents can look up customer
records if the message is from an existing customer. They can look up outstanding cases and history of interactions
to handle the conversation effectively.

For details, see our content about SMS channels and how to set them up.


https://support.8x8.com/
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Introducing agent whisper for phone queues: In this release, 8x8 Contact Center agents can now hear an
audio message (whisper) about the context of the call they have dialed or received via a queue. Agent whisper is an
audio file that can be uploaded and assigned by the tenant administrator to an inbound or outbound queue to
inform the agent, upon connection, about the connected call. Let’s say John serves support calls as well as sales
calls. Upon receiving calls, the system plays a brief message stating if it is a sales or a support call. Agent whisper
can be implemented for both inbound and outbound calls such as campaign calls. For details, see our content on
how to create Agent whisper for phone queues.

Queues/Skills » Add Inbound Phone » Properties

Queues/Skills
Channels

< Back to queue list
Properties

CRM Queue type Phone

Outbound Queue direction Inbound

~€tup * Queus name

Default priority i3 1=Low 10=High

Transfer Incoming Calls to

Integ Post-processing timeout |5 seconds

Woice Recording 0

Waiting Music Jazz music

Agent whisper audio MNone

None

Acme 5ales

. Acmelets Agent-Whisper
vy QisinQ

Orens sale queue

Sales Queue

Support Whisper

jaudio

<+

Save Cancel

Transferring a chat interaction with contextual information: When your agents know who your customers
are, what they're looking for, and what they’ve already spoken to another agent about, they can give better service,
faster. Contextual information informs live agents so they can have more productive conversations while handling
customer issues. 8x8 Contact Center introduces the ability to hand off the conversation with interaction details
when transferring a live chat.

This feature is available to all agents by default. It does not require admin configuration. Learn more about how
agents benefit from contextual information during chat transfer.

Intelligent routing of chat interactions based on customer data: Before initiating a chat interaction,
customer information such as account numbers or case numbers collected via the pre-chat form, can now be used
to determine routing of the chat interaction. You can now collect customer data, store them into system and user-
defined variables, and use values stored in these variables to direct the interaction to the appropriate queue. This
improves the efficiency of handling chat interactions.


https://docs.8x8.com/8x8WebHelp/VCC/release-notes/Content/9-10-release/chat-transfer-context.htm
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Let’s say your company wants to route interactions based on the customer language. Collect the preferred
language choice in a variable, and use this data in the IVR to direct them to the appropriate language queue. Let’'s
say your company wants to route interactions based on the department such as Sales or Support, you can collect
this information during the pre-chat, and use it to route the interaction to the right queue.

Learn more about how to define custom variables and use them in chat channels.

These variables can be used to store data in advanced interaction routing involving external IVR. To learn more see
our content on enhanced data augmentation.

You can also use variables to present personalized greeting messages based on the customer input. If the
customer enters their name, then greet them by name.

.................................................................................................................................

.................................................................................................................................

Let’s say your contact center has implemented the 8x8 web-chat solution. Your users log into the website so you
already have information about the customer based on their account, e.g. language of the account or the browser
language. You do not have to ask the customer for this information in the pre-chat form again. Use the 8x8
Embedded Chat API to post this information using variables. The contact center admin has to make sure to define
the same name for variables in the IVR script as used in the API, to ensure routing based on this customer

information.

Enhancing data augmentation: Data collected by External CRMs and third party integrations can now be used in
a meaningful way. The data augmentation AP allows you to tie data between external applications and call data.
This facilitates greater resolution on what drives call volumes and handling times. Prior to this release, the two
nodes: 8x8 IVR, and Forward to External IVR, have been limited in terms of data variables. To forward calls to an
external IVR such as intelligent IVR, you need to forward an incoming call to the external IVR, assign a queue ID,
check the queue ID in the phone script, and forward the call to the right queue. For details, see our enhanced data
augmentation example workflow and the required steps to forward calls to an external IVR.


https://support.8x8.com/cloud-contact-center/virtual-contact-center/developers/Virtual_Contact_Center_Embedded_Chat_API
https://support.8x8.com/cloud-contact-center/virtual-contact-center/developers/8x8_Contact_Center_Data_Augmentation_API
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e Scripts » Phone » Script

Acmelets
< Backto
Serpts Properties Script
CRIM
I Save Revert Cancel View Variables
un
R - M
ard To Extemal IVR [IVR] | edit | add | copy | remeve ]
/R return greeting]
)- g, TestVariable [test queue ID] Edit ObJECt
B True
©1- 3§ Forward to Queue [adfs] Forward To Extarnal IVR
in queue
queue timeout Ohbject tag : IR
overload
- False Fhens

<> DefaultTermination [Hang Up]

oK Cancel

= Announcing end of life for Support Center functionality: In this release, 8x8 Contact Center is retiring the
Support Center functionality. Support Center previously offered communication channels and information services
for your customers to reach your contact center agents and get help. We offered direct URLSs to the default or
custom Support Center which could be embedded in your company website.

Support Center » Direct URL

B & | a8 Support Center X |4+ v = a X
My Acmelets Support Center - 0 @ B hitps//vee-nadbBxB.com/SC/sc_cente ¥ = L e
< Backto Support Center List Suppor‘t Center
Properties Assignment ¢
CRM ctinalini2
Direct URL Categol
Support 2 } . . )
Center Direct accessto  Main Menu { -
- —% "
N o ‘g \
n -
A, 2 R g
Br T FADs “Collaborate T Chat T Email "My Account
Ini
- URL to use for integration purpose Use the communication channel of your choice to contact one of our Customer Support Representatives
= Direct access to the Main Menu of th
=
httpsi/ivee-nadb.8x8.com//AGUI/ag April 13, 2020 17:16
Pt

Generate URL
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In this release, access to Support Center functionality is not provided through Support Center, but through new

tools and interfaces as seen below:

Feature

FAQ

Collaborate

Chat

Email

My
Account

Description

FAQ was a repository of frequently-
asked questions and answers for
customers which was accessed via a
user interface.

Collaborate was a mechanism for
agents to remotely access and
control a customer's computer.

In the Support Center, chat provided a
user interface for customers to
initiate a chat with live contact center
agents.

The Email functionality in the Support
Center offered a user interface for
customers to send emails to agents.

My Account was a portal for
customers to submit information
requests or open cases and receive
responses to requests. Customers
could check the status of their cases,
or close their cases using this portal.

Access

Use the CRM API to add, modify, get, delete, and list FAQs.
For details, see our CRM API documentation.

The control functionality is no longer available, however,
the remote access and user guidance functionality is
replaced by the improved Co-browsing feature to offer
remote customer access.

We now offer chat, SMS, and social media channels with
better chat workflow and design. For details about chat,
see our documents for the Embedded Chat Channels. To
take advantage of social media to service customers, such
as Facebook and Twitter, see our guide about Social
Media Integration.

Customers can now publish the email addresses for
support, as configured in the email channels on
Configuration Manager. Or, implement their own email
submission forms on their websites and forward them to
the inbound email server as configured for 8x8 Contact
Center. For details, see how to set up email channels.

We are no longer offering My Account, by default, for Local
CRM. However, for more advanced implementations we
offer the CRM API which can be used by Contact Centers
to implement their own portal similar to My Account. For
details, see our CRM API documentation.

m Introducing 8x8 Secure Pay: 8x8 Contact Center now offers customers a secure integration to support the

Version 9.14

processing of bank card information via our partner PCI Pal. 8x8 Secure Pay enables an agent and customer to

stay in contact on a call while masking the card input from the customer's handset so that the sensitive card data

stays secure and out of the contact center. The service can be integrated with a CRM, Enterprise Resource


https://support.8x8.com/@api/deki/files/2718/Virtual_Contact_Center_CRM_API_User_Guide.pdf?revision=3
https://support.8x8.com/@api/deki/files/2718/Virtual_Contact_Center_CRM_API_User_Guide.pdf?revision=3
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Planning (ERP), or a billing system and the customer's payment gateway to process the payment. The service can
also feed information about the payment back to the originating system.

This new integration offers agents a secure payment page for processing customer transactions. The secure
payment page can be configured to include pre-populated data or data that the agent adds manually. When this
page is opened, the customer audio is rerouted via PCI Pal, which allows them to mask the keypad input both
visually and audibly.

The agent hears the conversation and controls the card input, but only hears a single-tone DTMF and sees starred

out digits for the card number, date, and Card Verification Value (CVV). In the event of erroneous data input by
customers, agents can reset the relevant data field in the payment page, allow customers to fix the input, and

facilitate a successful transaction.

Al
8501 c: k Protected by
= CCpal
Customer Barry Allen
Barry Aler
Name
Amount 19.56
PAN
n,‘
Expiration
.,‘
cv2
n,‘
Process

When on an active call during the card payment, the agent hears the conversation and controls the card input, but
only hears a single-tone DTMF and sees starred out digits for the card number, date, and Card Verification Value
(CVV). The agent can reset any field if a mistake is made, and once the data is ready they can take a payment and
receive the confirmation or rejection of the transaction. For detials, see our content in the release notes.


https://docs.8x8.com/8x8WebHelp/VCC/release-notes/Content/9-9-release/secure-pay-pci-pal.htm
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Introducing the Answer Machine Detection (AMD) Service: In 8x8 Contact Center when the dialer is used in
its aggressive mode, it can call more numbers than available agents to maximize agent efficiency. The dialer needs
a service which detects the calls answered by a machine instead of people, and to filter them. We have now
introduced the Answer Machine Detection (AMD) service to identify such calls and allocate the calls answered by
people to the available agents. When the AMD service identifies a machine-answered call, it sends a one-way
message to the call routing to end that call and resolve it automatically. AMD is a learning service and it needs
some time to build an effective library of known audio samples before it reaches the maximum efficiency. Once this
is done, the AMD service resolves a machine-answered call quicker than the manual effort of an agent.

Once AMD is provisioned for your tenant, the contact center administrators can activate it for the desired
campaigns. For details, see our content on the Answer Machine Detection (AMD) service.

AMD works in conjunction with our new Auto-TCL. The transaction code for such calls appears as Answer
machine detected in CRM Cases or under Historical reports.

Last Modified Date  Transaction Code
25/07/2019 11:3..  25/07/2019 11:36... System Codes: Mobile number blocked
25/07/2019 11:3..  25/07/2019 11:36... System Codes: DNC blocked

: 24/07/2019 162 24/07/2019 16:25... System Codes: Call rejected
Closed  24/07/2019 16:0. 2019 16:08... System Codes: Call rejected

Closed  15/07/201915:2.. 15/07/2019 15:21 |Sys(em Codes: Answer machine detected

Note: The AMD service is only applicable to the calls routed via campaigns, but not the outbound
calls placed by an agent.

Ability to Detect TCPA-Listed Phone Numbers via Carrier Call Blocking (CCB): 8x8 Contact Center is
now able to detect TCPA-listed phone numbers via Carrier Call Blocking (CCB) service. This feature is available for
US customers only. The Telephone Consumer Protection Act (TCPA) designed to safeguard consumer privacy
restricts telemarketing communications via calls, SMS texts, and fax. To comply with TCPA, we have introduced
Carrier Call Blocking (CCB) service for campaign calls which allows the campaign manager in the Dialer to apply
special routing to two carriers: Brightlink and RSquared. They will then run dialer calls through a service that checks
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whether or not the phone number is listed on a Do Not Call (DNC) or mobile block list. If listed, the call is
terminated by the carrier and an appropriate Session Initiation Protocol (SIP) code response is sent back to the
interaction router. The call is then handled by our Auto-TCL and completed. Once provisioned, CCB can be
enabled at the campaign level. If CCB is enabled, the campaign dialer checks whether the outbound call’s phone
number is listed on TCPA list.

Once CCB is provisioned for your tenant, the contact center administrators can activate it for the desired
campaigns. If CCB is enabled, the campaign dialer checks whether the outbound call’s phone number is listed on
TCPA list. For details, see our content on Carrier Call Blocking.

Improved Call Handling via Phone Connection Mode and Auto Answer:

8x8 Contact Center has improved the existing call handling capability via two features: Phone Connection Mode
and Auto Answer. With Phone Connection Mode, agents set up their phone connection before they start working
on calls and remain connected throughout their working day. It allows them to respond to incoming and outbound
phone calls with a simple click on the user interface improving their call handling efficiency. There is no audio
indication with the Phone Connection Mode. For details, see our content on Phone Connection Mode.

With Auto Answer, however, every phone interaction that is offered to an agent is automatically connected
eliminating the need to accept it manually. Agents receive an audio prompt to alert them of a call as it connects.
Auto Answer is paired with Workplace Setting Validation and is configurable at the tenant level. To enable Auto
Answer, you must also enable workplace setting validation. For details, see our content on Auto Answer.


https://support.8x8.com/
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& Robin Shasta (ryandemo0101) MyProfile  Co-browsing = Logout

Home » Profile

Summary Profile Audio Files Schedules Dial Plans Agent's |dle Timer
Password (min. 8 chars) * Administrator's email(s)7

Retype Password ryan.cox@8x8.com

= Maintenance email distribution list(s)"
Miscellaneous tenant settings ryan.cox@8x8.com
Default Time Zone
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Enable Enhanced Ringtone Choose Files | No file chosen

Enable Agent's My Recording Functionality

Tenant - Logo

mage{Jpg -png, & or .bmp) with & size of less than 1mb. It cannot
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[ Enable transferring to queues with no working agents

[ Allow agents to configure warning message popup

to enable
Persistent
Connection Mode

Enable agents to return to available status after pulling email
[ Enable sending FAQ as HTML
Enable Queue/Skill groups Phone Connection Mode

Default Connection Mode (3)  Persistent
to enable Auto
r Allow Agents to Change Phone Connection Mode  Reset a
[~ EJEnable Auto Answer (@) Reseta

Once Phone Connection Mode is provisioned for your tenant, the contact center administrators can activate both

Phone Connection Mode and Auto Answer for your tenant. Auto Answer is only supported on line 1 for phone
interactions.

Introducing Workplace Setting Validation: When changing workplace setting (Workplace Phone and
Workplace SIP URI), agents must validate their changes to be able to handle the calls. When they click to validate
the change, it triggers a phone call to the updated phone number. A PIN code is then communicated to the agent.
The agent must enter the PIN code to validate the changes and continue. If they are unable to confirm the PIN,
they must exit and revert to their last validated setting. The workplace setting validation is offered as a mandatory
security feature with Auto Answer, or it can be deployed as a stand-alone feature. For details, see our content on
Workplace setting validation.
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Default Connection Made () Persistent
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Ability to Automatically Apply Transaction Code (Auto-TCL): 8x8 Contact Center automatically assigns
transaction codes to campaign calls when the destination party is not available to answer the call, or the call cannot
be completed, such as when there is a busy tone or dead line. The new feature also identifies the calls that are
answered by a machine. Auto-TCL works with Answering Machine Detection (AMD) service to identify such calls
and automatically disposition them. It then moves onto the next call with minimal agent disruption. This feature
allows agents to be more efficient with their time.
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Once Auto-TCL is provisioned for your tenant, the contact center administrators can activate it for the desired
campaigns. For details, see our content on how to Automatically Apply Transaction Codes (Auto-TCL).

e Campaigns » Properties

AcmeJets Campaign

mpaign List

Channi

(=3 General Properties

Campaign ID
* Campaign Name

* Queue

Supervisors

Search Sort

181
dflPK2SC3Yi0AS
Out

Audio files

Status Manual Stopped
B This campaign is enabled
Answer Machine Detection
Show Skip button

* Dial Plan System Dial Plan: Internat...
Automatically apply Transaction Code to system ended calls
* Caller Id
8 Override mandatory Transaction Code selection
* CRM Objects Dynamic Campaign
Carrier Call Blocking
Preview Properties
* Preview Timeout (sec) Use Agent Offer Timeout Timeout Action No Action
Start & End Time
Start Date o] Start Time
End Date ) End Time

= Dynamic Campaigns: Ability to Update Live Campaigns: Dynamic Campaigns allow you to add or remove
records from an active campaign via API. Prior to this release we could not add or remove records from a campaign
after it started running. This supports integrated lead capturing systems which feed new prospects into the
corresponding campaign in real time so they can be dialed within five minutes. Removing a campaign record will
not delete it from the list but will keep the record for future reports.
For details, see our content on dynamic campaigns. For API configuration details, see our support article on how
to configure 8x8 Contact Center Dynamic Campaign API.

m Allow Agents to Skip Campaign Calls While on Auto Answer: 8x8 Contact Center is now offering agents
the option to skip the campaign calls during a campaign. To give the agents this capability, you must enable this
option under Campaign > Properties .
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For details, see our content on how to skip campaign calls while on Auto Answer.

General Properties
* Campaign Name

* Queue

* Dial Plan

* Caller Id Select ID

* CRM Objects

Preview Properties

* Preview Timeout (sec) Use Agent Offer Timeout

Start & End Time

Start Date

End Date

Daily Call Start & End Time

Enabled

ystem Dial Plan: Internat...

& aS0opstest

Carrier Call Blocking

Timeout Action No Action

Start Time

End Time

Area Code (US & Canada only)

Time Zone

= Ability to Clone Queues: 8x8 Contact Center now offers customers the ability to clone queues. With this new

Version 9.14

enhancement, administrators can copy inbound phone queues, outbound phone queues, chat queues, email

queues, as well as voicemail queues with a simple click. Cloning queues allows Contact Center administrators to

create multiple queues in a short time.

When you clone a queue, the queue properties, members, interactions, SLA, and email settings are copied. A

queue name is automatically generated. You can modify or make changes to the new queue, if required. To clone

a queue, in 8x8 Configuration Manager, go to Queues/Skills to display a list of queues, select a queue and click

O
Copy. For details, see our content on how to clone queues.
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= Enhanced Usability of Co-browsing: With Co-browsing, you offer live, hands-on assistance to customers, take
control of their cursor, and demonstrate how to perform the action while the customer observes. Via co-browsing,
you can securely connect to remote computers, access, and troubleshoot problems over the 8x8 Contact Center

Version 9.14

platform. For details, see our content on how to get remote customer assistance.

Customers, who use 8x8 Co-browsing for remote assistance, can now enjoy better usability with the following

enhancements.

20
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A refreshed user interface.
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o Better visibility to the status of co-browsing session on customer side.

Agent side

E! Sharing stopped
(_ Connecting...
[ Customer sharing

Bad connection

AN

Agents and customers
can see the status of
co-browsing.

Customer side

Maximized

@ Co-browsing session not started.

(. Waiting for agent to connect...
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Ia Sharing your screen

Bad connection

Previous releases
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o The auto-minimized status window allows the customer to keep an eye on the status of the shared screen at all

times. The customer can move the status window to the desired location while in a live session.

Click Start to initialize the Co-browsing
session and provide the Session [D to your
agent,

Session ID:
Start sharing Close

Bl Co-browsing session not started.

Powvered By BxB Ine.

=

[ =

[

o

_ 3

Click to 5

maximize or 3

move around. o
@ Sharing LA

o Agents receive feedback when the co-browsing session is interrupted, or takes time to load.

A

QAuom () 39% © /

Unable to identéy customer page sharing Please direct customer to navigate back to the co-browse window. or end the session. X

A

( Receive feedback when
the co-browsing session is
interrupted or loading.

Co-browsing O Mode: Full-control & Sharing stopped
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m Ability to Reset the Agent's Idle Timer: In 8x8 Contact Center, idle time refers to the length of time agents
have been idle and is measured for each agent by the agent's idle timer. By default, an agent is considered idle
from the time he ends post processing of a system-delivered, queued interaction and becomes available. When
multiple agents with the same queue and skill level assignments are idle, the system routes the call to the agent
who has been idle the longest. The agent’s idle timer is reset every time they end post processing of a system-
delivered, queued interaction. Agent-initiated interactions do not reset the idle timer.

To supplement the default behavior, in the new enhancement we allow 8x8 Contact Center administrators to reset
the idle timer when agents transition from one status to another. For example, The idle timer resets when agents

change their status from On Break to Available when they log in. For details, see our content on reset agent's idle
timer.

& Robin Shasta (ryandemo0101) My Profile

Home » Agent's Idle Timer 6]

Summary Profile Audio Files Schedules Dial Plans Agent’s Idle Timer

Agent's Idle Timer Reset Settings

When multiple agents are available with the same queue and skill level assignments, the system routes the call to the agent who has been idle the longest. By default, the agent's idle timer is reset
every time they end post processing from a system delivered interaction.* This reset persists until the same scenario is repeated. Agent initiated interactions do nat reset their idle timer.

o Additionally, you can customize your contact center to reset your agent's idle timer based upon a combination of agent and system initiated status changes
B ...to the following status via AGENT action ...to the following status via SYSTEM action
Reset idle timer when coming from... - -
Available  OnBreak  Work Offline  Logout Available  OnBreak  Work Offline  Logout

Post Processing

Status Change

Login

On Break

Work Offiine
* The imer also reses at the end of a nan-busy Direct Agent Routing (DAR) cal

Reset to Default Save Cancel

m Ability to Autodial Campaign Calls after Preview: In this release, we have introduced the ability to autodial
campaign calls when an agent has spent all the preview time without taking an action. Autodialing campaign calls
after previewing a campaign record is controlled by a campaign setting.

E Note: This feature enhancement is only applicable if your company uses 8x8 Contact Center
= campaigns.

Prior to this release, agents handling a campaign could view the campaign record for the specified preview period
and manually start, reject, or skip the interaction. They were not forced to take the interaction in the time allowed.
Additionally, the need for a manual action to initiate a call was repetitive and inefficient. With the autodial feature,
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however, at the end of the preview time if no action is taken, calls are initiated automatically eliminating the need
for manual action by the agent. The 8x8 Contact Center administrators can enable autodialing for each campaign
when an agent’s preview countdown ends. The minimum preview duration is 15 seconds. For details, see our

content on how to set up autodial for campaign calls.

H o -
Campaigns » Properties
ecurity
t Grou
U
Queues/Skills
< Back to Campaign List
Chan
S¢ Properties
Ed General Properties
c * Campaign Name This campaign is enabled
— * Queue Answer Machine Detection
Setup Show Skip button
=~ * Dial Plan System Dial Plan: US Nort...
. Automatically apply Transaction Code to system ended calls
Campaigns “ Caller Id Select ID N
= Qverride mandatory Transaction Code selection
* CRM Objects Dynamic Campaign
[ on Carrier Call Blocking
Preview Properties
Codes
* Preview Timeout (sec) Use Agent Offer Timeout Timeout Action Dial Call i
Utbr No Action
Phane C Dial Call
Start-BeEme i
Chat desian Start Date o Start Time
End Date = End Time
Daily Call Start & End Time
Area Code (US & Canada only]
Enabled Use B ! v
Time Zone
Schedule

n Efficient Voice Channel Workflow via off-Hook Mode: With off-hook connection mode agents can instantly
and seamlessly connect to customers and improve their productivity. Off-hook is a persistent connection from the
agent’s device to 8x8 Contact Center. It removes the need to connect the agent’s workplace phone for every call
handled. Agents set up their voice connection before they start working on calls and remain connected throughout
their working day. It allows them to respond to incoming and outbound phone calls with a simple click on the user

interface.

In the previous behavior, after agents log in to 8x8 Contact Center and make themselves available, they have to
accept the interaction for every call that comes through the queue. If they miss the ringing phone, they will no
longer be available to take the interaction.

To enable off-hook connection mode for the tenant, log in to 8x8 Configuration Manager as an administrator and
click Enable Off-hook Connection Mode in Home > Profile. If enabled by the contact center administrators,
agents can click Enable Off-hook Connection in their 8x8 Agent Console's user profile. For details, see our

content on off-hook connection mode.
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Release 9.7.3

We have introduced a brand-new look for 8x8 Contact Center applications in this release. Additionally, we have a new
feature enhancements for administrators:

Ability to Filter Campaign Lists Based on Do Not Call Preferences: While creating a campaign filter, you can
filter those numbers from Local CRM records that are registered with the Telephone Preference Service (TPS) and
Corporate Telephone Preference Service (CTPS), to be compliant with TPS and CTPS. This feature is currently
supported for UK phone numbers, but will be extended to other countries in future releases.

A Rafael

Campaigns » Filter

MingailioCampaign
< Back to Campaign List *

Properties Supervisors Filter Sort Audio files
——

First Name Not Equal to Q8CustOutbound
and @ -0

heck Do Mot Calllists UK - Telephane Preference Service (TPS), UK - Corporate Telephane...
UK - Telephone Preference Service (TPS)
UK - Corporate Telephone Preference Service (CTPS)

Test

Once done entering filter criteria, you should test it by clicking on the Test' button below

Test Cancel

This feature helps customers to be TPS/CTPS compliant, but does not guarantee it. Customers are responsible for
their own compliance. It is recommended not to run campaigns longer than 28 days. For details, see our content on
Filter Campaign Lists Based on Do Not Call Preferences.

Release 9.7.1

We have introduced the following new enhancements to improve the productivity of agents, supervisors, and
administrators.

= Ability to Set the Browser Language as the Pre-Chat Language: In 8x8 Configuration Manager,
administrators can now set the browser language as the language visible in the pre-chat form. A pre-chat survey
form serves to gather information from a chat user before initiating a chat. Using the form, you can collect
information from an existing user, such as their preferred language. With this enhancement, the customer's
browser language can optionally overwrite the pre-chat default language, eliminating the need for the customer to
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answer an extra question. When the translation is not available for the browser language, the pre-chat selected
language will be in effect. See Translation in pre-chat form.

Button

“ Name
Survey
Format

Question

Drag and drop

M Question

Chat design » Add pre-chat form

nvitation Form Window
Acmelets Pre-chat

Translation
Select your preferred language.
& Mandatory

Include a separator on the end

Identifier

*Description  The pre-chat form to get customer's information

Available translation
Japanese

Spanish

French

Portuguese

Set as default

>

Add

No items to show

Format

Step 1> Step 2}

Cancel

Next >>

= Ability to Bypass Automatic Translation in Greeting Messages: In 8x8 Configuration Manager, the

Version 9.14

administrator can configure the greeting messages to bypass the automatic translation. Greeting messages are
routinely used to invite the customers to a chat session. You can type your message in the chat window, and select

to automatically translate. With the new enhancement, however, you can bypass the automatic translation and let
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the user provide a customized translation instead. See Greeting Messages in the summary table.

Scripts » Chat » Script

Acmelets
< Back to script list

Properties Script Code

Script

51 ¢ Chat

i (B Greeting Message [AcmeGM] [ edit | copy
CWB Online [chat]

P Chat window [chat]

LA Pre-chat form [chat]

[=] Online button [chat]

=] Invitation [aa)

3% Forward to Queue [chat]

<> DefaultTermination

Save Revert Cancel

move down | remove ]

Edit object

Greeting Message

Object tag : AcmeGM

Allour agents are busy at the

moment. Please hold for the
next available agent.

Greeting message :

* Use auto-translation

the queue using
skip queue message previously

oK Cancel

Release 9.6

Previous releases

m Refreshed New Look for 8x8 Contact Center: Whether you are an agent, a supervisor, or an administrator of

8x8 Contact Center, you will certainly love the new refreshed user interface of all our applications. Look out for the
notifications when you launch your application. Please note that we have kept all our functionality workflows intact

so there is no learning curve for you.

Version 9.14
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Home » Summary

Summary Profile Audio Files
ills -
Channel Incoming Channels
5 Phone 2
Email 1
t Chat 1
Cent Social 2
utbound
Setup Inbound Queues
Cam Phone 2
B Email 2
Integration Chat 3
Woice Mail 2
Transaction
Co Qutbound Queues
0 Phene 2
Phone
Chat n

Dial Plans

Agent Groups
Ungroup

Sales

Support

Marketing

& vectechpubs

0
3
3
0

Previous releases

m Ability to Message Customers via Facebook and Twitter: Take advantage of Facebook and Twitter to service

Version 9.14

customers directly and increase customer satisfaction with 8x8 Contact Center Social Integration. By unifying the

agent experience, 8x8 Social allows users to channel their messages from social media into 8x8 Contact Center.

Customers can contact the businesses and receive support from within their social platform. 8x8 Contact Center

Social supports messaging via Facebook and Twitter in this release. To receive chat interactions, agents must be

assigned to an enabled chat queue and be in Available state. See Social Media Integration.

Increased Length of Email Addresses: You can now save email addresses exceeding 55 characters. The

maximum limit now stands at 254 characters. This change allows many areas such as saving longer email IDs of

agents, customers in Local CRM, setting up email notification for voicemails, and more. See User Profile.
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Agent Groups

Agents

Agent » Add Agent » General

¢ Back to agent list

General

Enabled

* First Name Pablo

* Last Name Picasso
Display Name Picasso

* Email Address
* Software language  English (US)
* Username picasso
Password

Retype Password

Comment

Enable agent's My Recording feature

Copy Details From

PabloDiegoloséFranciscodePauli

* Agent Group

Interaction offer timeout
* Agent primary language
Agent secondary language

Sales

30
English
Russian

German

PabloDiegoJoséFranciscodePaulaluanNepomucenoMariadelosReme

diosCiprianodelaSantisimaTrinidadRuizyPicasso@gmail.com

Status-change Coding

* Current Country

Help | Logout

B Allow agent to change Enable/Disable settings in Assigned Queues

Allow agent to Pull e-mails from queue
Allow agent to Delete pending e-mails

[ Allow agent to Reject interactions
Enable Collaborate

[ Enable and show Options menu button

Auto select

Save Cancel

For the complete list of areas that benefit from this enhancement, see below.

C

LECIE I

Home - Profile

Security - Edit Administrator
Security - SMTP Server

Agent -General

Queue - SLA

Woice Mail - Que Notification
Voice Mail VR -Additional Email
address

Scripts Email scripts

Check Recipient

Check Sender

Reply to: From, To, BCC
Scripts - Chat - Skip Queue
Scripts - Social - Skip Queue
Channels - Incoming Email
Wallboards - URL Share

Chat Design - Forms

(=it

0onon

AGUI

Agent Profile

CRM edit Customer
CRM edit Cases

CRM edit Follow-up
CRM edit Task

CRM Case report

CRM Customer report
Chat Pop-up

CRM Customer Search
Pending Emails list grid
Agent Online Contrel Panel
-Truncate long email with
elipsis

etc.

Increased Email Address Length from 55 to 254.

WAPI:

Web API allows customers to
synch or integrate their
applications with 8x&8 CRM data.

. Added - edit Customer
. Added - edit Task

Objects: Actions:
Customer Add

Case Modify

Follow-up Get

FAQ Category Delete (FAQ Only)
FAQ List

Customer Fields

Release 9.5.2

Previous releases

New features and enhancements to VCC-8x8 Configuration Manager impact supervisors and agents. Some of these

features are available to agents and supervisors by default, while others need to be enabled by administrators to benefit

from the functionality.

Version 9.14
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Enhanced Queued Callback: Our phone IVR scripts can now provide increased callback time, time granularity,
and efficiency:

o Increased callback time: The cancel callback time can be set to an increased maximum of six hours. The
requested callback remains in an outbound queue for the duration of that time. Any callback attempt is
prevented after the time expires. The callback request is removed from the outbound queue after Cancel
Callback duration has expired.

o Improved granularity for callback retry delay: You can set callback retry attempts using minutes, and
seconds.

o Improved granularity for Cancel callback after: You can set the time duration to cancel call back using

hours, minutes, and seconds.

o Improved efficiency for selecting the callback channel number: Using the new option [Current Channel]
for CLI/CN, you can display the original channel number, which the caller used as the caller ID for the callback.
This option is selected by default. If you wish to display any other channel number during the callback, you can
select from the list of available channels.

Insert object ¥
IVR object : |Callback 4
Chbject tag : |Sales Queug |
Callback type - YWhen agent becomes available
Cluele name General - Outbound r
Callback CLUCN : [[Current Channell |4
Dial plan : |S1.rstem Dial Plan: Australian ... | |

Callback parameters

Callback tries - l

Callback retry delay : |12D ||sec | r |;_:: gt - B0 min)
Cancel callback after : (&6 hrs | Al (120 sec - 6 hrs)

| OK | | Cancel

Ability to Reserve Idle Agents for Inbound Queues: This feature only applies to outbound calls that are
assigned to go through an outbound queue. The Reserve Idle Agents feature allows a configurable number of
agents to be reserved in available and idle state, to improve the probability of quickly attending to a new inbound
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call. While there are fewer than the assigned number of reserved “Available and idle” agents, no queued outbound
calls will be presented to agents. Whenever the “Available and idle” agents reserve is exceeded then the most idle
agent will receive a queued outbound call.

Scripts » New Phone Script » Properties

New Phone Script

< Back to script list

Properties Script
* Seript type Inbound phone v Assigned channels
Inbound phone Warning: Please restrict your assignment
fEprint ma Wamming: Please restrict your 3
Seript name Post call survey ! = ! g
Cutbound phone )
Categary TR T ST O T ™ o Assign new channel(s)

Copy script from ‘ ; |

Comment
7] This script is enabled
Save Cancel

Scripts » Phone » Script a

Techpubs OP
« Backto script list

Properties Script

Script

w0

» Enhanced Voicemail Email Notification: The voicemail email notification provides more data allowing you to
track the queued voicemails better. The following information is captured in the voicemail email notification:
Transaction ID, tenant name, cluster ID, phone queue ID, voicemail queue ID, calling name, interaction GUID of
the inbound phone queue, transaction ID of the inbound phone interaction, voicemail begin offset, filename, agent
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8x8

Version 9.14

name, and voicemail retrieval delay.

| Operation completed successfully.
Sales Queue
< Backto queue list

| Properties I Members I VR I Interactions I SLA ] Motification

Queues/Skills » Edit Voice Mail » Notification (i ]

Enable voicemail
Enabled i notification
* Email Address(es) |sales@acme'ets_cogd

Delete from quaue [ 4]

Mete: Multiple email addresses can be entered in Email Address(es) separated by comma (,') or semi-colen (7)) .

Save Cancel

<my tenant label> / <channel name> message <interaction guid> from <CNAM> /<CLID E.164> for <xxx> seconds at <agent localized date and time>/<UTC offset>

Inbox  x
no-reply@8x8.com @ 1:24 PM (35 minutes ago)
to me [~

Tenant: <my tenant label>/<my tenant name> /<cluster id> The information

Channel: <channel name>/<channel number> — captured in a
Script: <script name>/<script id> - . B
Queue: <queue name>/<queue id> vou:emall ema"
VM Queue: <vm queue name>/<vm queue id> notification

Agent: <last, first name>/<agent username>
Email: <agent email address>

Calling Name: <CNAM>
Calling Line ID: <CLID (in E.164 fmt when applicable)>
Contact Name: <show this row only if available>

Interaction GUID: p347g8s6085dk82e-3
Interaction Arrival Time: <agent localized date and time>/<UTC offset>
Transaction Id: 650087
Voicemail Begin Offset: <xxx> seconds
Voicemail Duration: <yyy> seconds
Voicemail Retrival Delay: <ddd hh:mm:ss>
Filename and Size: f452791a-aa0a-11.wav / 107564 bytes

) f452791a-aa0a-11... '

Previous releases

Ability to Prevent Agents from Rejecting Interactions: Improved the ability in 8x8 Configuration Manager to

allow or prevent agents from rejecting interactions. You can set up this ability for the entire tenant, an agent group,

orindividual agents. By default, this option is enabled allowing agents to reject interactions. When disabled, the
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Reject button in 8x8 Agent Console is disabled preventing agents from rejecting the interactions they are offered.

Home » Profile

Dial Plans

Summary Profile | Audio Files |

Administration & File Transfer Passwords

Current Configuration Manager * Administrator's email(s)f
Paszward

Service nofifications - email addresses

Configuration Manager - change password

Mew Fassword (min. & chars | * Msintenance email distribution list(s)t

sachin. m

Retype MNew Password

Secure File Transfer Protocol (FTPES) - set password
Passward (min. 8 chars )

Retype Passward

Miscellaneous tenant setfings
Deefault Time Zone

Sachin. 5on; com

Spam threshold level

l:l Tenant email - SPAM filtering parameters

Spam Blsck List +1

{GMT-8) Central Time

Other Time Zone ( Edit }

Spam White List {1

(GMT+5:30) India Standard Time

Tenant - Loge

Tenant Label [smzps

| [ choose Files | o file chosen

Default Agent Display Name
Reset all agents
I Allow Agents to Change Name
B Allow Agents to Change Display Mame
B Allow Agents to Change Screenpop
B Allow Agents to Raject Interactions
LEW
[ Ensble Enhanced Ringtone:
¥ Enable Agent's My Recording Functionality
¥ Enable transfeming to queuses with no working agents

[ Allow agents to configure waming message popup

T seperste email sddresses with comma ()

11 separate email addresses with camisge return (Enter)

Fst Name d -
le must be an im

E

Configure agents to
accept or reject
interactions at the
tenant level

B Enable agents to retum to avsilable status sfier puling emsail

bt
Agent Group » Edit Agent Group » General
Techpubs Agent Group
« Back to agent group list
General ‘.Outbaund Phone Codes.
* Group Name Techpubs Agent Group
This is made for techpubs team
Comment
pemtemn e e e i Configure agents to accept or reject
Enable Agents My Recerding Functionality | nteract | ons at th e
I Allow Agsnts to Reject Interacmnq a g ent g rou p IeVeI
| Save | Cancel
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Agent » Edit Agent » General

{Lblack) Lisa Black

< Backto agent list

CRM & Tab permissions = Interactions

| 'Expenmenlal Feamr%'

General | Phone 1| Skill Group Supervisor
Enabled ]
* First Name |Lisa
* Last Name |B\ack
Display Name |Lisa
* Email Address |Ihlack@8x8,com

= Software language |Er|g||sh (us)

* Username |Lh\ack

* Password | ........

* Retype Password |

Comment

* Current Country Auto select

* Agent Group

Interaction offer imeout

= Agent primary language
Agent secondary language

Status-change Coding

Configure agents
to accept or
reject
interactions at
the agent level

|Tecnpubs Agent Group
[z0

[Engiish

B Russian

B German
[ Japanese
B Spanish
French

No status-change coding is assigned

[ Allow agent to change Enable/Disable seftings in Assigned Queues

[l Allow agent to Pull e-mails from queue

Allow agent to Deiete pending e-mails

| [ Allow zgent fo Reject interactions |

[l Enable Collaborate
[ Enable and show Options menu button
[ Assigned to Salesforce Integration

[ Enable agent's My Recording feature

Previous releases

m Ability to Define Playback Speed of Text-To-Speech Prompts: You can define the playback speed of IVR
Text-To-Speech (TTS) prompts when using the Say object. The Say object converts programmed text and variable
objects such as phone number and queue position into speech. You can play these prompts slowly, at a normal
speed, or at a faster pace. Using the playback rate option, you can control the speed of the speech that reads your
text so your callers do not miss the important information such as names, numbers, or account balances. The

Version 9.14
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default speed is Normal. The playback speed is set per IVR Say node.

' Edit object x|

Say

Chiject tag : |hel|0 Lpdesh |
Language : |English (Us) | ; |
oice - |A1.ra (F) | ; |
value to play - |Free text | ; |
Text to play : |hey updesh baba |
Data type |Te>;t | ; |

* Playback rate: | Normal | ;
Playback options - f«lli?rll:nal
Fast

m Enhanced Email Routing Based on Customer Data: Emails can now be routed based on the CRM customer
field of picklist type. For example, if a company wishes to prioritize their premium customers and offer to assist
them quickly, agents can prioritize and route the emails from customers based on their account type, say Platinum,
Gold, and Bronze. Emails received from Platinum customers can be routed to a dedicated queue for faster
processing. Using the Check Picklist object in the email script, you can filter emails based on the customer type and
send them to their respective queues for better customer experience. To take advantage of the check picklist
object, you must first define the desired customer field of picklist data type in the Local CRM and then select this
field in the email script.
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Edit object
Check Picklist

)

Chjecttag : |Custnmer_T:.rp-e

Data to test : |Custnmer Type

Select operator ;. |Is equal to

K K|

Platinum
B Gold
B Bronze

Define
customer fields

. OK | Cancel |

Scripts » Email » Script

Acme.Jets

<« Back to script list

Froperties Script

Script

=7 Email Bouting

I E|--- Check Picklist [Customer_Type] I
= matched
= BE Forward to Queue [Premium]
i ..... routed

..... routed

[ sawve |[ Revet ][ Cancel |

Select the defined
customer fields from
the email script

Release 9.5

In this release, we have introduced a few enhancements and fixed many bugs:

Version 9.14

Previous releases
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m ImprovedTest Queue and Forward to Queue: Our scripts can now provide in-queue treatments, checking the
status of a call in-queue, such as how long the current call has been waiting in the queue. We can also check the
agent's availability in the queue at a more granular level in both Test Queue and Forward to Queue objects.

Insert object x
IVR object : |Test Condition of Queue kd
Chject tag : | |
Cueue names |phune_queue M
Queue Conditions:
If any of the selected tests are true, the result will be condition matched
Bl There are NC agents:
Available [*]
B The number of calls waiting ahead of this call is greater than
B cCurrent call has been waiting in this queue for mare than : (==conds)
B The longest wait time for any call in this queue is greater than : (s2conds)
B The instantanscus expected-wait-time calculation exceeds : (s2conds)
oK . Cancel
L
Insert object x
IVR object : | Test Condition of Queus I
Chbject tag | |
Clueue name : |phune_queue M
Queue Conditions:
If any of the zelected tests are true, the result will be condition matched
Thers are NC agents:
Available 5V 4
Fi Mﬂ_ihhb sater than
Available or busy
B |Available, busy, or working offline = than : (seconds)
Awailable, busy, working offline, or on break _ )
N Logged in (assigned but may not be enabled) |22 than EErrnie]
[ The instantansous expected-wait-time calculation exceeds : (seconds)
| oK . Cancel
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» Enhanced Edit and View inside scripts: The new enhancement adds double-click capability inside a script.
This enhancement provides a quick way to view the object's details without opening it in the edit mode.
To edit the object, click edit inside the View details window, or click the edit link next to the object inside the script.
This enhancement applies to all scripts including phone, email, and chat.

Scripts » Phone » Script

Main Telephony - KD
« Backto script list

' Froperties Script

Script [ saw

= g2 MainIVR
=+ B Schedule [Business Hours] s

-I- 24 Randomize [RandomiZ&ss
path A [20%]
path B [80%]

oyting]

Double-click to open

close the View details
=1 window
#2 1 e
=3 View details : x
=4 [ edit ]
&5 Pre-chat form
#6 Object tag : pre chat
T DefaultTermination [Hang Up]
Select form 8x8 pre chat form custom E

close

m Ability to generate PDF images for scripts: You can now generate a PDF image of the script in a printable
format and save it locally. It gives developers the ability and flexibility to review and design the script at a later time.
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This enhancement applies to all scripts such as phone, email, and chat.

Scripts » Phone » Script

Script from channel 1-650-352-4513

Backto script st

Properties Script

Script Save Revert Cancel

= & MainvR
= 0 Menu [MainMenu]
=0

View Variables

= PR Forward to Queue [SalesQ]
= overloa
I Forward to Voice Mail Queue [VM]
=1
= B Forward to Queue [Support]
overloa
2 GetValue [AccNum]
= foun
E Label [CustomerType]
=By Check Picklist [Platinum]
= matched
=1 ME Forward to Queue [Platinum members]
overloa
= not matched
=By Check Pickiist [GoldBronze]
= matche
PE Forward to External Number [External]
not matche
= empty
e Go Te [Entervalid] -> CustomerType
too many invalid

=B Check ANI [CallerID]
= contact found
=P Forward to Queue [SalesQ1]
overload
contact nat fonnd

Previous releases

Allow agents to change Display Name: This new improvement allows agents to present themselves with a
customized display name. The new feature ensures agents privacy and helps them save time and effort to
introduce themselves to customers every time they start a new chat. The display name also shows up in the chat
log. Display Name can be modified by the 8x8 Contact Center administrator in the 8x8 Configuration Manager, or if
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permitted, by the agents in 8x8 Agent Console. The changes immediately appear in both applications.

Home » Profile

(GMT-10) Hawaii Time
(GMT-9) Yukon Time

Tenant Label |EDSI’I’1II’I4tESl

Default Agent Display Nams |First Nams

Reset all agents
[ Allow Agents to Change Name

| [ Allow Agents to Change Display Name |

[ Allow Agents to Change Screenpop

7] Enabls SSL for Agent GUI

[ Enable Ennanced Ringtone

[ Enable Agent's My Recording Functionality

[ Enable transferring to queues with no working agents

[ Allow agents to configure warning message popup

Summary Profile Audio Files || Schedules | Dial Plans
Current Canfiguration Manager | | * Administratar's email(sit
Password cosmin.malutan@8x3.com, dkourosh@ax8.com
Configuration Manager - change password
New Password (min. & chars.) | | * Maintenance email distribution list(s)t
Retype New Password | | cosmin.malutan@sx8.com,dkourosh@ax3.com
Secure File Transfer Protocol (FTPES) - set password
Password (min. 5 chars.) | | Tenant email - SPAM filtering parameters
Retype Password | | Spam threshold level
Spam Black List Tt
Miscellaneous tenant settings
Default Time Zone
[(GMT-3) Brazil Brasilia Time (No Daylight Saving Time) led
Spam White List 1T
Cther Time Zone { Edit )
(GMT-10) Aleutian Time L

Tenant - Logo

| Choose Files | No file chosen

Release 9.4.3

Previous releases

Enhanced Control for CRM Reports: As an administrator, you have the ability to allow or prevent agents from creating

or downloading reports for customers, cases, and tasks in Local CRM. By default, agents are allowed to create and

download reports.
Release 9.4

This release offers Global Reach for 8x8 Contact Center. The Single Tenant Global Reach initiative from 8x8 Contact

Center provides best call quality on VolP across the globe. If your contact center has agents and customers distributed

globally, serving your customers 24/7 with the right skilled agents and providing smooth call quality can be a challenge

given the global operation. The last thing you want is to distress customers with poor call quality when they need help.

The Single Tenant Global Reach initiative from 8x8 Contact Center provides best call quality on VolP across

continents.

Version 9.14
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Previous releases

With Single Tenant Global Reach, 8x8 Contact Center houses all your agents on a single platform and on a single

tenant irrespective of their geographic location. The single-tenant architecture eliminates the need to log in to multiple

tenants to manage traffic from different continents. An agent logging in from North America can service customer

interactions not only from North America, but also from Europe and Asia Pacific with a single login and with little

compromise on the interaction quality.

Benefits of global reach

Single tenant for a global contact center

Best call quality for global audience

Availability of media servers in US, Canada, Europe, Australia, and Asia Pacific
Call flow based on the media server closest to the point of call origination
Eliminated need for multiple tenants to serve geographically-distributed agents

Smooth call quality and agent interaction experience

For details on Global Reach use cases, refer to Single Tenant Global Reach.

Improvements

In addition to Global Reach, the release offers key improvements in IVR capabilities, improving caller experience:

In-Queue Treatments and Controls: Ability to provide better in-queue experience to callers.

Queued Callback: Ability to call back customers who opted out of waiting in the queue.

Text to Speech: Ability to announce free text or dynamically collected data using the text to speech engine.
Agent Menu: Enhanced experience for callers in direct agent routed calls.

IVR Variables: The ability to set variables allows programming abilities within IVR scripts enabling better caller
experience. You can use variables to store the user input and use them to drive the call flow.

Other features and enhancements include:

Version 9.14

Time Zone Enhancements: Support for multiple time zones to better handle global operation of the contact center.
Co-browsing via Chat: Ability to initiate Co-browsing via chat sessions.

Improvements in Local CRM: The Local CRM now gives the ability to mark fields as mandatory, customize the
display order of these fields, and even hide them.

Optimized call quality and routing: We allow agents to input their country of location that helps optimize call quality
and routing.

Localization: We support European French and German languages.

Browser Support: We support Microsoft Edge browser.
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Release 8.1

Version 9.14

Multi-Chat

Embedded Chat Design

Enhanced Chat Script

Direct Agent Routing

Script Decoupling

Single Sign-On Access for NetSuite Integration
Single Sign-On Access for Zendesk Integration
Handling Multilingual Chat

Common Identifier for Pre-Chat Forms in Multiple Languages
Enhanced Awareness of Queue Status
Enhanced System Access Authentication

Shared Wallboard Authentication

Previous releases
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Get started

8x8 Contact Center administrators use 8x8 Configuration Manager to get started with:
m Understand basic entities of 8x8 Contact Center
m Plan 8x8 Contact Center entities
m Before You Start
m HowtoLogInand Log Out
m Reset Password
m Change your language settings

m Update email address
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Understand basic entities of 8x8 Contact Center

Understand basic entities of 8x8 Contact Center

The primary call-handling characteristics of your 8x8 Contact Center are determined by four interaction processing and
reporting entities. When a phone, chat, or email interaction enter 8x8 Contact Center, appropriate channels receive
them, direct them to the desired queues, and lastly to agents who are members of the queue. The following image
shows an overview of 8x8 Contact Center entities and relationships.

Email and Chat ‘

I'\‘
@/

Channels

Public
Telephune
etwork

[!H

8x8

Hosting Centers

ﬁf}

2 11,

Network |

Contact Center

PC

|
Internet | h %
g s
B e

I
‘\Jx Standard Phnnl

7 5

Each interaction routed to agents according
to priorities, agent’s skills and skill levels.

B Phone

l.—' e

Public
Telephone

Queues Agents

The following table lists the entities in the order they process an incoming service request:

Call handling or

Description of inputs, operation, and outputs

reporting entity
Channels m Receive new service requests (calls or interactions) from phone, email, or chat
communications media.
m Categorize each incoming service request.
m Send incoming service requests to the appropriate queue.
Queues m Receive service requests from one or more channels.

m Prioritize each service request.

Version 9.14
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Call handling or e . .
Description of inputs, operation, and outputs

reporting entity
m Send service requests to the agents assigned to the queues.
Agents m Receive prioritized service requests from queues.
m Service the incoming interaction.
m Complete the interaction.
Groups Specify organizational categories, such as Sales or Support, used to analyze and report upon the

performance of the contact center's Channels, Queues, and Agents.

Version 9.14 46



Plan 8x8 Contact Center entities

8x8

Plan 8x8 Contact Center entities

8x8 Contact Center consists of a series of configuration entities.

To use 8x8 Configuration Manager most efficiently, and to create and configure your contact center's entities, follow a
top-down hierarchy. The following image illustrates the contact center planning and configuration hierarchy, and lists
the contact center planning considerations you use when creating and configuring those entities.

N
e How Many Types of Groups?
¢ Functional?(Sales) Location? (Team East)
vy
e Supervisor or Agent? Phone Type? Direct Extension? )
Call Recording Type and Amount?
e Which Access Rights? Skill Level? )
e Type (Phone, Email, Chat)? Waiting Music? Include )
Marketing or Opt Out
e Voice Mail Timeout? Recording? SLA? y
~N
e Incoming Caller/Chat Experience?
e Email Routing and Filtering?
vy
~N
* Information to Collect?
e Case Handling Time SLA
vy

Because the Groups, Agents, Queues, and Channels entities are interrelated, you can save time if you create and
configure the entities in the following order:

1. Create Groups for the categories that use 8x8 Contact Center.
Groups may be functional (Support or Sales), or organizational (by team or management entity).
Creating Groups first enables you to completely create new Agent profiles.
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Plan 8x8 Contact Center entities

Create Agent accounts for all of your contact center agents.

Define your contact center's Phone, Email, Chat, and Voicemail Queues.

To enable you to assign voice mail rollover to your Phone queues, create your Voicemail queues first.

When you create Queues, you can assign one or more previously defined Agents to the Queue.

Configure your Phone Channels, then create Email, or Chat Channels.
To create a Phone Channel, contact 8x8, Inc.'s provisioning department.

Configure your Local CRM.
Add customized customer, case, and follow-up fields to your CRM.

48



Before you start

8x8

Before you start

To configure your 8x8 Contact Center, you need to:
m Review technical requirements: More
= Create a maintenance notification distribution list: More?2
» Compile a list of users: More3
m  Gather physical phone number, soft or SIP phone IDs: More#

= Diagram automated call processing rules: More®

1To ensure your infrastructure is best configured to interoperate with 8x8 Contact Center, refer to the 8x8 Contact
Center Technical Requirements document.

28x8 Contact Center sends maintenance notifications via email. We recommend you ask your email administrator to
set up an email distribution list that includes all employees in your company who want to be notified of contact center
maintenance. You can then enter the email list under Home > Profile.

3Compile a list of employees who will use 8x8 Contact Center to interact with customers. The list should include the
first and last name, email address, login name, and phone number the user uses as their agent number in 8x8 Contact
Center.

41 agents use physical phones to process contact center calls, gather agents' phone numbers. If agents use softphones
(such as Bria), the software must be downloaded and installed. Gather the SIP phone IDs.

SDraft a diagram on how you would like your call flow to be. This helps you configure an interaction flow to achieve the

best customer experience.
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8x8

Log in

8x8 Contact Center administrators need a login URL and credentials to access 8x8 Configuration Manager. 8x8
Provisioning provides you with the URL, username, and password to log in to your 8x8 Configuration Manager account.

Before you begin
Before you log in to 8x8 Configuration Manager:
m Forthe latest browser requirements, refer to the 8x8 Contact Center Technical Requirements document.

= Acquire the URL, username, and password for your 8x8 Contact Center tenant's 8x8 Configuration Manager.

Log inroles
You can log in to 8x8 Configuration Manager in various roles. For details, refer to Roles and Administrators.

» Primary administrator: an administrator with unrestricted administrative privileges to 8x8 Configuration
Manager.

m Role-based or Secondary administrator: an administrator who assumes a role with full or partial configuration
rights to 8x8 Configuration Manager.

m Wallboard Access: a Secondary administrator to access and run 8x8 Wallboards.

The 8x8 Provisioning communicates information required to log in to your tenant by email. The email provides:
m URL tologin to your tenant
m URLtologin as an agent

= Login credentials

To log in as a Primary administrator:
1. Initiate a browser session.

2. Enter the URL provided by 8x8, such as https://vcc-na8.8x8.com/CM/login.php.

8x8 Configuration Manager displays the Administrator login page.

Version 9.14 50


https://docs.8x8.com/vcc-9-4-ProductDocumentation/VCC_Technical_Requirements/Default.htm

8x8

3. Inthe Login page, enter your Login ID and password:

m Login ID: <TenantName>
m Password: <TenantPassword>

4. Click Login.

8x8 Configuration Manager launches the Home >Summary page.

Home » Summary

Summary Profile Audio Files Schedules Dial Plans
dlls —_—
Incoming Channels Agent Groups
Phone 8 Suppart
Email 2 Sales
Chat 3 Apple
Secial oPS
VCCSales
Inbound Queues . N
ProductSupport
Phone 13 .
Br VO Support
Email 2
n val support
Chat 3

Acmelets
Voice Mail
test

Outbound Queues

Phone

& John Smith (rr1q9a2 1)

7
o
o
o
2
o
3
o
1]

Log in as a Secondary administrator

Login

As a Secondary administrator, you inherit privileges defined for the role you are assigned to. For example, if you are a

campaign manager with administrative rights to the Campaigns object, you can create, edit, and manage campaigns.

To log in as a Secondary administrator:

1. Go to the 8x8 Configuration Manager login page.

2. Enter the login credentials communicated to you.

If the login URL does not contain the tenant name (as in https://vcc-na8.8x8.com/CM/login.php); add the tenant

name in the Login ID:

m Login Id: <AdministratorUserName>@ <TenantName> as in nwayne@AcmeJets

m Password: <AdministratorPassword>

Log in for Wallboard Access

Use the 8x8 Configuration Manager login credentials to access and run wallboards. For details, referto Runa

Version 9.14
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Wallboard.

To Access Wallboards:
1. Inthe 8x8 Configuration Manager login screen, select Wallboard Access from the drop-down menu.

8x8 Enter: Configuration Manager

Global Cloud Communications
A Configuration Manager
Login
I Wallboard Access I

Remember me

Version: 9.6.0

© 2018 8x8, Inc.

Fossany g

2. Enterthe 8x8 Configuration Manager login credentials, and click Login. The Wallboard launches displaying the
list of configured wallboards.
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Log out

Log out

As an 8x8 Contact Center administrator, click Logout in the header bar to log out of the 8x8 Configuration Manager.

Home » Summary

Incoming Channels
Phone

Emai

Chat

Social

Inbound Queues
Phone

Emai

Chat

Voice Mail

QOutbound Queues

Phone

Summary Profile Audio Files

o o o o

(SRR

Schedules

Dial Plans

Agent Groups
Ungroup
Sales

Support

Marketing

o w ow o

Additionally, 8x8 Configuration Manager forces you to log out during:

= ldle Time: When your session is idle for longer than 45 minutes, the session logs you out automatically.

m Concurrent Session: Your login credentials allow you access to a single session only. Invoking a second session

using the same credentials logs you out of the first session.

Version 9.14
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Reset password

As an 8x8 Contact Center administrator, you can change your password and security question by going to your profile in
8x8 Configuration Manager.

To change the password or your security question:
1. Log in to 8x8 Configuration Manager.
From the top navigation menu click My Profile.

Enter the Old Password and the New Password.

A oD

Enter a Security Question for additional password protection.
The security question is offered when you request your password to be reset. You must answer the security
question to receive a link with the temporary password.

5. Click Save.

Forgot password

If you forget your password during login, you can reset the password. When you reset the password, you receive an
email communication with a temporary password. The reset password is your gateway to change the password. When
you log in with the reset password, you are prompted to change the password. The changed password takes effect from
the next login session. The login fails if you do not change the password.

To reset the password:
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1. Go to the 8x8 Configuration Manager login screen.

2. Click Forgot?.

8x8 Enter: Configuration Manager

Global Cloud Communications
.
Login

Remember me

Version: 9.6.0

©20188x8, Inc

Pt @@

A Reset Password window appears and you are prompted to enter your user name.

3. Enterthe User Name, and click Continue.
A message indicates that the reset password will be communicated to your email instantly.

4. Retrieve the temporary reset password from the email communication. If you have set the security question, you
must answer it first in order to receive the link with a temporary password.
5. Log in to 8x8 Configuration Manager with the reset password.

You are prompted to change the password.

6. Enter a new password, and click Change.
The changed password takes effect from the next login session.

Version 9.14 55



Change your language settings

8x8

Change your language settings

8x8 Contact Center administrators can select their preferred language for 8x8 Configuration Manager. To change the
language from English (default) to a different language, go to My Profile in 8x8 Configuration Manager.

To change the language you use to see Configuration Manager:
1. Log in to 8x8 Configuration Manager.

2. From the top navigation menu click My Profile.

& John Smith (rr1g9a2 1)

My Profile

General Settings Security Settings
* User Name Old Password :

* First Name : New Password :

* Last Name - Retype Password
* Email nalini@8x8.com Security Question :
* Language English {US) Security Answer -

Save Cancel

3. Select a different Language from the list and click Save. The new language is in effect the next time you log in to
8x8 Configuration Manager. We support the following languages:

m English

m Japanese

m French

m Canadian French
= German

m Spanish

m Dutch

= [talian

m Portuguese
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Update email address

As an administrator, you can update your email address by going to My Profile in 8x8 Configuration Manager.

To update the administrator email:
1. Log in to 8x8 Configuration Manager.
From the top navigation menu click My Profile.
Enter your new Email.

Click Save.

A 0D
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Tour the 8x8 Configuration Manager interface

As an 8x8 Contact Center administrator, when you log in to 8x8 Configuration Manager, you see the Configuration
Menu, the Home page, and some tabs. 8x8 Configuration Manager organizes the user interface into three functional

areas:

& Dana Bergmann |(AcmeJets)  MyProfle = Co-browsing = Help  Logout

1 | Home » Summary

Summary Profile Audio Files Schedules Dial Plans  Agent's Idle Timer

Incoming Channels Agent Groups
Phone Ungroup
Emai Sales

Chat Support

o o o o
o w w o

Social Marketing

Inbound Queues
Phene

Emai

Chat
Voice Mail

Outbound Queues

Phane 2

The following table summarizes the functional areas in 8x8 Configuration Manager. For details about each area, see
Summary of the 8x8 Configuration Manager Tabs.

Functional Area Description

1) Configuration | Use the Configuration Menuon the left to configure a desired functionality for your contact center.
Menu The Configuration Menu lists features your company has subscribed to.

2) Configuration | Select a desired item in the Configuration Menu, such as Profile or Audio Files, to configure the
tabs feature.

3) Header Bar = My Profile: Allows the Secondary administrator to change their 8x8 Configuration Manager
interface language to French or Japanese, for example, edit their email address, change
password and set up a security question using this link. For more information refer to How to
change the role-base administrator password. The supported languages are: English,
Japanese, French, Canadian French, German, Spanish, Dutch, Italian, and Portuguese.

m Co-browsing: Allows 8x8 Contact Center customers using 8x8 Configuration Manager to
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Functional Area Description

seek hands-on assistance from 8x8 customer support or deployment team. To initiate a Co-
browsing session from 8x8 Configuration Manager:

1. Click Co-browsing.

2. Apop-up window appears with a session ID that helps you establish a secure
connection with the customer support agent.

3. Communicate the Session ID to the agent, and click Start. See Get Remote Customer

Assistance.

m Logout: Logs you out of 8x8 Contact Center.

Version 9.14
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Getremote customer assistance

Get remote customer assistance

8x8 Contact Center Co-browsing allows customer support agents to assist customers remotely via a shared browser.

With Co-browsing, 8x8 Contact Center administrators can empower a website or any browser-based application, and

offer live, hands-on assistance to customers. A customer in need of assistance must initiate the remote session,

generate a unique session code, communicate it to an agent via phone or chat. The agent then uses the code to

establish a remote session. Co-browsing session co-exists with a call or a chat for communicating the session code.

Features

Version 9.14

Visual, real-time web page assistance: Monitor and assist customers in real time through browser instance shared
by the customer.

Mouse tracking: As a customer, easily follow along by viewing the agent’s mouse location and movement.
Platform details: Access information about the customer’s platform.

Sub-domain support: The Co-browsing session continues working if the user navigates to a site that is hosted in a
sub-domain, assuming that Co-browsing snippet is also included on that new sub-domain.

Form co-filling: Co-fill forms on websites.

Customer privacy and security: During a Co-browsing session, if the customer is filling a form and entering sensitive
information such as SSNin a form, it can be encrypted and hidden from the agent.

Highlighting: Agents can highlight content on web pages and call out information to customers during Co-browsing.
Highlight key elements on the page with drawing tools.

Auto-fit: Agents can automatically scale the browser view to fit customer's view settings. If the customer's screen is
bigger than the agent during a Co-browsing session, agents will have to scroll constantly. With the ability to auto-fit,
agents can enable “Auto-fit” to automatically scale the view to fit agent's view settings or manually
increment/decrement the zoom level to the desired value.

Privilege control: You can control the extent of remote help agents can offer using Co-browsing mode. It varies
from a basic view only mode to complete control of the browser instance. Take control of the customer’s screen,
with their permission.
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Limitations

m  Co-browsing only works in HTTP secure web pages.

m Adobe Flash components, including videos, and Java applets are not supported.

Getremote customer assistance

= Anything that is external to the current page is not supported. This includes the file browser window that is open

when selecting a file to be uploaded.

m WYSIWIG editors (AceEditor, CodeMirrorEditor, CKEditor, tinymceEditor) are not supported.

= Native tool tips are not visible between the two parties.

m  Mouse hover texts do not show in the Agent side.

m \Web pages with iframes with different domains are not supported.

= |f the web pages open new browser window and the content has Co-browsing, this new window replaces the

content in the Agent side.

Supported browsers

See the system requirements for co-browsing supported browsers.

Use Case

The following example demonstrates how a given website can be empowered with 8x8 Co-browsing.

Let us review an example of a travel company website visited by customers wanting to book their dream vacations. The

website offers many travel packages and options to choose from. It requires customers to identify themselves by filling

in a form. If a customer traversing through this website seeks hands-on assistance, he can initiate a remote session with

a customer support agent in couple of clicks. Click on a help link on the web page to generate a code. Communicate this

code to the representative. The representative uses this code to establish a two-way hands on Co-browsing session.

Customer Support
Engineer

Customer

Co-browsing
Between The Two

Computers

Version 9.14
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Co-browsing modes

By setting up a Co-browsing mode, administrators can control the extent to which agents can assist customers
remotely. Co-browsing can be enabled in one of the following modes via code snippet. If you do not provide a mode in
the code snippet, full-control is the default mode:

m full-control (default): In this mode, agents have full control of the customer's browser session, including
synchronized navigation and the ability to highlight and co-fill a form on the web page. The agent's cursor
movements and mouse clicks are in sync with the customer, and vice versa. This is the default mode. If you do not
provide a mode in the code snippet, full-control is the default mode.

= partial-control: In this mode, agents can highlight and control the browser navigation, but do not have the
privileges to fill any forms on the Co-browsed page. All HTML form elements are disabled on the agent side,
alerting agents with the message "Forms cannot be edited on the agent side".

= no-control: This is a view-only mode. Agents can observe the customer’s navigation, highlight, and offer

guidance.

Notes:
Sp— -The highlighter works in all modes.
i -In the full-control and partial-control modes, we cannot prevent agents from controlling form elements
that are not native to the browser, such HTML drop-down.

Co-browsing in 8x8 Configuration Manager offers 8x8 Contact Center customers using 8x8 Configuration Manager to
seek hands-on assistance from 8x8 customer support or deployment team. Let us assume you are on a phone call with
8x8 customer support agent seeking assistance for configuring your tenant.

To initiate a Co-browsing session from 8x8 Configuration Manager:
1. Log in to 8x8 Configuration Manager.

2. From the header bar, click on Co-browsing link.

Version 9.14
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3.

4.

Version 9.14

Getremote customer assistance

In the pop-up window, click Start sharing to generate a code that helps you initiate a secure connection with the
customer support agent.

& Secondary Administrator |

Co-browsing
Home » Summary
Click Start to initialize the Co-browsing
session and provide the Session ID to your
Summary Profile Audio Files agent.
_— Session |D:

Incoming Channels

Phone 3 Start sharing Close
Emai 1 } . Co-browsing
Chat 2 18] Co-browsing session not starteu
Social 0 Powered by Bx8 Inc y

Acme - Onboarding 1 session I0: 401348
Inbound Queues reet o —
Phone 3
Ema 1 ) Waiting for agent to connect.
Chat 3

Communicate the code you just generated to the agent.

The agent, on the other hand, selects Co-browsing option from the 8x8 Agent Console menu. This triggers a new
browser window prompting for the code. Enter the code received from the customer to initiate Co-browsing. The
agent can view the 8x8 Configuration Manager session open by customer, co-browse, and observe the mouse
movements and events of customer or offer hands-on assistance if needed. The session also respects the browser
size set by the customer. Both parties can observe each other's mouse movements and events.
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Getremote customer assistance

See how you can enable Co-browsing via chat as an administrator in 8x8 Configuration Manager.
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Summary of the 8x8 Configuration Manager tabs

Summary of the 8x8 Configuration Manager tabs

8x8 Contact Center administrators find the following table summarizing the Configuration Menu, Configuration tabs,

and their functionality in 8x8 Configuration Manager.

8x8
Configuration . .
Tabs Directly Accessible from the Page
Manager
Page
Home View or modify the following information in Home page:

= Summary: View a summary of your tenant channels, groups, and queues.

m Profile: Configure account and tenant settings.

m Audio Files: Upload and manage audio files for greetings, pre-recorded phone menu
messages, and Agent whisper audio files.

m Schedules: Configure the schedules for the contact center. For example, you can have a
separate schedules for Support staff and Sales.

m Dial Plans: Configure the tenant default dial plan or create a custom dial plan.

m Agent's Idle Timer: Refers to the length of time agents have been idle. By default, an agent is
considered idle from the time he ends post processing of a system-delivered, queued
interaction and becomes available. It can be configured to reset when agents transition from
one status to another.

Security Security options include:

Version 9.14

Password Policies: Set up up password policies for Administrator, Agent and Supervisor
accounts, and set up account lockup.

Roles: Create roles, define privileges or permissions, add and assign administrators to the
roles.

Administrators: Add or edit administrators and enter their user names and password.

SMTP Servers: Configure a custom SMTP server for better security and HIPAA compliance in
addition to the tenant SMTP server.

IP Address Restriction: To identify secure IP addresses from which agents and
administrators can connect to the 8x8 Contact Center network.
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8x8
B
8x8
Configuration . .
Tabs Directly Accessible from the Page
Manager
Page

DTMF Blacklist: To add, edit, and delete phone numbers as well as SIP URIs in your DTMF
blacklist. The DTMF blacklist is an existing service to stop recording a call once connected to a
blacklisted destination and mask any key presses in the customer experience call flow.

Agent Groups | Groups are organizational categories, such as Sales or Support. A group includes a collection of

agents who report to a supervisor. For details, refer to Create Agent Functional Groups.

Agents Agents use the 8x8 Agent Console to view and manage customer interactions. 8x8 Contact Center

supports agents and supervisors. You can add agents and configure their workplace phone, assign

queues, grant supervisor rights, and enable CRM and tab permissions using the Agents tab.

Queues/Skills | A queue is an ordered collection of interactions waiting to be served by agents qualified to respond to

these interactions. Queues direct incoming interactions to agents.

In Queues you can:

Create, edit, copy, and delete queues of all media types: inbound and outbound phone, chat,
email, and voicemail.

Assign members to queues

Define targeted service level

For details, refer to Create and configure queues.

Channels n

Version 9.14

Phone: Process inbound and outbound phone interactions using the phone channels. A phone
channel is automatically crated when a number is ordered for the tenant through provisioning

Email: Process inbound and outbound email interactions using the email channels. Email
channels are created by the 8x8 Contact Center administrator in 8x8 Contact Center.

Chat: Process incoming chat requests using the chat channels and direct chat requests from
customers to contact center agents. Chat channels are created by the 8x8 Contact Center
administrator in 8x8 Contact Center.

Social: Process incoming chat requests from Facebook and Twitter and allow agents to accept
and handle chat requests from social media. Social channels are created by the 8x8 Contact

Center administrator in 8x8 Contact Center.

SMS: Process messages routed via SMS channels and chat queues to agents, and offered to
them as chat interactions for responses. Agents look up customer records from an existing
customer. They can look up outstanding cases and history of interactions to handle the
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8x8
Configuration
Manager
Page

Scripts

CRM
Outbound

Setup

Campaigns

Broadcast

Integration
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Tabs Directly Accessible from the Page

conversation effectively.

m Chat API: Connect directly to an agent from your own system such as enabling your clients to
communicate with an agent from mobile app-based chat, Desktop web chatbots, and
messaging via integrations with other apps or platforms. See our content on chat workflow for
developers.

Phone, web chat, and email interactions arrive at a tenant on a channel. Email and chat channels are
created in the Channels page. You can add a new email and chat channels and edit the existing
phone channels. For details, refer to Create channels.

IVR scripts define how 8x8 Contact Center processes Phone, Chat, Email, Social, or SMS inter-
actions. They provide the capability of guiding incoming interactions to self-direct them to the
desired destination within the contact center. Create a user-defined script or use a system default
script such as IVR script default.

The CRM page allows agents and supervisors to manage customers, cases, follow-ups, and tasks.
For details, refer to Configure Local CRM.

For campaigns to function successfully, they need to connect to the 8x8 Contact Center CRM or an
External CRM, extract data from a specific CRM object, and generate a target call list. The Outbound
Setup allows defining global properties for campaign management.

For details, refer to Configure Outbound Setup.

A campaign is an outbound phone based dialer that enables you to search, generate, and feed a call
list to an outbound queue facilitating automated outbound dialing. The Campaigns page allows defin-
ing new campaigns, or controlling or managing existing campaigns.

For details, refer to Create a Campaign.

Use the Broadcast page to send a message to one or more Agent Groups. The page contains only
the Broadcast tab.

For details, refer to Broadcast Messages.

8x8 Contact Center offers integration capabilities with Local CRM and third party Customer Resource
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Management (CRM) systems.
For details, refer to Integrate with External CRM.

Status codes allow contact center supervisors to track how an agent functions through a workday.
For details, refer to Status Codes Overview.

Transaction codes offer a means to apply call disposition to inbound as well as outbound inter-
actions.
For details, refer to Transaction Codes Overview.

Outbound Phone Codes allows you to define and configure Outbound Phone Code lists.
For details, refer to Outbound Phone Codes Overview.

Wallboard allows you to get the real-time metrics of your contact center operations.
For details, refer to Wallboards Overview.

Chat design allows you to design a custom chat to match your company's requirements and to create
a custom chat script to control the chat flow.
For details, refer to Configure Embedded chat design.
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Configure accounts and profiles

As an 8x8 Contact Center administrator, use the 8x8 Configuration Manager Home page to:

Version 9.14

View Channels, Groups, and Queues Summary
Configure Profile Settings

Configure Audio Files and Recorded Greetings
Define Business Hours and Schedules
Understand Tenant Dial Plans

Reset Agent's Idle Timer

Configure accounts and profiles
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View 8x8 Contact Center summary

Admins can have a quick view of their 8x8 Contact Center channels, queues, and agent groups by going to Home >
Summary. A channel facilitates communication of interactions in and out of a 8x8 Contact Center tenant. A queue is an
ordered collection of interactions waiting to be served by agents who are qualified to respond to these interactions. An
agent group is a collection of agents who report to a supervisor. A single group may serve your entire call center or may
be dedicated to one or more products, services, queues, or to a specific communication channel such as phone, email,
or chat. 8x8 Contact Center uses skill-based routing rules to place interactions to the appropriate queues.

Home » Summary

Summary Profile Audio Files Schedules Dial Plans  Agent's dle Timer
Incoming Channels Agent Groups

Phone 0 Ungroup 0
Emai 2 Sales 3
Chat 2 Support 3
Social 0 Marketing 2

Inbound Queues
Phone
Emai

Chat

Woice Mall

Outbound Queues

Phone 2

The Summary page provides a quick statistical summary of:
m Phone, email and chat channels configured for your tenant.
= Inbound and outbound queues for all media, such as phone or email.

= Agent groups, with the number of agents in each group.
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Summary page options

The following table summarizes the information you can find under Home > Summary. You can view a summary of
incoming channels, inbound and outbound queues, and agent groups in this page.

Summary tab option Description

Incoming Channels | For each type of Channel, summarizes the number of Channel definitions of that type.
For details on Channels, refer to Create and configure channels.

Inbound Queues Summarizes the number of Inbound Queue definitions of that type.
For details on Queues, refer to Create and configure queues.

Outbound Queues | Summarizes the number of Outbound Queue definitions of that type.
For details on Queues, refer to Create and configure queues.

Agent Groups For each Group definition, summarizes the number of Agents assigned to that group.
For details on Groups, refer to Create agent functional groups.
For details on Agents, refer to Add agents.
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Configure profile settings

8x8 Contact Center administrators can find their tenant name, tenant language, support level, and other tenant
subscription information besides the account preferences under Home > Profile in 8x8 Configuration Manager.

& Dana Bergmann

Home » Profile @

Home
curity
Summary Profle  Audiofiles  Schedules  DialPlans  Agent's idle Timer
TenantName:  Support Support Level: © Gold Concurrent Access Limit: 10
Default Caller ID: 14084571955 Version - Package : 9.6.0 Named Users Limit: 50
Language English (default) Revision 46369 Configured Users 13
M
up Administration & File Transfer Passwords Service notifications - email addresses
Current Configuration Manager « Admiristrator's emails)t
Password ryan.cox@8x8.com
Ins Configuration Manager - change password
Mew Passward {min. 8 chars)
: * Maintenance email distribution list(s)*
Tra Retype New Password ryan.cox@x.com
; Secure File Transfer Protocol (FTPES) - set password
he
! Password (min. 8 chars.) Tenant email - SPAM filtering parameters
Retype Password Spam threshold level |5

Spam Black List

Miscellaneous tenant settings
Default Time Zone

(GMT-8) Pacific Time

Spam White List tt
Other Time Zone ( Edit)

No items to show

Tenant - Logo

Tenant Label Support Choose Files | No file chosen

Defaut Agent Display Name “Agent”

{jpg, .png gif or bmp) with a size of less than Tmb. It ca
Reset all agents els

Allows Agents to Change Name
Allows Agents to Change Display Name
Allow Agents to Change Screenpop

Allows Agents to Reject Interactions Phone Connection Mode
Enable SSL for Agent GUI

Enable Workplace setting change validation
Enable Enhanced Ringtone
Enable Agent's My Recording Functionality

[Default Connection Mode (3} Persistent Reset all

Allow Agents to Change Phone Connection Mode
Enable Auto Answer Resetall
DAR Post-processing Timeout () 1 minute Reset all

Enable transferring to queues with no working agents

Allow agents to configure warning message popup
Enable agents to return to available status after pulling email
Enable sending FAQ as HTML

Enable Queue/Skill groups

1 separate email add

th comma ()

Save Cancel

Tt separate email addresse:

rriage rewrn (Enter)

The information in the Profile page is grouped under the following areas:

= Administration and File Transfer Passwords: The current password required to set a new password for either
8x8 Configuration Manager, or Secure File Transfer Protocol (FTPES).
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Configuration Manager - change password: Allows the Primary administrator to change 8x8 Configuration
Manager password. You must enter the current password first and then enter a new password.

Secure File transfer Protocol (FTPES) - set password: Allows the Primary administrator to set up a password
to access agent call recordings through FTPES (Secure File Transfer Protocol).

Miscellaneous tenant settings: Groups information on the tenant time zone, tenant label, and options to allow
agents to change name, enable SSL API, change screen pop settings, and enable agent's workplace setting
change validation.

Service Notifications - email addresses: Specify email addresses for administrator and maintenance email
distribution list.

Tenant email - SPAM filtering parameters: Defines threshold level to filter unwanted emails and allows listing
Spam Black Lists' and Spam White Lists?2.

Tenant - Logo: Allows you to upload an image logo for branding 8x8 wallboards. Click Browse and upload an
image.

Phone Connection Mode: With Phone Connection Mode, agents set up their voice connection before they start
working on calls and remain connected throughout their working day. Admins can set the tenant's default
connection mode to Persistent or On Demand. Admins can also allow agents to change their Phone Connection
Mode in 8x8 Agent Console if needed. Admins can enable Auto Answerfor agents and increase the DAR post-
processing timeout.

For a detailed summary of your tenant settings, refer to Summary of Profile Settings. See the following topics to learn

how to configure your tenant settings:

Allow multiple time zones
Enable Phone Connection Mode
Enable Auto Answer

Enable Workplace Setting Validation

1List of email addresses whose communications should be filtered.
2| jst of email addresses whose communications are classified as legitimate.
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Summary of profile settings

Summary of profile settings

8x8 Contact Center administrators find the following table in 8x8 Configuration Manager summarizing the options

available under Home > Profile:

Profile tab option

Tenant Name

Support Level

Concurrent Access
Limit

Default Caller ID

Version Package

Named Users Limit

Description

Shows the name of your tenant. It can be your company name. 8x8 Con-
figuration Manager adds the value of the Company Name text entry
area to the top of the 8x8 Configuration Manager browser window.

Indicates your tenant's support level.

Indicates the maximum simultaneous users that can log into 8x8
Agent Console or 8x8 Supervisor Console. Each Concurrent Access
requires a Named User. One Concurrent Access and one Named User
is synonymous with an agent seat. Named User can also be equivalent
to an additional login.

Specifies the default caller ID for the tenant. This number is displayed
to the dialed party as the caller's phone number when placing an out-
bound call from 8x8 Contact Center.

Specifies the version of 8x8 Contact Center.

Indicates the maximum number of named users that can be added to
the tenant. This field displays your current subscription plus one or two
for authorized customer support users. Named User functionality
provides for unique personal identity with roles (agent or supervisor)
and permissions.

Note: Each Tenant is pre-configured with one or two
L Named Users at no charge. These are used by
i authorized customer support personnel for
troubleshooting purposes. You can identify the pre-
configured users by an assigned group of 8x8 Contact
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Profile tab option Description
i Je—
L 4 :_/ Center support

Language Read-only reminder of the language used to display the 8x8 Con-
figuration Manager user interface. This language setting was applied
as requested when your 8x8 Contact Center tenant was originally cre-
ated, and it cannot be changed.
: = Note: Your agents can select their preferred language
: : — j separately in 8x8 Agent Console.

Revision Represents the revision number of 8x8 Contact Center.

Configured Users Indicates the number of Named Users currently setup in the tenant.

The difference between the Named Users Limit and Configured Users
are the remaining Named Users quantity that can be profiled.

Administration & File Transfer Passwords

Current Configuration | Allows the Primary Administrator to change 8x8 Configuration Manager
Manager Password | password. The new password must have minimum of 8 characters.

Configuration Manager - Change Password

New Password Enter a new password for 8x8 Configuration Manager.
Retype New Pass- Retype your new password for 8x8 Configuration Manager.
word

Secure File Transfer Protocol (FTPES)- set password

Password (min.8 Enables setting up a password for Secure File Transfer Protocol of
chars.) agent call recoding files.
Retype Password For details on agent recording files, refer to Configure Phone Settings.

For details on downloading agent recordings, refer to Access Agent
Recorded Calls.

Miscellaneous Tenant Settings

Default Time Zone Refers to your contact center's local time zone. Specifying the time
zone enables 8x8 Configuration Manager to:
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Profile tab option

Other Time Zone

Tenant Label

Default Agent Display
Name

Allow Agents to
Change Name

Allow Agents to
Change Display
Name

Description

m Correctly interpret the hours of operation specified in the
Schedule tab.
For details on the Schedule tab, refer to Define Business Hours
and Schedules.

m Display time-stamped events in local time.

8x8 Contact Center supports time zone for global operation by allowing
multiple time zone selections within the same tenant. Multiple time
zones helps tenants with offices across the world. Supervisors can
monitor queue and agent activities based on the local time zone.

Refers to the Tenant Label that appears on top of 8x8 Configuration
Manager browser window. You can label the tenant differently from
the Tenant ID.

Select whether you want to display the word Agent or the agent's first
name such as <Robin>. The agent's display name appears in 8x8
Agent Console. Reset all agents, clears all custom display names.
You can also select to overwrite the group settings at this time.

Allows agents to change their login name from My Profile page after
they log in to 8x8 Agent Console and save.

Allows agents to change their display name in the 8x8 Agent Console's
Profile page. Display Name helps agents save time and effort to intro-
duce themselves to customers every time they start a new chat. The

agent's display name appears in the 8x8 Agent Console's control panel,

Profile page, chat window, and CRM case created after a chat session.

It can be modified by the 8x8 Contact Center administrator in the 8x8
Configuration Manager, or if permitted, by the agents in 8x8 Agent Con-
sole. The changes immediately show up in both applications. To pre-
vent agents from changing their display name at the tenant level, clear
the Allow Agents to Change the Display Name checkbox under
Home > Profile.

m To prevent agents from changing their display name at the tenant
level, clear the Allow Agents to Change the Display Name
checkbox under Home > Profile. If disabled, this option does not
appear at the agent groups level.
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Profile tab option

Allow Agents to
Change Screenpop

Allow Agents to
Reject Interactions

Enable SSL for Agent
GUI

Enable Workplace set-
ting change validation

Enable Enhanced
Ringtone

Enable Agent's My
Recording Func-
tionality

Description

m To prevent agents from changing their display name at the group
level, clear the Allow Agents to Change the Display Name
checkbox from the Agent Group. This option only appears if it is
enabled at the tenant level.

Allows agents to change screen pop window properties, such as open-
ing a new screen pop window, and modifying the size and position of
the window from 8x8 Agent Console.

This option is enabled by default allowing agents to reject interactions.
If disabled, the Reject button in 8x8 Agent Console is disabled pre-
venting agents from rejecting the interactions they are offered. The
Reject button in 8x8 Agent Console appears when an interaction is
offered to the agent. You can set up this ability for an agent group, or
individual agents. If you disable this option at the tenant level, the
checkbox will not show up for agent groups or individual agents.

By default, the Enable SSL for Agent GUI check box is selected and
8x8 Configuration Manager uses secure communications.

8x8 strongly recommends that you always use secure com-
munications when working with 8x8 Configuration Manager. If you tem-
porarily need to disable secure communications for purposes of
troubleshooting, clear the check box.

When changing workplace setting (Workplace Phone and Workplace
SIP URI), agents must validate their changes to be able to handle the
calls. When they click to validate the change, it triggers a phone call to
the updated phone number. For details see our content on how to
enable workplace setting change validation.

If enabled, the caller hears continued queue music until an agent
accepts the call. Once the call is accepted, a short alerting ringtone is
played back to the caller to signal the start of the interaction. At the
same time, the agent hears a beep notification to prepare them for the
call.

If enabled agents can access the My Recording feature from the 8x8
Agent Console main menu. This option allows agents to record a voice
message for the incoming calls.
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Profile tab option

Enable transferring to
queues with no work-
ing agents

Allow agents to con-
figure warning mes-
sage popup

Enable agents to
return to available
status after pulling
email

Description

If enabled, allows agents to transfer interactions to an unattended
queue. If disabled, prevents agents from transferring interactions to an
unattended queue.

If enabled, agents can disable the warning message before trans-
ferring the interaction to an unattended queue.

If enabled, agents can go back to the Available status after pulling an
email from the queue. If this option is disabled, agent's status remains
working offline after pulling emails from the queue.

Service Notification - Email Addresses

Administrator's Email

(s)

Maintenance Email
Distribution List(s)

Lists the Primary administrator's email address.

If an Email Channel attempts to retrieve queued emails, and that
retrieval attempt fails, then 8x8 Configuration Manager sends email
notification to the administrator.

For details on Email Channels, refer to Set up Email Channels.

Lists the email distribution list(s) to which maintenance issues regard-
ing the tenant are mailed.

Tenant Email - SPAM filtering parameters

Spam Threshold
Level

Spam Black / White
List

Choose how strictly 8x8 Configuration Manager filters administrative
email messages for unsolicited junk email or spam. By default, 8x8
Configuration Manager sets the Spam Threshold Level equal to 5.
Choose a lower number to apply stricter spam filtering.

Do not choose a spam threshold setting lower than 3 or higher than 7
unless directed to by 8x8 Contact Center support.

If the Email Script tab in the Email Channel page includes a Check
Spam script object, then:
= Spam Black List: Enter the email addresses whose
communications should be classified as spam.
m Spam White List: Enter the email addresses which should not be

classified as spam.
Both the Spam Black List and Spam White List text entry areas support
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Profile tab option

Tenant Logo

Description

the use of asterisks (*) as wild-card characters.

Select an image logo for branding 8x8 wallboards. Click Choose Files
and upload an image.

Phone Connection Mode

Default Connection
Mode

Allow Agents to
change Phone Con-
nection Mode

Enable Auto Answer

Administrators can choose one of the following Phone Connection
Modes for agents: On Demand or Persistent. For details, see our con-
tent on how to enable phone connection mode.

Agents are able to change their Phone Connection Mode from within
the 8x8 Agent Console. For details, see our content on how to change
your phone connection mode.

With Auto Answer, every phone interaction that is offered to an agent
is automatically connected eliminating the need to accept it manually.
If Auto Answer is provisioned for your tenant, you can enable it at the
tenant level, agent group level, or agent level. For details, see our con-
tent on how to enable Auto Answer.
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Allow multiple time zones

8x8 Contact Center supports time zones for global operation by allowing multiple time zone selections within the same
tenant. Access to multiple time zones in 8x8 Configuration Manager, helps tenants with offices across the world. For
example, if a business has offices in the US, the UK, and China, the administrator can select the US Pacific time zone
as the default, and select UK and China as additional time zones. Agent supervisors in the UK office can monitor queue
and agent activity based on their local time zone, and a wallboard manager in China can apply the Asia Pacific time
zone to the desired wallboard.

To allow multiple time zones for a tenant:
1. From the Configuration Menu, open Home.
2. Gotothe Profile tab.

3. Under Other Time Zone, click Edit. You can add more time zones are in addition to your default time zone as
desired.

4. Select the desired time zone(s) from the list, and click OK.
A time zone that is being used shows up as highlighted.

Other Time Zone

Time Zone Used
(GMT-10) Aleutian Time
(GMT-10) Hawaii Time

Outbound (GMT-9) Yukon Time

Setup (GMT-8) Pacific Time
a s D_> (GMT-7) Mountain Time
rc (GMT-7) Mountain Time (US: Arizona, Canada: Dawson Creek)
(GMT-6) Central Time
(GMT-6) Central Time (Canada: Most of Saskatchewan)
(GMT-5) Eastern Time {US: Most of Indiana)
(GMT-5) Eastern Time
(GMT-4) Atlantic Time
(GMT-4) Brazil Amazon Time (No Daylight Saving Time)

ard
(GMT-4) Brazil Amazon Time (Daylight Saving Time)

Chat design

(GMT-3:30) Newfoundland Time
(GMT-3) Argentina Time
(GMT-3) Brazil Brasilia Time (Mo Dayiight Saving Time) >

Ok Cancel

5. Click OK.
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6. Click Save.
The tenant now has multiple time zones. The time zones can be selected when creating a wallboard, orin 8x8

Agent Console, and by supervisors when monitoring queues and agents. In monitoring, time zone is applicable if

you select to view data from beginning of day.

Version 9.14
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Enable Phone Connection Mode

8x8 Contact Center has improved call handling capability via Phone Connection Mode. With this feature, agents set up
their voice connection before they start working on calls and remain connected throughout their working day. It allows
them to respond to incoming and outbound phone calls with a simple click on the user interface improving their call
handling efficiency.

8x8 Contact Center administrators can choose one of the following Phone Connection Modes in 8x8 Configuration
Manager for agents:

=  On Demand: On Demand Connection Mode creates a temporary connection from the agent’s workplace phone to
the system. The agents have to manually accept the call in their soft or hard phone.

m Persistent: Previously referred to as off-Hook Connection Mode, Persistent Connection Mode creates a constant
connection from the agent’s workplace phone to the system. Once the connection is open, it will stay active until
logged out. Any changes to the setting will remain in effect for the whole duration of the agent’s Persistent
connection. Agents set up their voice connection before they start working on calls and remain connected
throughout their working day. It allows them to respond to incoming and outbound phone calls with a simple click
on the user interface, improving their call handling efficiency.

Renaming off-hook connection mode to Persistent Connection Mode

The Off-hook connection mode that was first introduced in 9.8 has been renamed to Persistent Connection Mode.
There is no change to the functionality, just to the naming of the feature.

About Persistent Connection Mode

If your tenant is provisioned with Persistent Connection Mode, you can see this feature under Home > Profile. With
Persistent Connection Mode, agents can instantly and seamlessly connect to customers and improve their productivity.
Persistent Connection Mode provides a constant connection from the agent’s device to 8x8 Contact Center. It removes
the need to connect the agent’s workplace phone for every call handled. Agents set up their voice connection before
they start working on calls and remain connected throughout their working day. It allows them to respond to incoming
and outbound phone calls with a simple click on the user interface.
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Without the Persistent Connection Mode, after agents log in to 8x8 Contact Center and make themselves available,
they have to accept the interaction for every call that comes through the queue. If they miss the ringing phone, they will
no longer be available to take the interaction.

......................................................................................................................................

|

Note: There is no audio prompt or audio indication for Persistent Connection Mode.

......................................................................................................................................

Features

= Agents can immediately and seamlessly connect to customers.
m Offers a persistent connection from the agent's device to VCC that is ready for outbound dialing.
m Removes the need to connect the agent's workplace phone for every call handled.

m Increases productivity from a higher throughput of calls.

Enable Persistent Connection Mode

If Persistent Connection Mode is provisioned for your tenant, you can enable at the tenant, agent group, or the agent
level:
Enable Persistent Connection Mode at the Tenant Level

1. In 8x8 Configuration Manager, go to Home > Profile.

2. Select Persistent under Phone Connection Mode. It makes the Persistent Connection Mode available for all
agents in that tenant.
Reset all allows you to standardize the default connection mode when there are different settings for this feature
within the tenant, for agents and agent groups.

3. Select Allow Agents to Change Phone Connection Mode. Agents are able to change their connection mode
from within the 8x8 Agent Console.
Reset all allows you to reset all agents and agent groups to the tenant setting.
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4.

Enable Phone Connection Mode

Click Save.

& Robin Shasta (ryandemo0101) My Profile  Co-browsing Logout

Home » Profile

Summary Profile AudioFiles  Schedules  DialPlans  Agent's Idle Timer
Password [min. 8 chars.) * Administrator's email(s)

Retype Password ryan.cox@8x8.com

* Maintenance email distribution list(s)?
Miscellaneous tenant settings ryan.cox@8x8.com
Defautt Time Zone
(GMT-8) Pacific Time

Tenant email - SPAM filtering parameters
Other Time Zone { Edit ) Spam threshold level 5

(GMT-0) Greenwich Mean Time, British Summer Time

S| Black List T
(GMT-0) Greenwich Mean Time, No Daylight Saving Time pam Slack Lis

Tenant Label ryandemo0101
Default Agent Display Name First Name

Resetall agents Spam White List 1t

{8 Allow Agents to Change Display Name

to enable
Warkplace setting
change validation

Allow Agents to Change Screenpop
13 Allow Agents to Reject Interactions
[ Enable SSL for Agent GUI
Enable Workplace setting change validation @ |
@ Enable Enhanced Ringtone Choose Files | No file chosen

Enable Agent's My Recording Functionality

Tenant - Logo

ge(jpg, .png, .gif or bmp) with a size of less than 1mb. It cannot
ixels

Enable transferring to queues with no working agents

Allow agents to configure warning message popup

to enable
Persistent
Caonnection Mode

Enable agents to return to available status after pulling email
@ Enable sending FAQ as HTML
Enable Queus/Skill groups Phone Connection Made

Default Connection Mode (2) Persistent

to enable Auto
A er Allow Agents to Change Phone Connection Mode  Resets

"> [ Enable Auto Answer (3) Reseta

Note: The Reset all button shows when there are a mixture of settings for that mode or option at
the Tenant level.

Enable Persistent Connection Mode at the Agent Group Level

1.
2.

Version 9.14

In 8x8 Configuration Manager, go to Agent Groups from the main menu.
Click to edit or create a new agent group.

Select Persistent under Phone Connection Mode.

Reset all agents allows you to standardize the default connection mode for all agents when there are different
settings for it within the agent group. For example, you see Reset all if you have enabled agents to choose their
mode. Reset all is not available when all settings are the same.

Select Allow Agents to Change Phone Connection Mode if you want to enable all agents at the agent group
to change their connection mode.
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Agent Group » Edit Agent Group » General (o]

ops

< Back to agent group list

General  Outbound Phone Codes
* Group Name ops
B t Comment
n
Default Agent Display Name “Agent”

Reset all agents
(@ Enable Agent's My
8 Allow Agents to Reject Interactions.

cording Functionality

Phone Connection Made

Default Connection Mode Persistent Reset all agents

[ Allow Agents to Change Phone Connection Mode
Enzble Auto Answer () Reset all agents

Save Cancel

Note: The Reset all agents button only shows when there are a mixture of settings for that mode
or option within the Agent Group.

Enable Persistent Connection Mode at the Agent Level
1. In 8x8 Configuration Manager, go to the Agentspage.
Click to edit or create a new agent and open the Generaltab.

2
3. Select Persistent under Phone Connection Mode.
4

Select Allow Agents to Change Phone Connection Mode if you want to enable this agent to change their
connection mode.
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5. Click Save.

Enable Phone Connection Mode

* Username

Comment

* Current Country

Agent » Edit Agent » General (0]

(ankit) Robin Shasta

* Software language

CRM & Tab permissions Interactions

Queues Supervisor

Agent secondary language Russian

Shasta

Rebin German

ankit khare@8x8.com Japanese
English (US) Spanish .

No status-change coding is assigned

hange Coding

settings in Assigned Queues

pending e-mails
nt to Reject interactions

ops Phone Connection Mode
Default Connection Mode (D Persistent

nge Phone Connection Mode

Save Cancel

Combinations for Persistent Connection Mode and Auto Answer settings

Auto Answer can be combined with the Persistent feature to create an on/off combination of the two features. Auto
Answer settings combined with Persistent can be configured at multiple levels depending on the features availability:

Connection

Persistent Off,
Auto Answer Off

Persistent Off,
Auto Answer On

Persistent On,
Auto Answer Off

Persistent On,
Auto Answer On

Version 9.14

Behavior
Phone Connection Mode is On Demand and Auto Answer is off, so the agent needs to answer

the phone for every phone interaction.

Phone Connection Mode is On Demand and Auto Answer is on, so the agent phone auto-
matically connects, and the interaction is auto answered when offered.

Phone Connection Mode is Persistent, so the agent media path is always connected but for
every phone interaction the agent needs to click the Accept button.

Phone Connection Mode is Persistent, so the agent media path is always connected, and the
interaction is automatically answered when offered.
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Enable Auto Answer

8x8 Contact Center has improved the call handling efficiency of agents via Auto Answer. Using Auto Answer in 8x8
Configuration Manager, every phone interaction that is offered to an agent is automatically connected eliminating the
need to accept it manually. This new configurable option enhances agents efficiency by quickly connecting the calls and
reducing the number of clicks an agent has to make. Auto Answer also helps prevent agents from rejecting or missing
calls on their workplace phone. When in Auto Answer mode, agents receive an audio prompt to alert them of a call as it

connects.

......................................................................................................................................

......................................................................................................................................

Considerations when using Auto Answer:

m The agent’s audio may be connected before any visual notification is made on the screen for the interaction or any
screen pop can be enabled.

m Direct Agent Access (DAA) or Direct Agent Routing (DAR) calls are only sent in an Auto Answer mode to an
enabled agent if they are on an Available state.

= An Auto Answer agent with a post-processing time set to zero could potentially find themselves with a non-stop
succession of calls.

m |f a supervisor is in Auto Answer mode monitoring an agent who is not, the supervisor may be connected first, but
the customer will continue to hear queue music or the ring tone until the agent is connected.

m  Auto Answer is supported by 8x8 Work for Desktop and 8x8 Work for Mobile. If the device is not supported, then

the system defaults to the standard manual answer.
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m The Auto Answer feature is visually indicated with an A in the phone tab which persists in all agent states.

L Menu

® Customer Call Offered

[ An-ur_l_l[ Reject Call

L)

button is visible in
manual answer

A" indicates the
auto answer mode.
The Answer Call
button is no

Robin (Robin)

isible

in this mode.

Om:04s

agents are offered calls.

Note: If Auto Answer is enabled, the Answer Call button is absent in the user interface when

Note: Auto Answer is only supported on line 1 for phone interactions.

Enable Auto Answer for your 8x8 Contact Center

With Auto Answer, every phone interaction that is offered to an agent is automatically connected eliminating the
need to accept it manually. If Auto Answer is provisioned for your tenant, you can enable it at the tenant level,

agent group level, or agent level:
Enable Auto Answer at the Tenant Level

1. In 8x8 Configuration Manager, go to Home > Profile.

2. Under Phone Connection Mode, select Enable Auto Answer. If you are enabling this feature for the first
time, a confirmation dialog box prompts notifying you that a mandatory validation will also be turned on for

security reasons.

Version 9.14
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Enable Auto Answer

For security reasons when Auta Answer is.

enabled, Enable Workplace setting change
validation is mandatory and cannat be
independently turned off. Continue?

Ok Cancel

Click Ok to continue. Auto Answer is enabled at the tenant level for all agents. By accepting the mandatory
validation, Enable Workplace setting change validation is selected and cannot be changed.
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Home » Profile

Summary Profile Audio Files Schedules

Password [min. 8 chars)

Retype Password

Miscellaneous tenant settings
Default Time Zone
(GMT-8) Pacific Time

Other Time Zone ( Edit )
(GMT-0) Greenwich Mean Time, British Summer Time

(GMT-0) Greenwich Mean Time, No Daylight Saving Time

Tenant Label ryandemo0101

Default Agent Display Name First Name
Reset all agents.

Allow Agents ta Change Display Name

Allow Agents to Change Screenpop to enable

Allow Agents to Reject Interactions
Enable SSL for Agent GUI
Enable Workplace setting change validation @ I

change validation

Enable Enhanced Ringtane
Enable Agent's My Recording Functionality
Enable transferring to queues with no working agents
Allow agents to configure warning message popup
Enable agents to return to available status after pulling email
Enable sending FAQ as HTML
Enable Queue/Skill groups

Workplace setting

& Robin Shasta

Dial Plans

Agent's Idle Timer

* Administrator's email(s)?
ryan.cox@8x8.com

* Maintenance email distribution list(s)t
ryan.cox@8x8.com

Tenant email - SPAM filtering parameters

Spam threshold level 5

Spam Black List

Spam White List 1t

Tenant - Logo

Choose Files | No file chesen

magelipg .png &if or bmp)with a size of less than 1mb. It cannot
xels

to enable
Persistent

Connection Mode

Phone Connection Mode
Default Connection Mode (3) Persistant

Allow Agents to Change Phone Connection Mode  Resets

[~ [ Enable Auto Answer (@ Reseta

Enable Auto Answer

4. Click Save to activate Auto Answer at the tenant level. You have also enabled the workplace setting

validation.
Enable Auto Answer at the Agent Group Level

1. In 8x8 Configuration Manager, go to Agent Groups from the main menu.

2. Click to edit or create a new agent group.

Note: Auto Answer is visible at the agent group level only if you have enabled it at the tenant level.

3. Inthe General tab, select Enable Auto Answer if not enabled already. Auto Answer is now enabled at the

agent group level for all agents. A confirmation message notifies you when the operation is completed

successfully.
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4. Click Save to activate Auto Answer at the agent group level.

Agent Group » Edit Agent Group » General (0]

Security
Agent Groups
ops

< Back to agent group list

General Qutbound Phone Codes
* Group Name ops
Comment
Defautt Agent Display Name Agent”

Reset all agents
Enable Agent's My Recording Functionality
[ Allow Agents to Reject Interactions

Phone Connection Mode

Default Connection Made Persistent Reset all agents

8 Allow Agents to Change Phone Connection Mode
Enable Auto Answer (D) Reset all agents

Save Cancel

Enable Auto Answer at the Agent Level

1.
2.

In 8x8 Configuration Manager, go to the Agentspage.

Click to edit or create a new agent and open the Generaltab.

Enable Auto Answer

Select Enable Auto Answer to allow agents answer their calls using the Auto Answer feature. Auto Answer

is visible at the Agent level only if it is enabled at the tenant and Agent Group level.

Click Save to activate Auto Answer at the agent level.

Phone Queues Supervisor CRM & Tab permissions interactions

Shasta Agent secondary language Russian -

Display Name Robin German

* Email Address ankit khare@8x8.com Japanese
* Software language  English (US) Spanich .
* Usemame tus-change Coding No status-change codi signed

gent to change Enable/ settings in Assigned Queues

* Retype Password yw agent o Pull e-mails from queue

w agent to Delete pending e-mails

gent to Reject interactions

Comment Collaborate
and show Options menu button
agent’s My Recording feature

* Agent Group ops

Phone Connection Mode
* Current Country
Default Connection Mode (3
[ Allow agent to change Phone Connection Mode
Ensble Auto Answer @

Persistent

Save Cancel
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Enable Auto Answer

Combinations for Persistent Connection Mode and Auto Answer settings

Auto Answer can be combined with the Persistent feature to create an on/off combination of the two features. Auto

Answer settings combined with Persistent can be configured at multiple levels depending on the features

availability:
Connection

Persistent Off,
Auto Answer Off

Persistent Off,
Auto Answer On

Persistent On,
Auto Answer Off

Persistent On,
Auto Answer On

Behavior

Phone Connection Mode is On Demand and Auto Answer is off, so the agent needs to
answer the phone for every phone interaction.

Phone Connection Mode is On Demand and Auto Answer is on, so the agent phone
automatically connects, and the interaction is auto answered when offered.

Phone Connection Mode is Persistent, so the agent media path is always connected but for
every phone interaction the agent needs to click the Accept button.

Phone Connection Mode is Persistent, so the agent media path is always connected, and
the interaction is automatically answered when offered.
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Adjust post-processing time for direct agent calls

8x8 Contact Center post-processing time is the duration agents are allowed, after terminating the calls, to wrap up any
pending notes or actions related to the call. Prior to this release, while processing direct-to-agent calls, agents had a
limited duration of five seconds for post-processing. Depending on your business needs, agents may require more time
to wrap up notes on calls. In this release, we are introducing the ability to adjust post-processing time for direct-to-agent
calls from five seconds to a maximum of 60 minutes helping to meet your business needs.

Features

= Allow agents a suitable time to wrap up calls.

m Set up post-processing time at the tenant, agent group, and agent levels.

Configure the post-processing timeout

As an 8x8 Contact Center administrator, you can set up the post-processing timeout for direct-to-agent calls in 8x8
Configuration Manager. You can set the post-processing time at the tenant level, agent group level, or agent level.

To set up post-processing time at the tenant level:
1. Log into 8x8 Configuration Manager.

2. GotoHome > Profile.
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3. Scroll down and select a desired time for DAR Post-processing Timeout.

Home » Profile

4. Click Save.

5. If you click the Reset all link, it alerts you that all existing agent group and agent level settings for DAR post-
processing timeout will reset to the tenant level setting. Click Ok to proceed or Cancel.

To set up post-processing time at the agent group level:
1. From the menu, go to Agent groups.

2. Under General, select a desired time for DAR Post-processing Timeout.

Agent Groups List » Edit » General »Support o]

Click Save.

4. Toreset the individual agent setting to agent group-level setting, click the Reset all agents link. It alerts you that

all existing individual agent-level settings for DAR post-processing timeout will reset to the agent group level
setting. Click Ok to proceed or Cancel.

To set up post-processing time at the agent level:
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1. From the menu, go to Users.
2. From the list of users, select a desired user.

3. Gotothe Phone tab and select a desired time for DAR Post-processing Timeout.

User » Edit User » Phone

4. Click Save. This sets the post-processing time for the individual user.

Priority rules

By default, here are the priorities for DAR post processing timeout:
m Agent level settings override agent-group, and tenant level settings.
= Agent-group level settings override tenant-level settings.
m If agent-level is not set, the agent inherits the agent-group level setting.
m If agent-level is not set and if agent-group level is not set, agents inherit the tenant-level setting.

m I post-processing timeout is not set at the tenant-level, agent-group level, as well as agent level, then the value is
set to five seconds by default.
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Introducing workplace setting validation

8x8 Contact Center administrators can enable workplace settings validation for agents via 8x8 Configuration Manager.
When changing workplace settings (Workplace Phone and Workplace SIP URI), agents must validate their changes to
be able to handle the calls. When they click to validate the change, it triggers a phone call to the updated phone
number. A PIN code is then communicated to the agent. The agent must enter the PIN code to validate the changes
and continue. If they are unable to confirm the PIN they must exit and revert to their last validated setting. The
workplace setting validation is offered as a mandatory security feature with Auto Answer, or it can be deployed as a

stand-alone feature.

Features

8x8 Configuration Manager workplace setting validation:
= s mandatory while Auto Answer is enabled.
m |s offered as stand-alone feature. Admins can remove or disable this feature in 8x8 Configuration Manager with no
restrictions.

m Reverts to the agent's last validated setting if unable to validate the new workplace setting.

Enable workplace setting validation in 8x8 Configuration Manager

The workplace setting validation is applicable to a tenant for all agents and groups. To validate the workplace setting,
agents require a phone and an audio access for the PIN code to be played to them. Moreover, the agents must be in

Work offline status to change their workplace setting.
Enable workplace setting validation paired with Auto Answer

1. Log in to 8x8 Configuration Manager.
2. GotoHome > Profile.

3. Under Phone Connection Mode, select Enable Auto Answer.
If Auto Answer is enabled for the first time and without enabling the workplace security feature, a confirmation
dialog box prompts notifying you that a mandatory validation feature will also be turned on for security reasons:

Version 9.14
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For security reasons when Auto Answer is

enabled, Enable Workplace setting change
validation is mandatory and cannot be
independently turned off. Continue?

Ok Cancel

m If you click Ok, Auto Answer is enabled. By accepting the mandatory validation, Enable Workplace setting
change validation is also turned on and cannot be changed independently while the Auto Answer feature is
enabled. Workplace setting validation is enabled at the tenant level for all agents. You can configure Auto

Answer at the agent group or agent level as well.
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Home » Profile

Summary Profile Audio Files Schedules

Password [min. 8§ chars.)

Retype Password

Miscellaneous tenant settings
Default Time Zone
(GMT-8) Pacific Time

Other Time Zone { Edit)
(GMT-0) Greenwich Mean Time, British Summer Time
(GMT-0) Greenwich Mean Time, No Daylight Saving Time

Tenant Label ryandemo0101

Default Agent Display Name First Name

Reset all agents

Allow Agents to Change Display Name

to enable
Workplace setting
change validation

Allow Agents to Change Screenpop
Allow Agents to Reject Interactions
Enable SSL for Agent GUI
Enable Workplace setting change validation & |

Enable Enhanced Ringtane
Enable Agent's My Recording Functionality
Enable transferring to queues with no working agents

Allow agents to configure warning message popup
Enable agents to retur to available status after pulling email
Enable sending FAQ as HTML

Dial Plans

Agent's Idle Timer

* Administrator's email(s)?
ryan.cox@8x8.com

* Maintenance email distribution list(s)
ryan.cox@8x8.com

Tenant email - SPAM filtering parameters
Spam threshold level 5

Spam Black List 7

Spam White List

Tenant - Logo

Choose Files | Mo file chosen

fy Profile | Co

Pg png, gif or bmp) with a size of less than Tmb

Introducing workplace setting validation

it cannot

to enable
Persistent

Enable Queue/Skill groups

to enable Auto
Answer
-

Phene Connection Mode
Default Connection Mode  (3) Persistent
Allow Agents ta Change Phone Connection Mode

Enable Aute Answer () Reseta

Connection Mode

Reseta

Reset a

Note:
be disabled if required.

m |f you click Cancel, Auto Answer is not enabled.

4. Click Save.

Enable Workplace Setting Validation as Stand-alone
1. Log in to 8x8 Configuration Manager.

2. GotoHome > Profile.

Version 9.14

If you disable Auto Answer. Workplace setting change validation is still enabled but can

Feature
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3. Select Enable workplace setting change validation.

Note: If you have enabled Auto Answer, workplace setting validation is already enabled. You can
disable Auto Answer, but keep the workplace setting change validation enabled.

& Robin S

Home

Home » Profile

Summary Profi

AudioFiles  Schedules  Dial Plans  Agent's Idle Timer
(GMT-8) Pacific Time
Tenant email - SPAM filtering parameters
Other Time Zone ( Edit) Spam threshold level 5
(GMT-0) Greenwich Mean Time, British Summer Time

out Spam Black List
Lo (GMT-0) Greenwich Mean Time, No Daylight Saving Time pam Hlack Us

o Tenant Label ryandemo0101
. Default Agent Display Name First Name
Reset al

Spam White List 1t
Allow Agents to Change Display Name

Allow Agents to Change Screenpop
Allow Agents to Reject Interactions
Enable SSL for Agent GUI
Enable Workplace setting change validation Tenant - Logo
Enable Enhanced Ringtone Choose Files | No file chosen

& Enable Agent's My Recording Functionality image(pg, .png. .gif or .Hmg) with & size of less than Tmb.

Enable transferring to queues with no working agents
Allow agents to configure warning message popup
[ Enable agents to retum to available status after pulling email
{8 Enable sending FAQ as HTML
Enable Queue/Skill groups Phone Connection Mode
Default Connection Mode (D | On Demand Reseta
Allow Agents to Change Phone Connection Mode
Enable Auto Answer @

+ separate email addresses with comma {
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Configure audio files and recorded greetings

In a typical phone menu, callers direct themselves to the desired destination using choices from the menu. 8x8 Contact
Center phone menu is driven by pre-recorded audio messages. Audio files serve to automate a contact center's phone
menu. 8x8 Contact Center offers a number of pre-recorded messages to serve your business needs. You can also
upload customized messages to suit your specific needs. Use the Audio Files tab in 8x8 Configuration Manager to
manage the recorded messages used by your phone channels.

To display the Audio Files:
1. From the Configuration Menu, open Home.
2. Gotothe Audio Files tab.

By default, each tenant includes a repository of pre-recorded audio files and user audio files. You may use the
readily available messages or record and upload your customized messages.
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Upload audio files

In a typical phone menu, callers direct themselves to the desired destination using phone choices from the menu. The
8x8 Contact Center phone menu is driven by pre-recorded audio messages. Audio files serve to automate a contact
center's phone menu. 8x8 Contact Center allows you to upload customized messages in 8x8 Configuration Manager to
serve your contact center's needs.

To upload audio files:

1. From the Configuration Menu, open Home.
2. Gotothe Audio Files tab.

The following table summarizes file types listed in Audio Files.

Audio Files Option Description

User Lists the customized audio files uploaded by your 8x8 Contact Center
administrator into this tenant. When you initially configure a tenant instance, the
User folder does not contain any audio files. When you use the Audio Files tab to
upload your company's customized audio files into 8x8 Configuration Manager,
the uploaded files are stored in the User folder.

Pre-recorded Lists the set of default audio files available for the tenant. By default, a new
tenant includes a set of placeholder audio files. These files provide examples of
voice Channel greetings and messages used in a variety of contact center
contexts. When you upload the customized audio files required by your contact
center, you replace a pre-recorded audio file assignment so that it uses your
customized audio file.

User-Agent whisper Lists the audio files that can be uploaded and assigned by the tenant
administrator to an inbound or outbound queue to inform the agent, upon
connection, about the connected call. Upon receiving calls, the system plays a
brief message stating the nature of the call such as sales or support.

3. Open the User folder under Audio Files.
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4. Click Add to upload a new audio file.

Chat design

Home » Audio Files

Summary Profile Audio Files Schedules Dial Plans  Agent's Idle Timer

Audio Files
Add Audio File: () Audio File
Audio Files Z Add

® [ User
© B3 Pre-recorded

Voice file description
[ Agent vaice mai invite " Name

[ Call menitoring waming * Description

[ Classical music

[ Contemporary music

[ Enter mandatory account number
[ Enter mandatory case number

[ Enter optional account number
[ Enter optional case number

[ Enter optional party’s extension
[ Holiday closure

[ Invalid extension save Reset
[ Invalid mandatory sccount number

[ Invalid mandatory case number

[ Invalid mandatory selection

[ Invalid optional account number

[ Invalid optional case number

[ Invalid optional party's extension

[ Invalid selection

[ Jazz music

M Mandatan: fueis salectinn

* Upload new Choose Files | No file chosen

5. Enter a Name for the message you wish to upload.

Upload audio files

The following table summarizes the options available under Voice file description.

Voice File Description

Option
Name

Description

Upload new

Save

Delete

View

Version 9.14

Description

A descriptive name for the contents of the customized audio file.

Enter a meaningful description for the customized audio file to help you
remember it later.

To upload a customized audio file to your tenant, select a 8 KHz, 16-bit, monaural
WAV file. After you upload an audio file, you must verify that 8x8 Contact Center
can play the audio file before referencing the file in an IVR script. 8x8
Configuration Manager does not upload the file until you click Save. For details
on playing uploaded IVR files, refer to Verify Audio Files Deployment.

To finish uploading the audio file you must click Save. 8x8 Configuration
Manager only allows you to save user audio files.

To delete a customized audio file under User folders, click Edit > Delete.

To view details about a customized audio file such as type, file name, date of
upload, size and file information, click View.
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? Note: For best practices, insert a special prefix at the front of the user-created audio names so they§
{ can be distinguished from the system audio files. '

Enter a transcript or a brief description of the message in the Description box.
Click Choose Files to select an audio file in WAV format.

Click Play Audio to play back the uploaded message.

Click Save.

© ® N o

Edit audio files

You can edit custom audio files at any time. However, you cannot edit the default pre-recorded audio messages.

To edit custom audio files:
1. From the Configuration Menu, open Home.
2. GotoAudio Files.

3. Select the desired audio file in the User folder.
The description of the voice file displays in the View tab.

4. Click the Edit tab and make the desired changes. You can also upload a new audio file from Edit mode.

Delete audio files

You can delete custom audio files at any time. However, you cannot delete the default pre-recorded audio messages.

To delete custom audio files:
1. From the Configuration Menu, open Home.
2. GotoAudio Files.

3. Select the desired audio file in the User folder.
The description of the voice file displays in the View tab.

4. Click the Edit tab and make the desired changes. You can also upload a new audio file from Edit mode
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5. Click Delete to remove the message from the tenant.

Note: To order professionally-recorded messages, click the link at the bottom of the Voice file

description area. You are sent to a service provider in professional voice recordings.
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Verify audio files deployment

By default, a new 8x8 Contact Center tenant includes a set of default pre-recorded placeholder audio files. These files
provide examples of voice Channel greetings and messages used in a variety of contact center contexts.

When you upload the customized audio files required by your contact center and before you can place your 8x8 Contact
Center in production, you must go to Home > Audio Files to replace the 8x8 Contact Center placeholder audio files
with your own production-quality audio files. Any time you upload an audio file to 8x8 Configuration Manager, you must
verify that the embedded audio player can play the file. Playing an uploaded audio file verifies that 8x8 Contact Center
has finished deploying the uploaded file to your contact center tenant. Audio files must be deployed before they can be
referenced in an IVR script. You must verify the deployment of an uploaded audio file before referencing the file in an
IVR? script.

For details on IVR scripts, refer to Create a Phone IVR Script.

TInteractive Voice Response is a technology that automates interactions with phone callers.
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Create agent whisper for phone queues

8x8 Contact Center agents can now hear an audio message (whisper) about the context of the call they have dialed or
received via a queue. Agent whisper is an audio file that can be uploaded and assigned in the 8x8 Configuration
Manager by the tenant administrator to an inbound or outbound queue to inform the agent, upon connection, about the
connected call. Let’s say John serves support calls as well as sales calls. Upon receiving calls, the system plays a brief
message stating if it is a sales or a support call. Agent whisper can be implemented for both inbound and outbound calls
such as campaign calls.

Features

= Assign to both inbound and outbound queues.

m Alert agents when a call is being connected.

= Notify the agent on the call, and not the customer.

= Play an uninterrupted prompt for the agents. The whisper can be talked over by both parties.
m Agent whisper is not suppressed when the agent or customer talks.

m Agent whisper can be set up for all queued calls. It is not available for numbers dialed by the agent, direct agent
calls (DAA/DAR), or agent-to-agent calls.

Known limitations

= In Auto Answer mode and in the process of validating a Persistent connection, at the very moment a call is offered,
an agent will only hear the bleep and not the whisper for this interaction.

m In Persistent Connection Mode alone, if the call terminates before the whisper has finished playing, the agent will
still hear the remainder of the whisper. In On Demand Connection Mode the above scenario does not apply.

= Supervisors hear the full whisper when they join an active call to monitor an agent and customer.

m  With inbound and outbound calls, the whisper is played to the agent upon connection, however, when working in
the preview mode, the whisper is played to the agent just before the call is connected.
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Set up Agent whisper

Agent whisper provides a useful prompt to the agent. For example, in Auto Answer mode, agents typically do not have

time between calls. The whisper helps them identify the context of the incoming call even before the customer

information pops for preview, thus allowing them to prepare for the call. Agent whisper messages can be heard on both

inbound and outbound calls.

To set up Agent whisper, you must upload the Agent whisper file first and then assign the file to a queue:

Admins must add an audio file to a global folder under Home > Audio Files > User - Agent whisper. Any audio

files added to that folder can be selected at queue level. Any file added to the standard User folder, is not part of the

drop-down for Agent whisper in Queue settings.

To upload a new audio file for Agent whisper:

o > © N

Log in to the 8x8 Configuration Manager.

Open Home > Audio Files > User - Agent whisper.

With User - Agent whisper highlighted, click to add + Audio Files.
In the Add window, click Choose Files.

Find and add a file to upload. There is no limitation for the size of the Agent whisper file, however we recommend
you to keep the message short. The file format must be .wav or .au.

Enter a Name and Description for the file.

»
Click to Save your changes. The new file is saved under the User - Agent whisper folder. You can clicklo to play

the audio file.

After uploading an audio file for Agent Whisper, you must assign the audio file to a phone queue.

To assign the Agent whisper file to a queue:

> w0 D>

Version 9.14

Log in to the 8x8 Configuration Manager.
Go to Queues/Skills.
Open an outbound or inbound phone queue.

Under Properties, select an audio from the Agent whisper audio drop-down. By default there is no audio file
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»
selected. You can click@I to play the audio.

5. Click to Save your changes.

Delete Agent whisper audio files

To delete an Agent whisper audio file:

A 0D

Log in to the 8x8 Configuration Manager.

Go to Home > Audio Files > User- Agent whisper.
Open an audio file and click Edit.

Click Delete.

? Note: A warning alerts you if afile is still associated with a queue. Remove the Agent whisper
audio file first before you can delete it from the tenant.

Replace Agent whisper audio files for a queue

If you have uploaded other Agent whisper audio files, you can simply change the audio file for the queue:

1.

2
3.
4

Version 9.14

Log in to the 8x8 Configuration Manager.

. Goto Queues/ Skills.

Open an outbound or inbound phone queue.

. Goto Properties > Agent whisper audio and select another audio file from the drop-down.
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5. Click Save.

Create agent whisper for phone queues

Queues/Skills » Add Inbound Phone » Properties

Home
1t Groug
L
Bemedas < Back to queue list
Channels
Properties
C Queue type
nd Queue direction
2] * Queue name
F S Default priority
Br Transfer Incoming Calls to
Ini Post-processing timeout
Woice Recording
Tr: 1 Wiaiting Music
Agent whisper audio
(o]}
Phone C
Ct ]

Phone

Inbound
-3 1=Low 10=High

5 seconds
0 %
Jazz music

None

None

Acme Sales

Acmeets Agent-Whisper * Save
QisinQ

Orens sale queue

Sales Queue

Support Whisper

jaudio

Cancel

Remove Agent whisper audio files from a queue

To remove an Agent whisper file from a queue:

1. Log in to the 8x8 Configuration Manager.

2. GotoQueu

3.

4.

5. Click Save.
Version 9.14

es/ Skills.

Open an outbound or inbound phone queue.

Go to Properties > Agent whisper audio and select None from the drop-down.
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Define business hours and schedules

8x8 Contact Center administrators can define schedules for their contact center staff by going to the 8x8 Configuration

Manager Schedules tab. Define business hours, holidays, and special events that are followed by your company's

departments. For example, if your sales and support teams have different hours of operation, use the Schedules tab to

create separate schedules for each team.

Limitations

m The Date Picker in the Special Events and Holidays calendar allows you to select a date up to three years ahead of

the current year. To select a date beyond three years, enter it manually on the date field.

m Scheduling a campaign with an Intra Day Schedule with multiple recurring events follows the first Open schedule

only and stops for the rest of the events for the day. If you configure a campaign to follow a schedule as shown in

the example below, the campaign executes for the first open schedule from 7 AM to 12 PM, and ceases for the rest

of the day. You then need to manually run the campaign for the rest of the day.

Weekly Schedule *

Open

Choice #1

Open

Tuesday Open
Wednesday Open
Thursday Open
Friday Open
Saturday Closed for the day

Sunday Closed for the day

08:00
08:00
08:00
08:00
00:00
00:00

* |n the Weekly Schedule below, all undefined intervals default to "Closed™.

16:30
16:30
16:30
16:30
24:00
24:00

T ®
T ®
T ®
T ®
T ®
T ®

Version 9.14
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Add a new schedule

The Intra Day Scheduling feature provides you the flexibility to create multiple schedules within a day, and introduce
multiple breaks without having to create nested schedules. You can select multiple call treatment choices to specify the
desired call treatment in the IVR tree.

Creating a tenant schedule with the enhanced Intra Day Scheduler is simple and easy. The process involves:
1. Gathering your contact center business hours and breaks
2. Gathering your Special Events and Holidays schedule
3. Defining a weekly schedule calendar
4. Defining Special Events and Holidays calendars
5. Configuring call routing and call treatment choices
To better understand the process, let us create a sample schedule for our fictitious contact center; AcmeJets. The
Sales team at AcmeJets observes the following schedule:
= Monday to Friday: 7 AM to 6 PM
= Monday to Friday: Lunch break 12 PM to 1 PM
m Saturday: 8 AM to 4 PM
= Sunday: Always Closed

To create a weekly schedule:
1. From the Configuration Menu, open Home.
2. Gotothe Schedules tab.
)
3. Click " toadd anew schedule, or to edit the Default Schedule.

OR
Click Copy to create a duplicate. You can make changes later.
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The Weekly Schedule calendar opens. It also allows you to add a Special Events and Holidays calendar.

Home

Security

Summary

Scripts
CRM

Outbound
Setup

Campaigns
Monday

Tuesday

Thursday
Friday

Saturday
Wallboard Sunday

Chat design

Home » Schedules » Add

* Schedule Name | Callback Schedule

Weekly Schedule *

Wednesday

Profile Audio Files Schedules Dial Plans Time!

Agent's Idle

s list

Time Zone  (GMT-8) Pacific Time
Special Events and Holidays

y Schedule below, all undefined intervals default to "Closed @ Add Da

Open 08:00 1630 e
jog©)
T e
@
jnf©)
o e

o @

No items to show

Open 08:00 16:30
16:30

16:30

Open 08:00

Open 08:00

Open 08:00 16:30

Closed for the day 00:00 2400

Closed for the day 00:00 2400

Save Cancel

4. Enter a Schedule Name and select a Time Zone from the list.

The following table summarizes options under Home > Schedules:

Schedules
Tab Option

Schedule
Name

Weekly
Schedule
(Monday-
Sunday,
from-to)

Version 9.14

Description

Type a name that describes the part of your organization using a non-default schedule.

You can associate a named schedule with a particular IVR script behavior. For example, if you
plan to use your 8x8 Contact Center to manage both sales and support interactions, and those
two teams have different hours of operations, you can create two schedules for Sales and
Support.

For each day of the week, select a time that operation begins and ends, and a call treatment
choice as defined in the script. A call treatment choice refers to a choice within a schedule which
allows a time-based selection of treatment choices when interactions enter a tenant. The call
treatment choices for a schedule include:

= Open: Call treatment typically used when the business is open.

= Choice 1 to Choice 6: Six alternate options that define more refined choices other than
Open or Closed for the day.

m Closed for the day: Call treatment when the business is closed for the entire day.
When you design a Voice Channel's IVR script or an Email Channel's Email script, you can
associate one or more schedules with the customer-facing behavior of the Channel.
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Schedules

. Description
Tab Option

Add Day Click Add Day to create exceptions to the days and times specified in the Monday-Sunday, from-
to area.
Exceptions enable you to specify alternative automated processing of phone and email
interactions. More specifically, use schedule exceptions to modify the open and closed hours
specified in the From and To areas. For example, for holidays or other periods when the
schedules default hours of operation do not apply.

Special Click Add Day to create a new exception:

Events and = Enter the date of schedule exception.

Holidays m From the drop-down menu, select:

o Open to specify that the exception uses the contact center's open hours to process
phone and email interactions.

o Closed to specify that the exception uses the contact center's closed hours to process
phone and email interactions.

o A numeric scheduling label from #1 to #6.
m Choose the beginning and end day and times for the exception.

= Click to remove the exception condition from the list of conditions.
If you choose a numeric label, in the IVR or Email script that references the schedule, you can
specify what the script should do during the period when the exception condition is in effect.

5. Under the Weekly Schedule, click each row to edit the call treatment and time.
6. Select business hours for the week. For example:
a. ForMonday, enter <7:00 to 12:00> and choose Open from the drop-down menu of call treatment choices.
[y
L
b. Click to add a new row.
C. Add lunch break hours from 12:00 to 13:00, specify an option from choice 1 through 6, and set up this choice
with desired call treatment in the IVR. You can play a message for callers during the lunch hour: <Welcome

to AcmeJets. We are currently closed for lunch between 12 pm and 1 pm. Please leave a message with your
name and account number and we will get back to you as soon as possible. Thank you for your patience.>
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The following IVR image shows an IVR tree with a call treatment choice #1 for the Sales schedule.

2 @ Schedule [CallbackSchedule]

EI Dpen

. &~ 3% Forward to Queue [Sales()
. inqueue

- gueue timeout

: L overload

=+ Close
. - 3% Forward to External Number [AfterHoursService]

L P Play [LunchBreak]

d. Click to add another row.

@

Add after lunch hours from 13:00 to 18:00.

f. Repeat steps a to e to define the daily schedule until Friday.
g. Specify hours for Saturday with no lunch break.

h. For Sunday, a weekly holiday, choose Closed for the day.

7. Save your settings.
You have now successfully created your weekly schedule. The next step is to define exceptions to your weekly schedule

in the Holidays and Special Events calendar on the right-hand panel of the Schedules tab. A holiday indicates the

business closure, while a special event observes a schedule different from the regular weekly schedule.
Create Holidays and Exceptions

To create holidays and exceptions:

1. In the Holidays and Special Events calendar on the right-hand panel of the Schedules tab, select the desired date
and specify the exception.

m For holidays, select the date and create an event with exit point CLOSED from 0:00 to 24:00.
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m For an exception to the schedule, specify the desired time intervals and the appropriate call treatment
choices.

Home » Schedules » Edit

Summary Profile Audio Files Schedules

< Back to schedules list

* Schedule Name  Callback Schedule Time Zone  (GMT-8) Pacific Time

Dial Plans  Agent's Idle Timer

Weekly Schedule * Special Events and Holidays Holidays
*In the Weekiy dule below, all undefined intervals @ Add Day
Monday Open 08:00 Te 10/01/2018Mon  Closed 00:00 24:00 o ®
Tuesday Open 08:00 T0 10/02/2018 Tue Closed 00:00 24:00 e
Y v
Wednesday  Open 08:00 1630 T@® 10/03/2018 Wed Open 08:00 20:00 & ®
Thursday Open 08:00 16:30 w® f
Friday Open 08:00 16:30 Iogo) .
Special Event
Saturday ~ Closedfortheday ~ 00:00 24:00 @
Sunday Closed for the day 00:00 24:00 w®
Save Cancel Apply

2. Save your settings.
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Understand tenant dial plans

An 8x8 Contact Center dial plan specifies how to interpret phone number sequences dialed by an agent using the phone
tab, click-to-dial (or through API), and how to convert them into an ITU-T E.164 normalized outbound dial string. Dial
plans can be used to include country codes and area codes, support extension-based dialing, correct the numbers from
an external entity, and more.

Dial plans take numbers dialed by users, or numbers originating from other 8x8 Contact Center components such as:
IVR callback, web callback, click-to-dial, workplace phone, etc., and apply editing rules to yield one of the following:

= A valid global public phone number (known as E.164)

= Avalid PBX number

m A call disallowed message number

= A warning tone generating number
Dial plans change the interpretation of dialed digits within a tenant to correspond to familiar national, local, or private
phone switch dialing conventions. A dial plan establishes the expected number and pattern of digits for an outbound
phone call, and validates the agent-dialed sequence. It consists of a collection of calling number patterns and treatment
pairs. When a user dials a series of digits, each calling number pattern in the dial plan is tested as a possible match. If

the agent-dialed sequence matches a pattern, corresponding treatment applies. The treated sequence is then
transmitted to initiate a call or rejected as invalid.

For example, the dialing sequences to reach the Crystal Jade Restaurant in Shanghai, China from home phones in the
United States, United Kingdom, Nigeria, and Beijing use different leading digits:

= New York City, USA dials 011862163858752 — North American Dial Plan = +862163858752
= London, England dials 008621 6385 8752 — UK National Dial Plan = +862163858752
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= Abuja, Nigeria dials 009862163858752 — Nigerian National Dial Plan = +862163858752
m Beijing, China dials 02163858752 — Peoples Republic National Dial Plan = +862163858752

In each case, a different national dial plan is used to remove the local prefix digits and restore the country code when
necessary to yield an unambiguous international number.

Previous releases

The following features and capabilities are added in this release:
= Ability to use private PBX numbers
m Ability to change the order of the custom rules
= Ability to use system variables and user-defined variables

= Dial plan editing results are no longer automatically prefixed with a plus (+) sign. All prior dial plans are
automatically adjusted to compensate for the plus (+) sign change.

Backward Compatibility:

-All prior dial plans are automatically adjusted to compensate for the plus (+) sign change. |
i - -The original International Numbering Plan (ITU-T E.164) allowed any digit sequence starting with a
L —i plus (+) sign to pass through without any digit modifications. The updated equivalent dial plan now |
. includes E.164 number validity checks along with some special and premium number blocking. In
some cases, users of this plan may experience a change of behavior if their customary dialing
included non-E. 164 number patterns.

The following features and capabilities are added in this release:

= Ability to create and apply multiple dial plans within the same tenant:
You can apply dial plans for each agent based on their location. If your contact center employs agents in different
countries, you can create custom dial plans suitable for each country and apply the appropriate plan to agents.
Each agent can dial from their familiar national dialing plan. Until now, you were limited to applying a single tenant-
based dial plan to all agents based in different countries forcing them to manually dial out.
Similarly agents in different domestic offices may have different dialing privileges or different in-house PBX, or in-
state local dialing preferences which can be addressed using per agent dial plans.

= Ability to apply dial plans to an agent’s dial out, verification call, forward to external call, and more:
Tenant Dial Plans apply to the Make Verification call, web callback, or IVR forwarding a call to external number
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scenarios. In these scenarios, the outbound calls must be dialed as defined in the ITU-T E.164 specification. For
example, in the United States, the number +1 (650) 292-8618 can be dialed as 6502928618, and in the United
Kingdom, the number +44 (0) 2088524140, can be dialed as 2088524140.

Ability to apply dial plan editing to calls beginning with +:

Dialing inputs regardless of the originating calling method (agent, agent profile, click-to-dial, campaigns, and web
callback) are subject to dial plan editing including those beginning with "+".

Ability to select a desired dial plan during click-to-dial or web callback:

The click-to-dial and web callback APls accept a new optional parameter to select a particular dial plan or if omitted
applies the tenant default dial plan. These APIls cannot dial numbers without, at a minimum, filtering the number
through the tenant default dial plan or a specific dial plan. No more API exposure to allow any number to be dialed
without restrictions.

The dial plan now applies to all outbound calls:

Call Type Default Dial Plan | Overriding Dial Plan

Agent dial Tenant dial plan | Agent dial plan

Click-to-dial Tenant dial plan | Dial Plan specified as APl parameter
Web callback Tenant dial plan | Dial Plan specified as APl parameter
Verification call Tenant dial plan | Agent dial plan

Forward to external | Tenant dial plan | N/A

Campaign call Tenant dial plan | Dial Plan specified in properties

Ability to associate agents with a custom dial plan based on their location
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Types of dial plans

8x8 Contact Center offers two types of dial plans accessible via 8x8 Configuration Manager:

m System Pre-Configured Dial Plans: Predefined national and international dial plans available to all tenants.
They allow PBX dialing and local, long distance, and international calls. You cannot make any changes to these
plans except for opting a default plan. You can select a national plan that best suits your needs or use the standard
international plan. The System Pre-Configured dial plans are predefined and do not allow changes. Every tenant is
required to select one and only one dial plan to suit their location. By default, your contact center may come with
some system pre-configured dial plans, such as:

o International Numbering Plan (ITU-T E.164): Allows tenants across the globe to place domestic and
international calls. The International Numbering Plan does not allow unfiltered pass-through dialing.

o US North American Numbering Plan (US NANP): Allows tenants across North America to place
domestic and international calls. NANP identifies various calling number patterns and applies corresponding
treatment to user-dialed numbers.

m Custom Dial Plans: In addition to system pre-configured dial plans, you can create your own custom dial plan if
you have subscribed to this feature. Custom dial plans, in many situations, can mimic the abbreviated dialing
conventions of a private office phone system or internal corporate dialing plan. You can configure multiple custom
dial plans.

. &= Notes:
2 — -You can activate only one dial plan per tenant at a time.

-8x8 Contact Center reports present dialed numbers in the standard international format.

About the North American Numbering Plan (US NANP)

The North American Numbering Plan identifies various calling number patterns and applies the following treatment to
user-dialed numbers:
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Filters international calls with country codes incorrectly entered starting from "0".

Removes the North American access code 011 if added to a North American phone number. For example, the
number 01116505551212 is dialed out as 16505551212, removing 011.

Filters local and long-distance calls with incorrect area codes starting from "0".

.................................................................................................................................

.................................................................................................................................

Filters calls to emergency and special services, such as 911 in the US and 112 in the UK.
Prefixes the country code "1" to all local and long-distance calls within North America.
Requires country codes and area codes for international calls.

Allows input of spelled-out numbers, and converts alphabetic characters to the telephone keypad equivalent digits
according to North American Telephone standards.
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Access a system dial plan

System Pre-Configured dial plans are provided to 8x8 Contact Center administrators via 8x8 Configuration Manager.

You can use the view option to change a default plan on your tenant.

To view or edit a system dial plan:

1.

Log in to 8x8 Configuration Manager.

2. From the Configuration Menu, open Home.

3. Gotothe Dial Plans tab.

Phone Codes

Home » Dial Plans

Summary Profile Audio Files Schedules Dial Plans Agent's Idle Timer

Available Dial Plans

Add New Dial Plan: &)

1D

21

Dial Plan Name * Plan Type
System Dial Plan: Swiss Numbering Plan (SNP) with VOVCC System Pre-Configured
System Dial Plan: Swiss Numbering Plan (SNP) with VOVCC System Pre-Configured
System Dial Plan: US and Canada Custom Custom

System Dial Plan: US Custom Custom

System Dial Plan: US North American Numbering Plan (US NANP) System Pre-Configured
System Dial Plan: US North American Numbering Plan (US NANP) System Pre-Configured
System Dial Plan: US North American Numbering Plan (US NANP) with VOVCC System Pre-Configured
System Dial Plan: US North American Numbering Plan (US NANP) with VOVCC System Pre-Configured

Cancel

>

& Con
Default Plan

Filter Available Dial Plans

4. Select a dial plan and double-click to view the details.

5.

Version 9.14

In the details view, you can see the following information:

Dial Plans

Dial Plan

Name

Test
Number

Default
Plan

Order

Description

Enter a name for the new dial plan.

Enter a telephone number to test your plan. A ® indicates which rule is being applied.

Check the option to mark this as the default dial plan.

Indicates the order of the rules applied to each number. You can change the order of the rules in
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Dial Plans

Dialed
String
Match
Pattern

Rewrite
Translation

Rule
Comment

Delete
Rule

Test
Match

Description
custom plans by dragging and dropping them in the desired location.

Define a calling number pattern to apply the dial plan using regular expressions. A regular
expression provides a concise and flexible means for matching strings of text, or patterns of
characters. Most commonly used regular expressions are:

A - Matches the starting position of the string.

. - Matches any single character.

* - Matches the preceding element 0 or more times.

$ - Matches the ending position of the string.

[ 1- Matches a single character contained within the brackets. For example, [2-9] specifies any
digit from 2 through 9.

() - A marked sub-expression within which you define a string to match.

For example, the pattern A([2-9][0-9][0-9][0-9][0-9][0-9][0-9])$ defines a 7-digit sequence where the
first digitis not O or 1.

Define the treatment for the number that matches the specified calling number pattern. For
example, the pattern A([2-9][0-9][0-9][0-9][0-9][0-9][0-9])$ and treatment 165031 prepends a 7-digit
input with "1650". $1 represents pattern within the (). If you input 5551212, the treatment converts
the number to 16505551212.

Gives a brief description of the treatment received by the rule.

Allows you to delete the rule. This applies to user-defined rules only.

Indicates if the rule applies to the test number.

1. From the Configuration Menu, open Home.

2. Gotothe Dial Plans tab.

D

3. Click

next to a default system rule that you wish to modify.

A message appears asking you to click Save to keep a copy.
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Click OK.

The dial plan creates a copy of the default plan.

Enter a new name for the Dial Plan.

Click Save.

Access a system dial plan

A copy of the default dial plan is created and added to the list of available dial plans. You can modify the new

dial plan according to your tenant needs.

How do | test a dial plan?

You can test a dial plan to check how the plan treats user-dialed sequences, and to learn the sequences identified

by the dial plan.

To test a dial plan:

From the Configuration Menu, open Home.

Go to the Dial Plans tab.

Select a dial plan and click to edit.

In the edit screen, enter a phone number sequence in the Test Number text box and click Test to validate.

Home » Dial Plans

Summary Profile Audio Files

< Return To Dial Plan List
* Dial Plan Name
Default Plan

Order Dialed String Match Pattern Rewrite Translation

2A[2-8]115

3 A101[0-9{4}S

4 A\+1900[2-9][0-9)(6]S
5 A1900[2-9][0-91{6}S
6 A900[2-9][0-9}{615

7
8

A(1[2-9)[0-9){2)[2-][0-3}{NS 51

A([2-90-9) (2 [2-9)[0-9)BNS 151
9 7011(1[2-8)[0-S{2}2-8)[0-SHENS =51
10 A011([2-9][0-9){7,14})$ =51
11 A+ (1[2-9][0-9){2}2-9)[0-SHEHS =51
12 M+([2-9][0-91{7.1403 =51

13 A(441]442/443)5

15 7(610]612(614/615)5

Schedules Dial Plans

Agent's Idie Timer

Test Number

5555555559 Test

Enter a phone number and then press Test' to apply dial plan for testing.

+15555555555

Rule Comment

A911$ +00084084039001-STEN... Block Emergency

+00084039002-STENANT... Block Services

+00084039003-STENANT... Block Carrier Access Codes (CAC) ex. 10-10-321
+00084039004-STENANT... Block Premium Rate 11 Digit US NANP in E.164 format
+00084039004-STENANT... Block Premium Rate 11 Digit US NANP Format
+00084039004-STENANT... Block Premium Rate 10 Digit US NANP Format

11 Digit US NANP Format

10 Digit US NANP Plan

International using Access Code 011 for +1
International using Access Code 011 not +1
E.184 with plus sign for +1

E.184 with plus sign not +1

+00084040403-STENANT... Block VCC calls to VO System dxx Extensions
14 A(500]555|556|557|559|570|577|587|5... +00084040403-STENANT... Block VCC calls to VO System 5xx Extensions
+00084040403-STENANT... Block VCC calls to VO System Exx Extensions

Save Cancel

Test Match

A indicates what dial plan is being used.

the corresponding treatment is applied.

If the dialed phone number matches a calling number pattern,
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Create custom dial plans

Creating a custom dial plan in 8x8 Contact Center requires a good understanding of regular expressions. This section
gives a brief overview of creating a custom plan. You may seek guidance from professional services for creating a
custom plan from scratch.

To create a custom dial plan via 8x8 Configuration Manager:
1. Log in to 8x8 Configuration Manager.
2. From the Configuration Menu, open Home.

3. Gotothe Dial Plans tab.

4. Click to add a new dial plan.

Home » Dial Plans (o]
Summary Profile Audio Files Schedules Dial Plans Agent's Idle Timer
<
* Dial Plan Name Test Number Test
o Default Plan Enter a phone number and then press "Test' to apply dial plan for testing
Setup @ Add New Rule
3 Order Dialed String Match Pattern Rewrite Translation Rule Comment Delete Rule Test Match
1 E— ®

ard

Chat design

Dragand drop to change order of Dial plan rules

Save Cancel

5. Inthe Add New Dial Plan window, enter the following information:

Dial Plans | Description

Dial Plan | Enter a name for the new dial plan.
Name
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Dial Plans

Test
Number

Default
Plan

Order

Dialed
String
Match
Pattern

Rewrite
Translation

Rule
Comment

Delete
Rule

Test
Match

Description

Enter a telephone number to test your plan. A ® indicates which rule is being applied.

Check the option to mark this as the default dial plan.

Indicates the order of the rules applied to each number. You can change the order of the rules in
custom plans by dragging and dropping them in the desired location.

Define a calling number pattern to apply the dial plan using regular expressions. A regular
expression provides a concise and flexible means for matching strings of text, or patterns of
characters. Most commonly used regular expressions are:

A - Matches the starting position of the string.

. - Matches any single character.

* - Matches the preceding element 0 or more times.

$ - Matches the ending position of the string.

[ 1- Matches a single character contained within the brackets. For example, [2-9] specifies any
digit from 2 through 9.

() - A marked sub-expression within which you define a string to match.

For example, the pattern A([2-9][0-9][0-9][0-9][0-9][0-9][0-9])$ defines a 7-digit sequence where the
first digit is not 0 or 1.

Define the treatment for the number that matches the specified calling number pattern. For
example, the pattern A([2-9][0-9][0-9][0-9][0-9][0-9][0-9])$ and treatment 165081 prepends a 7-digit
input with "1650". $1 represents pattern within the (). If you input 5551212, the treatment converts
the number to 16505551212.

Gives a brief description of the treatment received by the rule.

Allows you to delete the rule. This applies to user-defined rules only.

Indicates if the rule applies to the test number.
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oy W

@
6. Click to add a new rule. Click to delete arule.
Examples of dial plan rules shown above can be interpreted as follows:

a. The pattern A([2-9][0-9][0-9][0-9][0-9][0-9][0-9])$ and treatment 1650$1 converts a 7 digit input to 10 digits.
For example, if you input 5551212, the number gets prefixed with the area code and converts to
16505551212.

b. The pattern ~(55[0-9][0-9])$ and treatment 1650292%1 converts all 4 digit extension number starting with 55
to 165029255XX, where X is a mandatory single digit.

7. Enter a sequence of digits and click Test to validate the calling number pattern and treatment you defined. The

first matched rule shows to indicate a match.

8. Click Save.

Variables

We have two types of variables in dial plans:

The following set of new variables are introduced in dial plan. The system variables cannot be edited.

System Variable Used for

STENANT Tenant name

SAGENTLOGIN Agent username, if available for the call
SORIGNUMBER Original dialed number

1 _/ Note: The E.164 system dial plan is no longer a pass-through. A new rule is added to validate the dialing;
: number. :

Users can create variables based on their specific needs. For example, a user defines the variable
SET MYAREACODE for their area code. When they enter a telephone number, the system dials the area code (1510)

first, and then dials the number.
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Dialed String Match Pattern Rewrite Translation Rule Comment

SET MYAREACODE 1510 my area code

A([1-9][0-9][0-9][0-9][0-9][0-9][0-9]) $ SMYAREACODES1 add area code
Change the order of custom rules

1. From the Configuration Menu, open Home.

2. Gotothe Dial Plans tab.

&
3. Click or Edit to open arule.

4. Click to select the custom rule, and drag it to the desired location.

Home » Dial Plans 6]

Summary Profile Audio Files Schedules Dial Plans Agent's Idle Timer

< Return To Dial Plan List

o * Dial Plan Name | System Dial Plan: US Custom Test Number Test
ubeund Default Plan Enter a phone number and then press Test! to apply dial plan for testing.
@ Add New Rule
Order Dialed String Match Pattern Rewrite Translation Rule Comment Delete Rule  Test Match
1 (1[2-9)(0-9){2}[2-9)[0-9){EN)S +51 11 Digit US NANP Format @
2 +011([L-9)(0-9){6.14))$ 51 5 International Using Access Code 011 W
3 AV#([1-9](0-916,14)S +51 £.164 with Plus Sign W

Dragand drop ta change order of Dial plan rules

Save Cancel

5. Click Save.

Note: You cannot edit system dial plans.
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Selecta default dial plan

One of the pre-configured dial plans in 8x8 Contact Center is selected as default for your contact center tenant. As an

8x8 Contact Center administrator, you cannot edit the default dial plan unless you have created a custom dial plan and

would like to select it as the default instead. To revert to a pre-configured dial plan, select the desired plan in 8x8

Configuration Manager and edit it.

To select a default dial plan in the tenant:

1. From the Configuration Menu, open Home.

Go to the Dial Plans tab.

A 0D

Choose the dial plan you want to make the default, and double-click to open.

Select the Default Plan check box to mark it as the default.

Home » Dial Plans

< Return To Dial Plan List

* Dial Plan Name  System Dial Plan: US Custom

@ Add New Rule
Order Dialed String Match Pattern
1 A(1[2-9)(0-9){2}[2-9)[0-9){ENS
2 +011([1-9][0-96.14)$
3 A\#([1-9](0-9){6,14)S

Dragand drop to change order of Dial plan rules

Summary Profile Audio Files Schedules Dial Plans

Rewrite Translation
+51
+81

=51

Agent's Idle Timer

Test Number Test

Enter a phone number and then press "Test' to apply dial plan for testing

Rule Comment Delete Rule
11 Digit US NANP Format @
International Using Access Code 011 @
£.164 with Plus Sign ko

Save Cancel

Test Match

5. Click Save.
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Reset idle timer for agents

In 8x8 Contact Center, idle time refers to the length of time agents have been idle, and is measured for each agent by
the agent's idle timer. When multiple agents with the same queue and skill level assignments are idle, the system
routes the call to the agent who has been idle the longest. The agent’s idle timer is reset every time the agent ends post
processing of a system-delivered, queued interaction. Agent-initiated interactions do not reset the idle timer.

To supplement the default behavior, a tenant-wide setting allows resetting the idle timer when agents transition from
one status to another. By default, an agent is considered idle from the time he ends post processing of a system-
delivered, queued interaction and becomes available. However, you can customize the contact center to reset your
agent’s idle timer based on a combination of agent and system-initiated status changes. For example, in addition to the
default reset, you can configure the idle timer in 8x8 Configuration Manager to reset when agents change their status

from On Break to Available.

Assumptions

In 8x8 Contact Center we assume:

m Resetting idle timer does not change the underlying default behavior, it simply adds an overlay and when selected
they additionally update the timer setting when an agent changes status. An example is when the agent returns
from On Break to Available or from Login to On Break each morning.

m Resetting idle timer does not change the interactions that reset in the default behavior, or inbound and outbound
that are system-generated. Calls that are excluded from the reset, such as manual dials and agent-to-agent calls,

remain excluded.

m Agent skill level is a default behavior. An agent with a higher skill level takes precedence over any lower-skill-level
agent with a more recent status transition that has reset their timer.

Set up idle timer for agents

To set up the supplementary settings for agent idle timer:

1. Login to 8x8 Configuration Manager, go to Home > Agent’s Idle Timer.

2. Select the transitions for which you want the timer to reset, such as when an agent goes On Break from Available.
You can also select a combination of agent-generated and system-generated actions. These changes are
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immediate and do not require agents to log out and log back in.

Home: ' .
Home » Agent's Idle Timer (0]
ity
Summary Profile Audio Files  Schedules  Dial Plans e Timer
Agent's Idle Timer Reset Settings
When multiple agents are available with the same queue and skill level assignments, the system routes the call to the agent who has been idle the longest. By default, the agent's idle timer is reset
every time they end post processing from a system delivered interaction * This reset persists until the same scenario is repeated. Agent initiated interactions do not reset their idle timer.
sur Additionally. you can customize your contact center to reset your agent's idle timer based upon a combination of agent and system initiated status changes.
o ..o the following status via AGENT action .o the following status via SYSTEM action
Reset idle timer when coming from...
Available  OnBreak ~ Work Offine  Logout Available  OnBreak  Work Offine  Logout
Post Processing
Status Change
Login
On Break
Work Offiine
b * The timer also resets at the end of 2 non-busy Direct Agent Rous
n
Reset to Default Save Cancel

Note: The agent's idle timer is reset at the end of a non-busy Direct Agent Routing (DAR) call. By
default, the agent's status changes to Busy when a call is transferred to the agent unless this
option is disabled by the tenant administrator inside the Phone script IVR. |

Scripts » Phone » Script

Acmelets
< Back to script list

Properties Script

Script Cancel View Variables

<> MainlVR

©-+& Transfer to Agent [robin] [ edit | add | copy | move down | remove ]
rejected by agent

interaction offer timeout

busy Edito

working offline

‘

on break Transfer to Agent

logged off

invalid agent id Object tag robin
=- 38 Forward to Queue [fwal Transfer to agent even if the status is

in queue ausy

queue timeout

overload On break '
< DefaultTermination [Hang Up) 8 Working offline |

Logged off

If transfer i cessful,

[ Change agent status to busy

OK Cancel
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3. Click Save.
4.

If you click Reset to Default, it removes all your custom settings and goes back to the default Post Processing.

Use cases

The following use cases provide an insight into the default behavior as well as the new extended capability.

Version 9.14

m Use Case 1: Idle timer resets after an interaction ends (Agents with varying skill levels)

The default behavior resets the idle timer after an interaction ends. In the following scenario, Agent John has a
higher skill level than Mary. They both process an inbound call, end the call and make themselves available. Mary
ends the call two minutes before John. Mary is idle for 12 hours and 10 minutes while John is idle for 12 hours and 8
minutes. Even though Mary is idle 2 minutes longer than John, the next inbound call is offered to John since he has

a higher skill level.

Transaction Assignment | Reset after interaction ends
2 agents waiting with different skill level
- ‘festerday Today
q I LI
- 4 Inbound
- call ends Logout Login
Mary
Low skill level
® O O ®
— ' 1 1 ]
/ \ I I I ]
M L
| ::. i \: IrbéJr‘d Loc:|out Lolgun m‘. John will be assigned
\ 5 / call ends i the call, because his
j_ "L) skill level is higher.
[€ .
John
High skill level

Use Case 2: Reset idle timer after an interaction ends (Agents with identical skill levels)

In this scenario, Fred, Mary, John, and Sarah serving the same queue have identical skill levels. After processing
the inbound calls at varying times, they all log out. Mary and John log in first followed by Fred and Sarah. John
goes on break while the rest of the team get on calls. Sarah ends the call and becomes available. A few minutes
later, John returns from break. The incoming call is now offered to John, but not Sarah since John has been idle the
longest. The default behavior resets the idle timer after an interaction ends.
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Transaction Assignment | Reset after interaction ends
4 agents serving queue with same skill level

Yesterday ay
!( g% ; on call

Inbound

call ends Inbound Inbound
Fred Mary call ends All agents Oncall  call ends
Iogout at Mary and
High skl level High skill level same time Iohatlogin
*——o > ® coeie *o—o
— 1 1 Sarah and 1 1 1 1 1
m f ! Fred lag in g g - g
| 12 ) f Inbound Goes | Back |}
] call ends Oncall on Break I from Break _1
0 c] i (i)
Inbound efle 1 Inbdund i \. John will be assigned
lohn Sarah =Tl T next call, because he
High skill level High skill level @ G is idle the longest.

m Use Case 3: Reset idle timer after a status change
In this case, the idle timer resets after an interaction ends and again after an agent logs in.

i i .o the following status via AGENT action .to the following status via SYSTEM action

Resetiidle timer when coming from...
Available  On Break Work Offline Logout Available  On Break Work Offline Logout

Post Processing
Status Change
Login
On Break
Work Offline

Sarah and Fred, with the same skill level, process an incoming call and end the call at varying times. The idle timer
resets. Later they log out. Fred logs back in (Idle timer is reset). He goes on break and then changes his status to
available. Later Sarah logs in and changes her status to available. The next incoming interaction is offered to Fred

since he logged in before Sarah and the idle timer is reset at login.

Transaction Assignment Reset after interaction ends + at Login
2 agents waiting with same skill level

Yesterday Today
Inbound Login e
call ends Logout (On Break)
1 1 1
Sarah : : :Av:lilablc
High skill level : : : :
® O O,
Available T —
Logout 7 red will be assigne
L!‘IJIOQ\::; wl:oBgun ) the call, because he is
1\ Break) idle the longest.
Fred e
High skill level

m Use Case 4: Reset idle timer after a status change
The idle timer is reset after an interaction ends by default. Additionally, the idle timer is configured to reset when an

agent logs out from On Break status.
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...to the following status via AGENT action ...to the following status via SYSTEM action

Available On Break  Work Offline  Logout

Reset idle timer when coming from...
Available On Break Work Offline Logout

Post Processing
Status Change

Login

On Break «
Work Offline

* The timer also resets at the end of a non-busy Direct Agent Routing (DAR) call.

Mary and Fred process an inbound call. Fred ends the call first (the idle timer is reset) followed by Mary. Mary goes
on break and logs out shortly after (the idle timer is reset). Fred follows suit. Later in the day Fred logs back in
followed by Mary. The incoming interaction is now offered to Mary, since she logged out before Fred and the idle

timer is reset at logout.

Transaction Assignment Reset after interaction ends + At Logout from On Break

2 agents waiting with same skill level

- ‘festerday Today
:ﬁ; =
Inbound
call ends Logout Login
Fred On |makes himsalf available)
. K Break
High skill level
ol e ]
b Break s
r Inzound Logout ’ hl:oglnfn. ilabl 3 Mary will be assigned
il call ends R R TR, the call. because she
M =T is idle the longest.
ary '
High skill level

m Use Case 5: Reset idle timer after a status change
The idle timer is reset after an interaction ends by default. Additionally, it resets when agents change their status

from work offline to On Break.

...to the following status via AGENT action ...to the following status via SYY

Reset idle timer when coming from...
Available On Break Work Offline Logout Available On Break Work Off|

Post Processing

Status Change

Login

On Break

Work Offine «
* The timer also resets at the end of a non-busy Direct Agent Routing (DAR) call.

Fred and John, with the same skill level, process an inbound call, end the call. The idle time is reset. They then log
out at the same time. John logs back followed by Fred. Fred is offered an incoming call while John changes his
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status to working offline. Fred ends the call (Idle timer is reset). Shortly after John goes On Break (idle timer is
reset). The next incoming call is offered to Fred who is idle the longest.

Transaction Assignment Reset after interaction ends + from Work Offline to On Break
2 agents serving queue with same skill level

s ‘festerday Today

Inbound Is Awailable
call ends HI
Fred Both agents On call C:" < Fred will be assigned
N logout at John B the call, because he is
High skill level same time logs in idle the longest.
i ° o ce we e
/P\\ 1 Fred 1 ) i
| I lze i I changesto |
[ 45:7p | Inbound H OnBreak |
.4 call ends changes to back from
® ‘Work Offline ® On Break
e :
John =
High skill level

m Use Case 6: Reset idle timer after a status change
The idle timer is reset after an interaction ends by default. Additionally, it resets when agents change their status

from working offline to available.

...to the following status via AGENT action ...to the following status via SYS]|

Reset idle timer when coming from...

Available On Break Work Offline Logout Available  On Break Work Offl
Post Processing
Status Change
Login
On Break
Work Offiine e
* The timer also resets at the end of a non-busy Direct Agent Routing (DAR) call.

Mary and John process an inbound call, end the call at varying times. The idle timer is reset for Mary followed by
John. They both log out and log back in. The next incoming call is offered to Mary since she has been idle the
longest. John then goes to work offline, makes himself available (Idle time is reset) shortly after. Mary whoison a
call ends the call, makes herself available. The next incoming call is offered to John who has been available the
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longest.
Transaction Assignment | Reset after interaction ends + from Work Offline to Available
2 agents serving queue with same skill level
T Inbound Is Available
call ends —
Mary Both agents g )
logout at John RECE
High skill level same time logs in
. ® ® ® o ®
/ : Mary : : 1
m i logs in 1| changes to :
[ 277 ) Inbound ! Available -
\ = / call ends D John will be assigned
\L/ Work Offline i the call, because he is
® : C) idle the longest
John
High skill level

Work with agent's idle timer

Resetidle timer for agents

As an 8x8 Contact Center agent, you are ready to process new interactions when you change your status to Available. If

you are assigned to a queue, you are offered the interactions waiting to be served in that queue.

To accept an interaction:

o M oD

Version 9.14

Log in to 8x8 Agent Console and change your status to Available.

When you accept an interaction, your status changes to Busy.

Process the interaction and then click End.

If required, select the Transaction Code before ending the transaction.

Click End Post Processing to make your status Available, or click Work Offline if you need more time to

complete any post processing tasks.

The system routes the next interaction to the agent who has been idle the longest. By default, agents are

considered idle from the time they end post processing of a system-delivered, queued interaction. Depending on

the back-end configuration, the idle time can also be reset when the agents change their status. For example, in

addition to the default reset, the idle timer can be reset when agents change their status from On Break to

Available.

Note: The agent’s idle timer is reset every time:
- An interaction comes to an agent via a queue
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- An agent ends post processing of a system-delivered, queued interaction (default).
- An agent changes their status (if configured by the tenant administrator).
- An agent transfers an interaction that comes via a queue to another agent, it resets the timer for
M p— Agent A but not for Agent B.

f - DAR/DAA interactions reset the idle timer by default, if not disabled by the tenant administrator
inside the Phone script IVR.

See the following table for the complete list of activities that may or may not reset the agent's idle
timer.

An agent's idle

. . An agent's idle timer is not reset by:
timer is reset by:

Inbound call via | Accepting Direct-to-Agent (DAR or DAA) calls
AN INDOUNA VOICE |- - o c s mm e me e e e e .

ueue .
a i &= Note: The agent's idle timer is reset at the end of a non-busy Direct Agent

;:f Routing (DAR) call. By default, the agent's status changes to Busy when a
' ' call is transferred to the agent unless this option is disabled by the tenant
administrator inside the Phone script IVR.
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An agent's idle
timer is reset by:

An agent's idle timer is not reset by:

& Robin Shasta (ryandemo0101) My Profile

Scripts » Phone » Script

Acmelets

< Backto scriptlist

Properties Seript

Script Cancel View Varjables

& <> MainlvR
& »@ Transferto Agent [robin] [ edit | add | copy | move down | remove ]
rejected by agent

interaction offer timeout . .
busy Edit object

working offline
on break Transfer to Agent
logged off
invalid agent id Object tag robin
5 35 Forward to Queue [fwa] Transfer to agent even if the status is
in queue Sy
queue timeout sy
overload B on break
<> DefaultTermination [Hang Up] B Working offline
Logged off
If transfer is successful,
B Change agent status to busy
m oK Cancel
Inbound Dialing agent-to-agent calls

voicemail call via
an inbound
voicemail queue

IVR callback call | Dialing a manual outbound call even if it makes the agent busy using an Outbound Phone
via an outbound | Code (OPC) queue
queue

Web callback call | Making a click-to-dial outbound call
via an outbound
queue

Campaign call via | Agent-to-agent chat
an outbound
queue

Inbound chat via | Changing between logged in states such as Available, Working Offline, and On Break (not
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An agent's idle L .
. . An agent's idle timer is not reset by:
timer is reset by:

an inbound chat | reset by default unless it is configured by the tenant administrator)
queue

Inbound email via | Log in or log out (not reset by default unless it is configured by the tenant administrator)
an inbound email
queue
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Define password policies

8x8 Contact Center password policies allow the contact center administrator to define rules to enhance tenant security

by encouraging users (administrators, agents, and supervisors) to employ strong passwords and ensure proper usage.
Password policies define a mechanism to secure user accounts.

Note: 8x8 Contact Center administrators cannot create passwords for new users. Account information
— such as the system-generated password is automatically communicated with new users via email.

f Administrators, however, can help users reset their passwords during lockout by sending a system-
generated email that contains the password reset link.

Features
The following features in password policies of 8x8 Configuration Manager allow users to define passwords and increase
their account security:

m Timed password expiration forcing a periodic password change.

m Password history to remember a specified number of previously used passwords and prevents re-use.

m  Minimum password length of 5, 8, or 10 characters.

Password complexity requirements, such as a mix of alphanumeric characters or a mix of upper and lowercase
alpha with numeric characters.

m Security questions to reset a forgotten password. You can prevent agents from answering the security question
with a password.
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m Password reset for any user at any time. An administrator can initiate the password reset that is automatically

communicated with users via email.
= Account lockout for a specific time or until unlocked by administrator in case of invalid login attempts.

m Lockout alert notification for administrator.
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Configure password policies

The Security page in 8x8 Configuration Manager allows you to define password policies. As an 8x8 Contact Center
administrator, you can set rules on password length, formation, password duration, and common password practice for
users to follow while creating their passwords. These rules are enforced on users to protect their accounts from being
hacked.

To configure password policies:
1. From the Configuration Menu, open Security.

2. Gotothe Password Policies tab.

3. Configure the desired settings.
The following options are available for password policies:

Password
Policies - Description Policy Options
General
Password Defines how long a password is alive. After the specified duration, the m 30days
Expires (In password expires and needs to be changed. = 60days
days) L .| = 90days
E Note: Selecting Never Expires keeps the password alive as = 180 days
E :_/ long as you desire. = One Year
TS UU S S USU OO OO T UTTTrUTUPUOPPOP P TTUUUUUUUIOOOOrot E— m Never
expires
Enforce Defines the number of previous passwords (or no passwords) to be = No
Password remembered by the system. It prevents users from using the previous passwords
History passwords when creating a new one. remember
ed
= 3
passwords
remember
ed
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Password
Policies -
General

Minimum
Password
Length

Password
Complexity
Requirement

Description Policy Options

m 5
passwords
remember
ed

m 10
passwords
remember
ed

Defines a minimum length for a password. Restricts agents from choosing = 8
a password less than the specified length. characters

s 10
characters

m 12
characters

Defines if a password must be set with a certain complexity. = Must mix
alpha and
numeric

= Must mix
upper and
lower case
alpha and
numeric

n Must
contain 3
out of 4:

o upper
case
alpha

o lower
case
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B
Password
Policies - Description Policy Options
General
alpha
o nume
ric
o symb
ols
(@&
#1?)
Email system | Determines if a system-generated password is sent to the agents or m Yes
generated Secondary administrators to reset their passwords. The system default is s No
passwords for | No. If you select Yes, the Reset Password button appears under Agents >
new General. If you click Reset Password, an email containing a temporary
agents/admins | username and password is sent to the user.
and reset
Password Defines if the answer to a security question in the agent profile can be the = Answer
Question same as the password or not. cannot be
ReQUIEMENT - rormrerrrre e : same as
Y assword
- Note: Selecting None lets an agent answer the security d P
i — question same as the password. | = None
4. Click Save.

For Lockout policy, see Lock and Unlock User Accounts.

11— Note: The minimum password length is 8 characters. Existing agents and supervisor accounts
{ with passwords shorter than 8 characters are not impacted until the next password change.
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Lock and unlock user accounts

The Security page in 8x8 Configuration Manager allows you to define lockout policy. As an 8x8 Contact Center
administrator, you can set rules for maximum invalid login attempts before the system locks you out. These rules are
enforced on users to protect their accounts from being hacked. An administrator can also unlock a user account to give
immediate access to the locked-out user. This prevents the user from being idle during an accidental lockout.

Lock a User Account

Locking out a user account is a mechanism to ensure account security. When you set password lockout policies, you can
specify:

= the number of invalid login attempts that locks out an account.
m the duration of the lockout.
= an email lockout alert to the administrator.
Specifying the number of invalid logins and lockout duration locks an account for the specified duration when the

number of invalid login attempts is reached. For example, you can set lockout policy to lock an account with three
invalid login attempts for a period of 30 minutes.

To define agent Lockout settings:
1. From the Configuration Menu, open Security.

2. Gotothe Password Policies tab.

3. Configure the desired settings under Lockout.

Lockout

Maximum Invalid Login Attempts 5

Lockout interval after max invalid login 5 minutes
attempts

Send Lockout alert to administrator Yes

Save Cancel

The following options are provided by the password lockout policies:
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Password Policies -

Description Policy Options
Lockout
Maximum Invalid Defines the number of invalid login attempts to lockout an m 3 attempts
Login Attempts administrator/agent/supervisor account. = 5 attempts
m 10 attempts
(default)
Lockout interval after | Specifies the duration for which an account is locked out after = 2.5 minutes
max invalid login invalid login attempts. After the specified time, the agent is = 5 minutes
attempts allowed to login. = 10 minutes
: = 15 minutes
£ Note: Selecting Forever (must be reset by admin): 30 Minutes
5 : — requires the administrator to unlock an account .
. m 60 Minutes
- and/or reset the password.
m Forever (must
''''''''''''''''''''''''''''''''''''''''''''''''''' be reset by
admin)
(default)
Send Lockout alertto | Enables sending an email alert of an account lockout to the m Yes
administrator administrator. = No (default)

Lockout behavior disables the login and password fields and prevents user's further attempts to log in. After the lockout
duration, the login screen allows the user to log in again with the right credentials, or to reset the password. The reset
password is communicated to the email address specified in the account.

During a lockout, a user is prevented from logging in to the account for a specified period of time. An administrator can
unlock a user account to give immediate access to the locked-out user. This prevents the user from being idle during an
accidental lockout.

= Any administrator in the Super User role or a role with full privileges to Agents object is capable of unlocking an
agent/supervisor account.

= Any administrator in the Super User role or a role with full privileges to the Security tab is capable of unlocking an

administrator role.
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To unlock a user account:
1. From the Configuration Menu, open Agents.

5

2. Locate the user account with that requires unlocking.

3. Click to open user details.
4. Open the General tab. Depending on whether you have enabled Email system generated passwords for new
agents/admins and reset under Security > Password Policies, you must do the following:

m |If enabled: Click Reset Password. An automatic email is generated and sent to the user's email address on
file. The user then has to click the link in the email to reset the password.

3]

a If disabled: Enter a new password for the user, and save. From the list of users, click next to the user to

unlock them. Notify the user of their new password so that they can log back in.
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Roles and administrators

8x8 Contact Center role-based management allows a tenant to distribute the configuration management functionality

among multiple roles. Role-based management allows you to create roles, define privileges or permissions to manage

varying scope of tenant configuration, and add and assign administrators to the roles. For example, you can define a

campaign manager role with exclusive permissions to create, edit, delete, and control campaigns, and restrict access to

any other functionality in 8x8 Configuration Manager. To create a campaign role, you must grant permissions to

Campaigns only.

Features

Role-based management offers the following features in 8x8 Configuration Manager:

Version 9.14

Ability to distribute tenant configuration among multiple roles and administrators.
Ability to create and manage multiple administrator roles.

Availability of predefined Super User role with unrestricted access to the tenant configuration. The tenant's Primary
administrator inherits the Super User role.

Ability to assign multiple administrators to the Super User role.

Ability to assign administrative privileges to selective groups, or queues, or channels.
Each administrator can assume a single role at a given time.

Each role can have multiple administrators assigned to it.

Password security policies common to agents and administrators.

Ability to filter and sort roles list by different fields facilitating quick access to data.

Ability to filter and sort administrators list by different fields.
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Type of roles

The following administrator roles exist in 8x8 Contact Center. The roles are accessed and configured via 8x8

Configuration Manager:
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Super User: Every 8x8 Contact Center tenant has a predefined Super User role that has unrestricted
administrative rights to configure and manage all objects in 8x8 Configuration Manager. The Primary administrator
assumes the Super User role. You cannot edit or revoke permissions of the Super User role, but you can assign
multiple administrators to the role. Any administrator in the Super User role inherits configuration rights to all
administrative areas. When they log in to 8x8 Configuration Manager, they have access to all the functionality
available to the tenant.

Custom Role: Any administrator with permissions to the Security tab is capable of creating roles and
administrators. You can create a custom role with custom privileges and assign administrators to that role. A
custom role is any role defined by an administrator, while the Super User role is system-defined. An administrator
assigned to a custom role may be referred to as the Secondary administrator. Based on the permissions, a
Secondary administrator may have full or partial configuration rights. When this administrator logs in to 8x8
Configuration Manager, they have access to areas granted for the role only. For example, a campaign manager
who is granted privileges to create campaigns only sees Campaigns in the Configuration Menu.
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Create roles and assign administrators

To take advantage of role-based management in 8x8 Configuration Manager, the 8x8 Contact Center Primary

administrator must create a role, define permissions, add administrators, and assign one or more administrators to the
role.

The process involves the following steps:
Step 1: Create a role and define permissions

A role allows administrative privileges or permissions in 8x8 Configuration Manager. Creating a role requires definition
of permissions to list, view, create, edit, delete, and/or control a specified configuration object. For example, you can
define a Campaign Manager role with permissions to create, manage, and supervise wallboards or campaign
functionality. Go to Security > Roles to add or edit roles.

By default, every tenant is bundled with a Super User role assigned to the tenant's Primary administrator. A Super User
role provides all permissions to configure tenant functionality. You can assign any number of administrators to the
Super User role.

To add a custom role:
1. From the Configuration Menu, open Security.
2. Gotothe Roles tab.

£—_ Note: You can assign the role of an administrator when creating a new user. As soon as you
?ﬂ choose a user to be an administrator, the option to select a specific role appears. You can continue
to define the Roles and Administrators in Security tab. ;

@
3. Click Add Role.
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5.
6.
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Note: By default, every tenant is bundled with a Super User role. A Super User has all
permissions to configure tenant functionality. You can assign any number of administrators to the
Super User role.

Enter a Role Name.

& John Smith (rr1q9a2 1)
Home - .
' Security » Add Role » Permissions [0}
Security
Password Policies Roles Administrators SMTP Servers
Create New Role
< Back to roles list
" Role name | Acmelets Wallboard Admin
P
B Apply to all: [] List [ ] Details [ ] Create [ ] Edit [ ] Delete [ | Contro
n on
Name List Details Create Edit Delete Control Use Individual Settings
IRANSACTION CODES -
Transaction Code
d OUTBOUND PHONE CODE LI
han s Outhound Phone Codes
= WALLBOARDS [v]
Wallboard = =
CHAT DESIGN
Form
Button
nvitation
Window b
Save Cancel

Determine the permissions to be given to the role.

Select functionality objects such as Wallboards and check the appropriate permissions.
The available permissions are: list, details, create, edit, delete, and control a functionality. The following table
summarizes the role permissions:

Role .
. . Description

Permission

List Lists all the entities pertaining to an object. For example, List permission in the Agents tab allows
an administrator to list all existing agents in the tenant.

Details Allows to view details of each entity. For example, with the permission to view details, you can
view agent account details.

Create Allows you to create a specific subset of a Menu Object functionality or an entire Menu Object. For

example, you may create a role with permissions to create Inbound and Outbound queues, but not
Email and Chat queues within the Queues Menu Object.
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Role .
. .  Description
Permission
Edit Allows you to edit a specific subset of a Menu Object functionality or an entire Menu Object.
Delete Allows you to delete a specific subset of a Menu Object functionality or an entire Menu Object.
Control Allows you to control a Menu Object based on its functionality. Control permissions are available
to:

m Start, schedule, stop, pause, purge, and resume campaigns
= |Import CRM data
m Broadcast messages to agents and Supervisors
7. Click Save to add the new role.
The next step is to assign an administrator.
Step 2: Add administrators

An administrator inherits permissions assigned to a role and can assume a single role at a time. You cannot assign
multiple roles to an administrator, but multiple administrators may function in a single role.

To add an administrator:
1. From the Configuration Menu, open Security.

2. Gotothe Administrators tab.

Security » Administrators List ®

Password Palicies Roles Administrators SMTP Servers IP Address Restriction

Administrators List > Filter Administrators List
@ Add Administrator 1 20 | records { Configure Sort if Clear All Sort
Name Username Role Enabled Locked

Support, Acmelets Acmelets Super User yes no Zw
Shah, Suman Suman Super User yes na A
Marcy, Alex Alex Super User yes no A
Bergmann, Dana Dana Super User yes no A

Chat design

®
3. Click Add Administrator.
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4. Fill in the following mandatory fields:

Field Name

First Name

Last Name

Email Address

Role

User Name

Password

Retype Password

Language

Enabled

Comment

Description

Enter the first name of the Administrator.

Enter the last name of the Administrator.

Enter an Email ID to communicate with the Administrator.
Select a role from the list of defined roles.

Enter a username used to log in to the administrator role.

Enter a password.

requirements.

Confirm the password.
Enter a language of choice for the Administrator user interface.
Select the check box to activate the Administrator.

Enter any comments.

5. Click Save to create an administrator.

: _.ﬂ Note: Password should match the password policy

Create roles and assign administrators

After creating a role, you can assign an administrator to the role. The administrator inherits all permissions assigned to

the role. By logging in to 8x8 Configuration Manager, the Secondary administrator gets access to the functionality

permitted for the role. You can also reassign an administrator to a new role.

To assign an administrator to a role:

Version 9.14

From the Configuration Menu, open Security.

Go to the Roles tab.

From the Roles List, select a role to assign an administrator to.

Click

or Edit.

Click the Assignment tab.
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6. From the list of administrators, select and assign an administrator to the role. Click here to learn how to create
administrators.

Security » Edit Role » Assign Administrators (6]

Password Policies Roles Administrators  SMTP Servers  IP Address Restriction
Edit Wallboard Admin
< Back to roles list
*Rolename  Wallboard Admin

Permissions  Assignment

Administrator List > Filter Administrator List
1 20 | records b Configure Sort % Clear All Sort
Assign Username Name Email Type Role Enabled

Acmelets Support, Acmelets Secondary Super User yes

Suman Shah, Suman Secondary Super User yes

Marcy Marcy, Alex Secondary Super User yes

Dana Bergmann, Dana Secondary Super User yes

Save Cancel

Note: You can assign multiple administrators to a role, but assign only one role per administrator.
Assigning a new role to an administrator removes him from the previous role.

7. Save your changes.

Step 4: Log in and validate role permissions (optional)

After assigning an administrator to a role, you can log in and validate that the Secondary administrator account has the
intended permissions. For details, refer to Log In.

Change the administrator password

A Secondary administrator can change password and set up a security question by clicking Profile on the top bar of the
8x8 Contact Center application.
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& Dana Bergmann (Ac

Hlome My Profile

General Settings

Security Settings
QLSS * User Name Old Password :
€ * First Name : MNew Password :
e * Last Name : Retype Password :
Mthonnd * Email : Security Question :
P * Language : English (US) Security Answer :

Save Cancel

1. Log in to 8x8 Configuration Manager.
Click My Profile at the top of the screen.

Enter a new password or security question.

Click Save.

A w0 DN
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Define a role with granular control

Managing a large number of agents and queues in a contact center can be challenging. 8x8 Contact Center admins can
define administrator roles with granular control to administer and manage an individual agents group, a queue, or a
channel. For example, if the contact center experience large inbound call volume to the support queue, admins can
create an administrator role to configure and manage the support queue exclusively.

The following objects in 8x8 Configuration Manager offer individual settings for role permissions:
m Agents: allows you to control agents belonging to individual or selective groups
m Queues: allows you to control an individual queue or selective queues
m Scripts: allows you to control an individual script or selective scripts

m Channels: allows you to control an individual channel or selective channels

To define a role with granular control:
1. From the Configuration Menu, open Security.
2. Gotothe Roles tab.

3. Create a new role, or edit an existing role.
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4. Inthe Permissions tab of the role settings, select the Edit Individual Settings check box for Agents, Queues,

Scripts, or Channels.

Security » Add Role » Permissions

Password Policies Roles Administrators ~ SMTP Servers  IP Address Restriction
Create New Role

< Backto roles list

* Role name

Permissions

Save Cancel

Applytoall: [_] List [ ] Details [ ] Create [ ] Edit [ ] Delete [ ] Control
Name List Details Create Edit Delete
IP Address Restriction
AGENT GROUPS
Agent Group
AGENTS
Agent Group
QUEUES
Inbound Phone
Outbound Phone
Email
Chat
Woice Mail
Queue Group
SCRIPTS

Control

Use Individual Settings

5. From the list of available items, assign individual permissions such as details, edit, or delete.

The Individual Permissions Assignment window opens.

Individual Permissions Assignment

Applytoall: [] List [] Details [ ] Create [ ] Edit [] Delete
Group List Details Create
Ungroup

Sales
Support
Marketing

oK Cancel

> Filter

Individual Permissions Assignment for Agent Group

ndividual Permis:

20 | records € Configure Sort g Clear All Sort

Edit

Delete

6. Click OK. The definition of individual settings is complete for the role.

7. Click Save to save the role and assign an administrator.
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Change roles for an administrator

An 8x8 Contact Center Secondary administrator can assume a single role at a given time. However, that role can be

changed by the Primary administrator in the 8x8 Configuration Manager at any time. Assigning a new role to an

administrator removes them from the previous role.

To change roles for an administrator:

1. From the Configuration Menu, open Security.

Go to the Roles tab.

From the roles list, select a role.

Go to the Assignment tab.

o g M 0D

Click Edit, or double-click to open the role details.

From the administrators list, find an administrator and assign to the role.

Password Palicies Roles Administrators SMTP Servers

Edit Wallboard Admin
< Back to roles list
*Rolename  Wallboard Admin
Permissions ~ Assignment

Administrator List

Assign Username Name Email
Acmelets Support, Acmelets
Suman Shah, Suman
Alex Marcy, Alex
Dana Bergmann, Dana

Security » Edit Role » Assign Administrators

IP Address Restriction

Save

Type
Secondary
Secondary
Secondary

Secondary

Cancel

20
Role
Super User
Super User
Super User

Super User

5 F

er Administrator List

records  # Configure Sort igf Clear All Sort

Enabled

Note: You can assign multiple administrators to a role, but assign only one role per administrator.
Assigning a new role to an administrator removes them from the previous role.
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Filter and sort roles

If your 8x8 Contact Center defines numerous roles and administrators, you may find it hard to track them in a scrollable
list. Role-based management allows you to search and filter roles and administrators lists in 8x8 Configuration Manager
by specific criteria, such as Role ID, Role Name, and administrators.

To filter roles:
1. From the Configuration Menu, open Security.
Go to the Roles tab.
Click Filter Roles List.
Specify the criteria to filter the roles from the drop-down menu.
Add the desired filtering criteria and select an appropriate parameter.

Click Filter.
The search result shows.

o o & 0 DN

Sorting roles list

You can sort the Roles list in the desired order by applying sort parameters. You can sort by Role Name, Role ID, and
the number of administrators assigned to a role by applying suitable parameters. You can sort the list in ascending or
descending order with just a single click on the header bar. You have the option to sort by multiple fields by clicking
Configure Sort.

m To sort by a single field:
Click the header bar for the desired field to sort in the ascending or descending order automatically.

m To sort by multiple fields:

a. Clickthe Configure Sort link.
The Sort dialog box appears.

b. Click Add Level to specify a field name and the order to sort by.
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c. Click Delete Level to eliminate the desired sorting criteria.

Sort

*) Add Level =) Delete Level 0 Copy Level AW
Column Order
Sort By Mame Ascending
Then By Administrators Azcending

Apply Cancel

d. Click Apply.
The sorted list appears.

Filter and sortroles
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Filter and sort administrators

If your 8x8 Contact Center defines numerous roles and administrators, you may find it hard to track them in a scrollable
list. Role-based management allows you to search and filter the list of Secondary administrators by specific fields, such
as Name, Username, Role, Email, Language, and locked or enabled administrators inside 8x8 Configuration Manager.

To filter the list of administrators:
1. From the Configuration Menu, open Security.
2. Gotothe Administrators tab.
3. Click Filter Administrators List.

Security » Administrators List (6]

Password Policies Roles Administrators SMTP Servers IP Address Restriction

Administrators List

Name Contains
and @ Name
Username
Role Close Filter Administrators List
Filt ~
e Enabled
Locked .
@ Add Administra grmail 1 20 | records @ Configure Sort if Clear All Sort
Language
Enabled Locked
Support, Acmelets Acmelets Super User yes no 2w
Shah, Suman Suman Super User yes no A
Marcy, Alex Alex Super User ves ne Zw
Bergmann, Dana Dana Super User ves na e

4. Specify the criteria to filter the administrators from the drop-down menu.

5. Add the desired filtering criteria and select an appropriate parameter, such as the combination <Role, Equals,
Super User>.

6. Click Filter.
The search result appears.

Sorting roles list

You can sort the administrators list in the desired order by applying sort parameters. You can sort by name, username,
role, email, language, and enabled or locked administrators. You can sort the list in the ascending or descending order
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with just a single click on the header bar. You have the option to sort by multiple fields using the Configure Sort option.

To sort by a single field, click once on the header bar above that field to sort in the ascending or descending order

automatically.

Security » Administrators List

Password Policies Roles Administrators SMTP Servers IP Address Restriction

Administrators List

>

@ Add Administrator 1 20 | records {8 Configure Sort f Clear All Sort
| Hame ~ Usemame Role Enabled Locked |

Bergmann. Dans Bana Super User Ves o ’ @
Marcy, Alex Alex Super User yes no 2@
Shah, Suman Suman Super User yes no 2@
Support, Acmelets Acmelets Super User yes no 7w

To sort by multiple fields:
1. Click Configure Sort. The Sorting dialog box appears.
2. Click Add Level to specify a field name and the order to sort by.

3. Add or delete levels to sort as you desire.

Sort

* Add Level =) Delete Level 0 Copy Level
Column Order
Sort By Role Ascending
Then By Name Azcending
Apply Cancel
4. Click Apply.

The sorted list shows.
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Enhance system access authentication

8x8 Contact Center allows users to connect to the tenant from anywhere in the world. We offer the ability to limit the

access to a white list of IP addresses. A white list identifies secure IP addresses from which agents, supervisors, and

administrators can connect to the 8x8 Contact Center network. Any login attempt outside of the white list is denied

access and triggers a notification to the administrator about the unauthorized access attempt.

Features

Ability to authorize specific IP addresses.

Ability to list, add, edit, and delete allowed IP ranges.

Ability to validate IP ranges (non-duplicate, valid start and end IP addresses, and non-negative range).

Ability to enable/disable an individual IP address or a range of IPs.

Ability to enforce IP address restriction to access 8x8 Configuration Manager, 8x8 Agent Console, and Wallboard.
Ability to create an admin role and assign the IP address restriction permission to the administrator.

Ability to notify administrators of an unauthorized access attempt by email. By default, this option is disabled.

Extended support for Single Sign-On (SSO) in Salesforce, Zendesk, and NetSuite.

Limitations

8x8 supports IP version 4.0 (IPv4).

Create an authorized IP addresses

8x8 Configuration Manager allows administrators to create, edit, and delete white list entries using the Security page.
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To add a white list entry:

From the Configuration Menu, open Security.

Go to the IP Address Restriction tab.

®
Click Add Allowed IP Range.

2 _.y Note: This feature only works with public IP addresses. If no IP address is selected, all IP

addresses are allowed to access the tenant.

Enter Start IP and End IP address and type a Description.

Select This IP address is enabled to enable an individual IP address or a range of addresses.
This feature is helpful if you need to grant access to an agent in a remote location or a temporary consultant.

Click Save.

If the agent tries to log in with a different IP address, a message appears showing that access is denied.

o

7. Click or to edit and delete the |IP addresses.

Access 8x8 Contact Center when locked out

Contact the support team at 8x8, Inc. to help you regain access to your 8x8 Contact Center.
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Authorize IP access via email

8x8 Contact Center administrator is able to add or authorize an agent's IP address via email authorization. This feature
enables agents using a new and unidentified IP address to connect to their tenant. The administrator controls the ability
to send or block this email notification via 8x8 Configuration Manager.

? Note: The authorization is supported for 8x8 Configuration Manager, 8x8 Agent Console, and Wallboard
access tokens. '

Features

m Automatic email: The administrator receives an automatic email when an agent is denied access.
m Quick access: The agent gains access as soon as the administrator clicks a URL in the email.

m Prevent email spam: Only one notification email is sent to the administrator per hour, irrespective of the number
of login attempts.

= Improved security: The authorization URL expires in 24 hours, whether the administrator has authorized the
address or not.

m Description: A description added for the IP address allows the administrator to keep a reminder for future
references.

How the authorization process works

1. The agent tries to access 8x8 Contact Center from an unauthorized IP address, but access is denied.

2. Anemail notification is sent to the administrator, containing information such as the agent's username, IP
address, and the date of attempted access. The email also contains a URL.
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Note: Under Security > IP Address Restriction, the administrator must enable Send access
control e-mail to receive the email.

Security » Allowed IP Ranges List

Password Policies Roles Administrators SMTP Servers IP Address Restriction
Allowed IP Ranges List > Filter Allowed IP Ranges List
@® Add Allowed IP Range Disable a 20 records % Configure Sort g Clear All Sort
Start IP * End IP Description

Enabled
192.84.19.224 192.84.19.224 72w
206.169.168.110 206.169.168.110 A

Send access control e-mail

Save Reset

3. The administrator clicks the URL link in the email to authorize the IP address.

4. The administrator receives a confirmation that the IP address is authorized successfully.

Note: For security reasons, the URL expires after 24 hours. If the administrator uses the URL the
second time or after the expiry, a message indicates the token has expired.

5. The agent can now log in using the IP address.
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Set up DTMF blacklist

As an 8x8 Contact Center administrator, you can now manage your DTMF blacklist by adding, editing, and deleting
phone numbers as well as SIP URIs.. The DTMF blacklist is an existing service to stop recording a call once connected
to a blacklisted destination. It also masks any key presses in the customer experience call flow, so that payment card
data is kept private. Prior to this release, adding an entry to the DTMF blacklist required raising a ticket with 8x8 support

team.

Features

m Puts the customers in charge of their own DTMF blacklist needs.
m Accelerates the process of adding a new entry to the DTMF blacklist.

m Covers various call routing and looping scenarios to make sure that all recordings stop, and the key presses are
masked when connected to the blacklisted number.

= Improves the speed of blacklist entry identification by making the detection within the call routing process.

Add phone numbers to the blacklist

8x8 Contact Center administrators can now add numbers to the DTMF blacklist via 8x8 Configuration Manager and the
new tab on the Security page.

To add a phone number to the blacklist
1. Log in to 8x8 Configuration Manager.
Go to Security > DTMF Blacklist tab.
Click Add blacklist entry.

> w0 BN

Add a Telephone number or a SIP URI. The entries will be added to the blacklist. The telephone number is
validated against E.164 format such as +14151231234 for the US or +442071838750 for the UK. A message
notifies you if the format is wrong before you save.
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Notes:
- There is no validation for SIP URI.
- You cannot update a saved entry. To change an existing entry you must remove it first then add

the revised entry.

Add a Comment to describe the entry. It can be up to 256 characters long. You can update the comment later.
Save your changes. The entry is added to the blacklist.

To edit the comment only, click Edit next to the entry.

©® N o o

To delete the entry, click Delete next to the entry and Confirm.

Changes in 8x8 Customer Experience Call Flow

With the ability to blacklist DTMF, any key presses captured during the call flow are masked and represented by (?) in
the 8x8 Customer Experience call flow so that the payment card data is kept secure. This is a change of behavior from
our previous release where the numbers were masked by showing (#).

@inbound @IVR @ Outbound @ InQueve  ® Agent Interaction -
IVR - Digit Pressed (?) Call Duration: 00:00:44.362
@ == @) = (@) == (oo mesen S
Dioling babatun. Ringing Answered oigit| Agent Connected
Outbound Call
10/08/2021
110551

........... . Digit Pressed: Talking M VR Treatment Time 00:00:00.000

I Wait Time In Queue 00:00:00.000
Hold 00:00:00.000
00:00:00.000

00:00:00.000
9 T :00:00:44.362
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Create agent functional groups

In 8x8 Contact Center, an agent group is a collection of agents who report to a supervisor. A single group may serve
your entire call center or may be dedicated to one or more products, services, queues, or to a specific communication
channel such as phone, email, or chat. Use groups to organize agents on the basis of function, skill set, or media they

use.

As an 8x8 Contact Center administrator, you can see the groups, number of agents in each group, outbound phone
codes assigned to each group, and if the agent's recording is enabled. Outbound Phone Codes offer a means to set a
specific calling line identifier (caller ID) and to set an optional outbound queue for outbound calls from your tenant.
Outbound Phone Codes may also be used to track the purpose of an outbound call. For details on the functionality and
configuration of Outbound Phone Codes, refer to Outbound Phone Codes Overview.

Administrators go to the Agent Groups tab in 8x8 Configuration Manager to:
m Add a group and assign it to outbound phone codes

m Edit or delete a group

S — Note: As a member of an agents group, you can view the status and availability of fellow group
& = members in the status tab of your 8x8 Agent Console.

Add an agent group and assign to outbound phone codes

To add an agent group you need to complete a two-step process: define group properties, and assign outbound phone
codes.

To add a new agent group:
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1. From the Configuration Menu, open Agent Groups. You can mark and select your default agent group. You can
also clone, edit, or delete the agent groups from this page.

2. Click to add an Agent Group.

Agent » Agent List [6
Agent Groups.
i“m:.r B, Agent List

Add Agent: @ Agent 1 > [ > 20 records { Configure Sort igf C

Supervisor First Name Last Name Display Name Username Agent Group Enabled  Locked My Recordings Enabled
& wo wpj - wpj Sales yes no yes 2@
&  Ankt K - ankit Support no no ves 7 ®
& David w - david Support yes no yes 2w
& 12 12 qs Support yes no yes 2w
&  aul shama - sourabh Support no no ves 7 ®
& sou shri - sou Support yes no yes 2@
& test test - test Sales yes no yes 2w

new agent - new Sales no no yes A
& v Chang - yisup Sales = n yes A
&  mane rrane - rane Support g no yes 2w
&  Kam Allen - kallengd Support 2 no yes 2w
Valerie ] - agtl val suppart yes no yes 2w

&  FRobin Alkein - robing4 g no yes 2w
&  saly Upervisar - supervisor val support 2 no yes 3
& valeriesup espie - agt2 val suppart = no yes 2w
&  ohn smith - Josmith Support o no yes 2w

3. Inthe General tab enter a Group Name. Enter the required information and click Save. The Outbound Phone
Codes tab opens.

The following table summarizes the options found under Agent Groups > General and Agent Groups >
Outbound Phone Codes:

Option Description
General tab

Group Name | Indicates the descriptive name for the group such as Sales or Support groups. Members of one
group are not able to view members of any other group.

Comment A description of the group's purpose of specialty.

Default Select whether you want to display the word Agent or the agent's first name such as <Robin>.
Agent The agent's display name appears in 8x8 Agent Console. Reset all agents, clears all custom
Display display names. This group setting can be overwritten at the tenant level.

Name

Allow Allows agents to change their display name in the 8x8 Agent Console's Profile page. Display
Agents to Name helps agents save time and effort to introduce themselves to customers every time they
Change start a new chat. The agent's display name appears in the 8x8 Agent Console's control panel,
Display Profile page, chat window, and CRM case created after a chat session. It can be modified by the
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Option

Name

Enable
Agent's My
Recording
Functionality

Allow
Agents to
Reject
Interactions

Phone
Connection
Mode

Enable Auto
Answer

Outbound
Phone
Codes tab

Description

8x8 Contact Center administrator in the 8x8 Configuration Manager, or if permitted, by the agents
in 8x8 Agent Console. The changes immediately show up in both applications. To prevent agents
from changing their display name at the tenant level, clear the Allow Agents to Change the
Display Name checkbox under Home > Profile.

m To prevent agents from changing their display name at the tenant level, Clear the Allow
Agents to Change the Display Name checkbox under Home > Profile. If disabled, this
option does not appear at the agent groups level.

m To prevent agents from changing their display name at the group level, clear the Allow
Agents to Change the Display Name checkbox from the Agent Group. This option only
appears if it is enabled at the tenant level.

Indicates if the agent can record the conversation. This option allows agents to record a voice
message for the incoming calls.

This option is enabled by default allowing agents to reject interactions. If disabled, the Reject
button in 8x8 Agent Console is disabled preventing agents from rejecting the interactions they are
offered. The Reject button in 8x8 Agent Console appears when an interaction is offered to the
agent. You can set up this ability for an agent group, or individual agents. If you disable this
option at the tenant level, the checkbox will not show up for agent groups or individual agents.

Default Connection Mode can be On Demand or Persistent:

= On Demand connection mode: On Demand Connection Mode creates a temporary
connection from the agent’'s workplace phone to the system. The agents have to manually
accept the call in their soft or hard phone.

m Persistent Connection mode: Persistent Connection Mode creates a constant connection
from the agent’s workplace phone to the system. Once the connection is open, it will stay
active until logged out. Any changes to the setting will remain in effect for the whole
duration of the agent’s persistent connection.

If enabled, every phone interaction that is offered to an agent is automatically connected
eliminating the need to accept it manually.
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Option Description

Assign Select a check box to assign an outbound phone code to your tenant. Note that you need to
create an outbound code list before being able to assign it.

Active Displays a read-only indication of the active outbound phone codes.
Outbound Indicates the outbound phone name assigned to that group.
Phone list

Number of | Number of agents in that group.
Agents

4. Click Save to successfully create a new agent group.

Clone agent groups

Administrators can copy the group name, default agent display name, recording functionality, ability to reject
interactions, Phone Connection Mode, and Auto Answer settings with a simple click. Cloning agent groups allows 8x8
Contact Center administrators to create multiple agent groups in a short time. The assigned outbound code list is also
copied for the new group. The default agent group remains the same until changed.

To clone an agent group:
1. Log in to 8x8 Configuration Manager.

2. Goto Agent Groups to display the list of groups.

& Robin Sha andemo0101) | My Profile
Agent Group » Agent Group List 6]
ty
Agent Group List > Filter Agent Group List
Add Agent Group: (&) Agent Group 1 20 records 4§} Configure Sort igf Clear All Sort

Group Name * Comment # of Agents Assigned OutPhone List My Recordings Enabled Set As Default
Acme-Billing For Billing agents 2 JoutbeundPheneCodes yes C Z| D@
ndPheneCodes yes o) V4 Lsl i
upport ves C Z|o|®
L Test yes Z|o|®
yes ® 2|0

Acme-Billing - 1 For Billing agents o

Acmelets Sales This group belongs to techpubs tea. 1
QE - 1
ungroup - 40

Save Cancel
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D
3. Select an agent group and click ~ Copy.

A single copy is generated. The cloned group has the original group name plus a number appended to the name.
For example, Acme-Billing agent group becomes Acme-Billing -1, Acme-Billing -2, and so on. You can rename
the group by going to the Agent Group > General > Group Name. The agent groups are listed in the
alphabetical order, but you can sort and change their order.

Note:

- - Agents assigned to an agent group do not automatically transfer to the cloned agent group.
: = j - The cloned agent groups show up in the Agent Group reports.
: - Agents with Supervisor access can see all cloned agent groups assigned to them.

4. If required, modify the agent group properties and Save.

5. Make sure the right agent group is Set As Default.

m|
6. Click to delete the queue. A confirmation message appears for you to confirm.

To edit a group:

7

1. Double-click the desired group from the list view or click

2. Make the desired changes and Save.

Deleting a group with assigned members requires you to reassign the members of the group to another group.
To delete a group:

|m]

1. Select a group, and click

You are prompted to confirm your action. If the group has members, a message indicates the inability to delete the
group.
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Agent Group » Agent Group List

Agent Group List
Add Agent Group: (®) Agent Group

Group Name " Comment # of Agents

Marketing - 0
Sales 3
Support - 3

0

Ungroup

The Graup cannat be deleted, one or more agents assigned to this group.

20
Assigned OutPhone List
Sales Outbound

Sales Outbound

> Filter Agent Group List

records @ Configure Sort igf Clear All Sort

My Recordings Enabled

7 W
fei
Vi

Z &

2. Reassign the members to another group and then delete the group.

3. Click OK to confirm the deletion.

Create agentfunctional groups

For details on how to reassign an agent to a different group, refer to Reassign an Agent's Group Membership.

Reassign an Agent Group Membership

To reassign an agent to a different group:
1. Log in to the 8x8 Configuration Manager.

2. From the Configuration Menu, open Agents.
A list of agents and their groups appears.

4

3. Look for the group you are planning to delete, and click

4. Inthe General tab, go to Agent Group.

Version 9.14

174



Create agentfunctional groups
8x8

5. Select a different group from the drop-down menu.

Agent » Edit Agent » General (6]

(Sasha) Sasha Solovey

< Backto agent list

Ges Phone Queues Supervisor  CRM&Tab permissions  Interactions
Enabled Support
* First Name Sasha Interaction offer timeout Ungroup
* Last Name Solovey * Agent primary language :f,:;m
Display Name Sasha Agent secondary language | Marketing |
* Email Address sasha.solovey@acmejets.com German
* Software language | English (US) Japanese
* Usemame Spanish -
* Password Status-change Coding Support Codes

* Retype Password Allow agent to change Enable/Disable settings in Assigned Queues
Allow agentto Pull e-mails from queue
Allow agent to Delete pending e-mails
Comment Allow agent to Reject interactions
Enable Collaborate
Enable and show Options menu button

Enable agent's My Recording feature * Current Country United States of America

6. Click Save to assign the agent to the new group.

7. Continue the above search and reassignment for all the agents belonging to the group you are planning to delete.
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Filter group list

If your 8x8 Contact Center has numerous groups, you may find it hard to track them in a single scrollable list. You can
search and filter the Group list in 8x8 Configuration Manager by specific fields such as Group Name, Comment,

Number of Agents, and Assigned OutPhone List.

To filter the Group list:
1. Log in to 8x8 Configuration Manager.

2. From the Configuration Menu, open Agent Groups.
A list of existing agent groups appears.

Agent Group » Agent Group List ®

Agent Group List

20 | records & Configure Sort igf Clear All Sort

Add Agent Group: () Agent Group

Group Name Comment # of Agents Assigned OutPhone List My Recordings Enabled

Marketing 0 yes 7O

Sales 3 yes VA

Support 3 yes V|
0 yes VA

Ungroup

Cancel

Click Filter Agent Group List.

Choose the desired filtering criteria from the drop-down menu to filter the group.

5. Click Filter.
The filtered list appears.

Sorting group list

You can sort the Group list in the 8x8 Configuration Manager by desired order and applying sort parameters. You can
sort by Group Name, Comment, Number of Agents, and Assigned OutPhone List by applying suitable parameters. You

176
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can sort the list in the ascending or descending order with just a click on the header bar. You have the option to sort by

multiple fields using Configure Sort.

To sort by a single field:

Click the header bar of a field. The list sorts automatically in ascending or descending order based on the content of the

field.

Agent Groups

I

To sort by multiple fields:

Agent Group » Agent Group List

Agent Group List

1

20

> Filter Agent Group List

records g} Configure Sort igf Clear All Sort

@

Add Agent Group: (@ Agent Group

Group Name Comment # of Agents Assigned OutPhone List My Recordings Enabled

Marketng 0 Ves A

Sales 3 yes Z

Support 3 yes 7w
0 yes 7w

Ungroup

Cancel

1. Click Configure Sort.

The Sorting dialog box appears.

2. Click Add Level to specify a field name and the order to sort by.
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3. Add or delete levels to sort as you desire.

Sort

(# Add Level (= Delete Level 1 Copy Level ~w
Column Order
Sort By Group Mame Ascending
Then By |# of Agents Ascending

Apply Cancel

4. Click Apply. The sorted list shows.
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Add agents

To add or define a new agent in 8x8 Configuration Manager, as a 8x8 Contact Center administrators, you require to set
up an account, phone connectivity details, and outbound calling preferences. You also need to assign queues,
supervisor privileges, and ability to view case and contact management data.

Use the Agents tab in the Configuration Menu to:
m  Add new agents

m Edit and delete existing agents

Adding an agent involves:

Creating accounts and configuring properties
Configuring phone settings

Assigning agents to queues

Granting supervisor rights

Granting Local CRM and Tab permissions

2 T

Defining the number of concurrent chats
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Create agent accounts

8x8 Contact Center agents require login credentials to log in to 8x8 Agent Console. The General tab in 8x8
Configuration Manager allows the 8x8 Contact Center administrator to specify an agent's user information including
login credentials, email address, group assignment, and more.

To create an agent account:

1. From the Configuration Menu, open Agents.

2. Click Agent to add a new agent.

The General tab opens.

ary Administrator (Acmelets)

Agent » Edit Agent » General

(jdoe) John Doe

< Back to agent list

General Phone Queves  Supervisor  CRM&Tabpermissions  Interactions
Enabled Interaction offer timeout 30
* First Name John * Agent primary language English
* Last Name Doe Agent secondary language Russian "
Display Name German
* Email Address jdoe@gmail.com Japanese
Outgoing Mail Server (@ Acmelets SMTP Server Spanish
Override Server Configuration French v
* Software language English (US) Status-change Coding No status-change coding is assigned
* Usemame [ Allow agent to change Enable/Disable settings in Assigned Queues
“Password  eessssss Allow agent to Pull e-mails from queue
Retype Password ~ ssssssss Allow agent to Delete pending e-mails
qwerl234 [ Allow agent to Reject interactions
Enable and show Options menu button
Comment Hide Customer Email and Voice (Phone Number) in CRM
Phone Connection Mode
* Agent Group Acme - Support Default Connection Mode (D Persistent
* Current Gountry Auto select (% Allow agent to change Phone Connection Mode

Save Cancel

3. Enter the required information.
The following table summarizes the options in 8x8 Configuration Manager under Agent > General:
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General Tab
Option

Enabled

First Name
Last Name

Display Name

Email Address

Outgoing Mail
Server

Override Server
Configuration

Description

If selected, allows the agent to log in to 8x8 Agent Console using the agent's username and
password.

Enter the agent's first name.
Enter the agent's last name.

Allows agents to present themselves with a customized display name. The display name can
be modified by the 8x8 Contact Center administrator here, or if permitted, by the agents in 8x8
Agent Console. The changes immediately appear in the other application. To prevent agents
from changing their display name at the tenant level, clear the Allow Agents to Change the
Display Name checkbox under Home > Profile.

Enter the email address 8x8 Contact Center uses to send agents copies of their direct access
voicemail messages. You can save email addresses with up to 254 characters.

A user's outgoing mail server is automatically populated with the tenant's default SMTP server.
The default server can be either a VCC Internal server or a custom server. You can change the
SMTP server. The changes are kept unless a new default server is set.

8x8 Contact Center administrators can configure users outgoing mail servers in three ways:
m Using the VCC Internal server
m Using a custom server

m Using a custom server but overriding with the specific account's user name and
password (recommended)

If you use the VCC Internal server, you cannot override the server's default configuration,
therefore, using the email address of the server. The emails sent by this user originate from
the tenant’s default address which is not recommended.

Whereas a user that is configured to use a custom server configuration, such as [AcmeJets
SMTP Server], overrides the default server configuration . The emails sent by this user
originate from the address of the new server. By overriding the server's default configuration
you make it more specific to the agent.

This option gives you the ability to direct your emails via the user specific email address. If you
do not choose to override, the emails are directed via the custom SMTP server address and
not the default server configured for this specific user. To ensure the secure email delivery
sent by the user, we recommend you to choose override.
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General Tab
Option

Software
Language

Username

Password,
Retype
Password

Comment
Agent Group

Current
Country

Interaction
Offer Timeout

Agent Primary

Description

Choose the language used by the 8x8 Agent Console interface.

Enter the account name the agent must use to log in to 8x8 Agent Console.

Agent usernames are case sensitive: When an agent logs into their 8x8 Agent Console, they
must use the same combination of upper and lowercase characters as those in the Username
text entry area.

? Note:The username must be unique within the same tenant, but not across all
tenants and globally.

If enabled, enter the password the agent must use to log in to 8x8 Agent Console.

After logging in to 8x8 Agent Console for the first time, an agent can use My Profile to change
their password.

Contact center administrators can use the Password text entry areas to change or reset an

agent's password.

£ Note: This field is disabled if you have turned on Email system generated
-— passwords for new agents/admins and reset under Security >Password
Policies. For details, refer to Configure Password Policies.

Enter a description for the agent account.
Select the agent's group assignment, such as Sales, Support, Marketing, etc.
By selecting the country of an agent, you can optimize call quality and routing. It hints the

system about the agent's location, and offers improved call quality.

Specify the duration (in seconds) for which an agent is offered an interaction before the
interaction times out. After the specified time, the agent status changes to Take Break

automatically.
Note: If the interaction offer timer runs out for an agent and the caller is back to the queue, the

caller's position in the queue will remain the same and not changed or reset.

Select the agent primary language. If the agent speaks the same language as the customer
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General Tab
Option
Language
Agent
Secondary
Language

Status-change
Coding

Allow agents
to change

Enable/Disable

settings in
Assigned
Queues

Allow agents
to pull e-mails
from queue

Allow agents
to Delete
pending e-
mails

Allow Agents
to Reject
Interactions

Enable and
show options
menu button

Description

does, they can choose to handle the conversation without the aid of the translation tool.

Select the agent secondary languages. If the chat request is in one of these languages, the
agent can chat in the requested language.

Indicates the agent has no status code list assigned while defining a new agent.

Note: If an existing agent is assigned with a code list, the code list name shows
here. '

Control an agent's ability to change queue assignment from the agent profile.

By default, 8x8 Contact Center presents emails to agents on the basis of first-in-first-out. To
enable agents to selectively pull email messages from their email queues, select Allow
agents to pull e-mails from queue.

If disabled, agents are prevented from deleting pending email in 8x8 Agent Console. By default,
agents have the privileges to delete pending email.

This option is enabled by default allowing agents to reject interactions. If disabled, the Reject
button in 8x8 Agent Console is disabled preventing agents from rejecting the interactions they
are offered. The Reject button in 8x8 Agent Console appears when an interaction is offered to
the agent. You can set up this ability for an agent group, or individual agents. If you disable this
option at the tenant level, the check box will not show up for agent groups or individual agents.

The Options menu in 8x8 Agent Console gives access to transaction codes, dial pad, and call
recording options during a call. Select Enable and show options menu button. If selected,
the Options menu shows during a call.
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General Tab

. Description
Option

Hide Customer
Email and
Voice (Phone
Number) in
CRM

Default Administrators can choose one of the following Phone Connection Modes for agents: On
Connection Demand or Persistent. For details, see our content on enable phone connection mode.
Mode

Allow Agents | Agents are able to change their connection mode from within the 8x8 Agent Console. For
to change details, see our content on how to change your phone connection mode.

Phone

Connection

Mode

Enable Auto With Auto Answer, every phone interaction that is offered to an agent is automatically

Answer connected eliminating the need to accept it manually. If Auto Answer is provisioned for your
tenant, you can enable it at the tenant level, agent group level, or agent level. For details, see
our content on how to enable Auto Answer.

4. Click Save before you move away from this tab.

~—_ Note: You can view the outgoing email server for each user under the Agents > User list. To show§
— this column, open Users, right-click the header bar of the Users list and select Columns >
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User » User List

User List

Supervisor

v

EEENIENIRN

<

Agent
v

NI RN N N RN ENEN

D N N N N RN N R R ERNIRN

Admin
@)

@)
@)

@)
v
@)
@
@)
v

v
@)

@)

First Name

Last Name

+ Supervisor
v Agent
v Admin

 FirstName

o LastName

1T Sort Ascending
~ Display Name

| SortDescending

Internal Id
W Columns o] v Usemame
Vo Contact Id
[ Group By
 Agent Group
Skill Group
. ~ Enabled
- v Locked

My Recordings Enabled
Language

R Email

)

- Outgoing Mail Server

Workplace Phone
PEX#

B Direct Access Number

Calling Line ID

Status-change Coding

®
%

el
N

<«
Agent Group
ungroup
Acme-Billing
UK-QE
Acme-Billing

ungroup

. ungroup

ungroup
aluca-group
ungroup
ungroup
Acme-Billing
QE
aluca-group
Acme-Billing
ungroup
ungroup
Acme-Billing
Acme-Billing
ungroup

ungroup

<

2

>

Enabled Locked

ves
ves
ves
ves

yes

>

20

> Filter User

st

records @ Configure Sort igf Clear All Sort

My Recordings Enabled
yes
yes
yes
yes

ves

AV YA YA NN NN NN NANANAYA T T YA YA YA A N

Do Do Do Do Do Do Do Do Do Do Do Do Do Do Do Do De Do Do Do
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Configure phone settings

8x8 Contact Center administrators can define agent workplace phone settings and outbound calling preferences, and
specify direct agent access details and call recording settings in 8x8 Configuration Manager via Agents > Phone.

The following table summarizes the Phone settings categories:

Phone Settings

Description
Category

Workplace Enter the agent's Workplace phone or Workplace SIP URI at which agent wishes
to be reached. An agent requires a standard wired, cellular, or VolP phone to pro-
cess phone interactions. The workplace phone number can be set to any ded-
icated extension number or a DID number as needed. The workplace SIP URI is
used when the agent has a soft phone approved by 8x8 installed on their work-
station. Note that the agent's extension number appears in the Workplace
Phone field when you first assign an extension to a user. You can also control
the ability of agents to change their phone number or SIP Phone URI from the Pro-
file tab in 8x8 Agent Console. The agents are granted the permission to change
their workplace phone or SIP URI by default.

Outbound Outbound Calling preferences let you select a dial plan per agent to translate out-
Calling bound dialing numbers. It allows you to define a custom Calling Line ID for all
calls placed by the agent.

Agent Access | The settings allow you to activate direct agent access for an agent, enter an
Number and extension number to reach an agent directly by passing the IVR, and activate the
Voicemail agent's voicemail.

Automatic Call | If call recording is permitted for the tenant, you can specify the desired per-
Recording centage of inbound, outbound, and direct agent access calls to record.

Agent's Record- | These settings determine whether or not an agent can record calls.
ing Controls

............................................................................................

Version 9.14

Configure phone settings

186



Configure phone settings

8x8

Phone Settings L.
Description
Category

contact center agent leaves the call. This setting is enabled at the
tenant level and cannot be modified per agent. Contact 8x8 Support§
to enable the feature and for more information. For details see |

Control call recording on third-party transfers.

To configure phone settings:

1. From the Configuration Menu, open Agents.

or to add or edit an agent's account.

Agent » Edit Agent » Phone ®
Agent Groups
Agents
g (Kaoru) Kaoru Minami
Queues/Skills
< Back to agentist
Chann,
Seripts Genera Phone Queues  Supervisor  CRM&Tabpermissions  Interactions
CRM Workplace Outbound Calling
Support ® Workplace phone: Outbound Phone Codes  Default To Group [NONE]
Center Worikplace SIP UR Calling Line ID * 18888338888
Outbound Allow agent to change workplace phone Dial Plan Tenant Default
SR Allow agent to change warkplace SIP URI
can be overridden by Outbound Phone Codes
Agent Access #'s and Voicemail Automatic Call Recording
Enable inIVR 0 9% of inbound queue calls *
IVR Direct Agent Access # (maximum 8 digits) g 9% of direct inbound calls *
Enable agent voicemail 0 9% of outbound calls
can be overridden by VR Voice recording settings
Agent's Recording Controls
® Agent does not have recording controls
Agent s able to start recording *
Agent is able to start and pause recording *
= can be overridden by IVR Voice recording seteings
Save Cancel

3. Enter or select the desired settings from the available options.
The following table summarizes the options under Agents > Phone:

Phone Tab

. Description
Option

Workplace

Workplace | If the agent uses a standard wired or cellular telephone, then in the Workplace phone enter the
phone full telephone number. 8x8 Contact Center uses that number to connect Phone interactions to the
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Phone Tab L.
X Description
Option

agent's telephone:

= Inthe United States, phone numbers must be 1+(three-digit area code)+(seven-digit phone
number). When typing numbers in 8x8 Agent Console text entry areas, always preface the
area code with 1.

P ?f Note: The NANP dial plan translates phone numbers without the prefix as well.:

.........................................................................................................

m Outside the United States, phone numbers must be (Country Code)+(phone number).

If enabled by the administrator, agents may use the My Profile tab in 8x8 Agent Console to
change their phone number later.

Workplace |If the agent uses a VolP telephone, then in the SIP phone URI text entry area, type the

SIP URI VolP phone's full URI. 8x8 Contact Center uses that URI to connect phone interactions to the
agent's VolIP telephone. If enabled by the administrator, agents may use the My Profile tab in
8x8 Agent Console to change their phone number later.

Allow agent | Control agents' ability to change their phone number. If selected, agents can change their
tochange | workplace phone number in the My Profile page of 8x8 Agent Console.

phone

Number

Allow agent | Control agents' ability to change their phone number. If selected, agents can change their SIP
tochange | Phone URI phone number in the My Profile page of 8x8 Agent Console.

SIP Phone

URI

Outbound Calling

Outbound | By default, an agent inherits the Outbound Phone Code List assigned to the group they belong to.
Phone You can change the selection here.
Codes

Calling Line | Select an Outbound Phone Code list or None from the drop-down menu to indicate a calling Line
ID ID for outbound calls. Select a Calling Line ID for all outbound calls placed by the agent. You can
select from:
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Phone Tab L.
X Description
Option
= Channel numbers
= Agent's phone number

= Anonymous

N Note: The agent's Calling Line ID is overridden by Calling Line ID set by Outbound
. Phone Codes. '

Dial Plan Choose a Dial Plan to translate outbound dialing numbers. Select from the International
Numbering Plan, North American Numbering Plan, or any custom plan defined for the tenant.
For details on dial plans, refer to Understand Tenant Dial Plans.

Agent Access # and Voicemail

Enable in If enabled, allows the agent extension number to be recognized in the IVR during a Menu or Get
IVR Value input operation. You can reach the agent directly by entering a two- to eight-digit extension.
Enable If enabled, activates an agent's voicemail and routes direct agent access calls to the agent's
Agent voicemail if the agent fails to accept an interaction within the interaction offer timeout period. 8x8

Voicemail | Contact Center uses the email address specified under Agents > General to email Direct Agent
Access voicemails to the agent.

£ Note: If the agent's telephone has a private voicemail box, ensure that the 8x8
E :_i Contact Center voicemail timeout threshold occurs before the agent's voicemail bo>c:
T seizes the call. '

IVR Direct | Allow a caller to use an extension number to directly contact this agent. Enter a two- to eight-digit
Agent extension number that callers can use to reach the agent directly.

Access #

(Maximum

8 digits)

Automatic Call Recording

% of = % of inbound calls: Specify the percentage of automatic call recording for the agent. Enter
a percentage of inbound calls.
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Phone Tab L.
X Description
Option
inbound/ m % of inbound calls: Specify the percentage of automatic call recording for the agent. Enter
outbound/ a percentage of outbound calls.

directagent o 9 of direct agent access calls: Specify the percentage of automatic call recording for the

access agent. Enter a percentage of direct agent access calls.
calls

Agent Recording Controls

Agent does | Prevents an agent from recording a call by taking away the recording control in the Control Panel.

not have A call may still be recorded based on the automatic call recording settings.

recording

controls

Agentis While on a call, an agent can start recording the call anytime. The recording ends on terminating
able to start | the call, or when the agent leaves a call that is transferred to a third-party user.

FECONAING |- oo mm e me e m e e e ittt :

Note: As the 8x8 Contact Center administrator, you can choose to stop call .
- recording on the third-party transfers when your last contact center agent leaves theé
z ?ﬂ call. This setting is enabled at the tenant level and cannot be modified per agent.
- Contact 8x8 Support to enable the feature and for more information. For details see
Control call recording on third-party transfers. .

...............................................................................................................

Agentis An agent can start and pause recording a call any number of times. An agent may be denied

able to start | recording rights with certain IVR settings. Visual feedback in the 8x8 Agent Console Control Panel
and pause | always reflects the true recording status.

recording

4. Click Save to save the settings.

The next step is to assign queues to the agent.
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8x8 Contact Center administrators can use any secure FTP client that is compliant with Transport Layer Security (TLS)
1.2 or higher to download agent's recorded calls from the tenant. You can determine the percentage of the automatic
call recording via 8x8 Configuration Manager under Agents > Phone. If the last agent leaves the conference call or a
call that has been transferred to the customer via warm transfer, the call recording may have been stopped
automatically.

For details, refer to Configure Phone Settings.

You can use the secure FTP client to download agents' recorded calls. The following FTP clients are available for
download at no charge:

m FileZilla: available from http://filezilla-project.org/
m Core FTP LE: available from http://www.coreftp.com/

The following table summarizes the secure FTP configuration requirements for an FTP client to access the audio files
directory on your tenant:

FTP L.
X Description
Setting
Host = InUS-West, enter <vcc-ftps-us1.8x8.com>.
name = In US-East, enter <vce-ftps-us2.8x8.com>.

= In Canada, enter <vcc-ftps-ca1.8x8.com>.
= |n United Kingdom EU2, enter <vcc-ftps-uk2.8x8.com>.
= In United Kingdom EU3, enter <vcc-ftps-uk3.8x8.com>

For a complete list of the available platform URLs, refer to the Platform URL Guide.

Username | For the username, enter the tenant name found in Home > Profile > Tenant Name. It is the username
used by the tenant's Primary administrator to log in the 8x8 Contact Center. You may access this inform-
ation from the initial communication email that shares the tenant login credentials. For example, if the
Primary administrator logs in to 8x8 Configuration Manager with the username <AcmeJets>, then type
the same username in your FTP client.

Password | Enter the same password you entered in Home > Profile > SFTP Password. For details, refer to Sum-
mary of Profile Settings.
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Using FileZilla to Download Audio Files

The following figure illustrates the FileZilla 3 settings used to connect to the 8x8 Configuration Manager agent

recording directory.

-

Site Manager

[—e5]

Select Entry:

Ly My Sites

------ m pstest Tenant

General |nduanced I Transfer Settings I Charset|

Host: fips.mycontactual.c  Port:

Server Type: |FTPES - FTP over explict TLS/SSL v |

Logon Type: [Nnrmal vl
User: pstest
Password:  ssssssss
Account:
Comments;
-
[ Mew Site H Mew Folder ]
| New Bookmark | | Rename | il
[ Delete ] [ Copy ]
I Connect I [ OK ] [ Cancel

Refer to the above table for information about the User and Password text entry areas in your FileZilla Site Manager.

Using Core FTP LE to Download Audio Files

The following figure illustrates the Core FTP LE 2 settings used to connect to 8x8 Configuration Manager agent

recordings directory.

Version 9.14

Access agentrecorded calls

192



Access agentrecorded calls

8x8

Site Manager Iﬁ

------ @ Acmeletz, Inc Site Name
|.-'1".cmaJ ets, Ind
Host / IP /4 URL
|vcc-ftps-u32.8:-:8.com Advanced
Il zemame
|Acmelets [ Anonymous
Pazsword
e [ Don't save password
Fort Timeout Retries
|21 |50 2 [ Rety On
[+ Pasy [ Use Prosy
Connection
|AUTH 351 -
Comments S5L Optionz

W SSL Listings W SSL Transfer | Clear [CCC)

[v OpenSSL [ “windows 550

Mew Site Mew Category | Connect | Cloze

Refer to the above table for information about the User and Password text entry areas in your Core FTP LE 2 Site
Manager.
Browse and Locate Recording Files

You can browse and locate your contact center's recorded calls stored under your tenant directory. Your 8x8 Contact
Center tenant saves and stores each day's recording files in a time-stamped directory named Syyyymmdd, where
yyyyspecifies the year, mm specifies the month, and dd specifies the day. In addition, a date-stamped index file is
generated at the local tenant time between 12 AM and 1 AM at the end of each day. Each index file contains metadata

about the call recordings.
At the root level, the tenant directory contains:

= An Index directory which contains one or more date-stamped, comma-separated values (CSV) index files named

lyyyymmdd.csv, where | indicates index.
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m Time stamped sub-directories grouped by day. Each sub-directory contains one or more time-stamped WAV audio
files and index files with metadata about the audio files. Audio files are named Ryyyymmddttttttssss.wav, where
R indicates recording, and the timestamp includes the date (yyyymmdd) and 24-hour Coordinated Universal Time
(UTC) tttttt when the file was recorded by hour, minute and second, and ssss indicates a sequence to differentiate

multiple files recorded at the same second. The directory structure of call recordings may be represented as

follows:
Call Recordings ——» | 120120605.csv
|, | 120120606.csv
» Index
— | 120120607.csv
» 520120605
— | R201206061736390103.wav
sub |yl 520120606
Directories |, | R201206061736390108.wav
> 520120607
— | R201206061736390110.wav

—» | 120120606.csv

—> 120120606_version2.csv

Locating your recorded calls requires understanding the time difference between your local tenant time and UTC. For
example, if your tenant is located in the Pacific Daylight Time zone (PDT), you are behind the UTC by 7 hours. At 12

AM UTC, you local tenant time is 5 PM PDT.
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ﬂz AM UTC 7 AM 12 AM 7 AM\

| 6/6/2012 6/6/2012 6/7/2012 ‘
]

- Y/

To obtain recordings of your tenant for 06/06/2016, download recordings in subdirectories S20160606 and S20160607.
The calls recorded after 5 PM PDT on 06/06 are stored under the sub-directory S20160607.

Note: The daily recording batch index file created between 00:00 and 01:00 local tenant time references
calls in two different UTC daily sub-directories unless your local tenant time happens to be UTC.

To access the Index files:

1. Double-click the Index directory. The directory consists of index files time stamped by day. You may view or
download the index files in the directory.

Note: Index files for a specific day are stored under the relevant sub-directory as well as the index
directory. Two types of index files exist. One file contains more details than the other.
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@ Core FTP LE - fips.mycontactual.com:21 = | B ||
File View Sites Manage Help
| | A= = =N = 28
EZ #F LWL | E H S Ed o @ H @ ?
PWD w
257"
227 Entering Passive Mode [8,21,164,84, 118,133
LISt
Connect socket #TETE to 8.21.164. 84, port 30341
TLSw1. oipher TLSWISSLYS (DES-CBC3-5HAI - 168 bit
150 Hete cames the directary sting.
228 Dirzctory send
Transfemed 50,714 bytes in 0440 seconds
m &M - o v F (=] z | o Evf & &7
i) z [ =
* | Filename | Size | Date [ * | Filename | Size | Dale | Pemissions | -
102513 10,26 <>
index 110413 0200 ciurmnn:
jamith D9/2THI TS s
52010823 08/22/11 0000 churumnun:
520010324 092211 0000 chuvsrumsrins
S2m11002 1001711 0000 crerunun:
520011003 1001711 0000 chvsrumsrins
520111004 10/02/11 0000 diwsruwrne
520111008 100311 0000 cisrnmn:
20111005 10041 000 drsrumnne
20011007 T0/06/11 0000 chrsruruns
S20111008 06T 000 drwsrun
20111009 10/07/11 0000 crsrurin:
s2011m0 10081 000 drwsrun
S201101 10/09/11 0000 crsrnrin:
s2011mz 10ADAT 000 drsrun
S2m11m3 10A1/11 0000 crsrumn:
201104 1021 000 diermsnn:
521108 101311 0000 cimumn: R
Host Destinatian Bytes Size Rate Type Status Source
fips myoontactual . C:\UserstnalinibppD atahLocal Temphl 545 1072 Download Faled /inden/I20120608 osv
fips.rpcontactual... C:\lsersinalinAppD stahLacal Temphl... 545 1072 Dawnlaad Faled  /indew/120120608.c5v
Ready 1 B [=r [

Each CSV index file lists the following information about that day's agent recording files:

CALL TYPE: Inbound Outbound, or Direct Agent Access call

START TIME, STOP TIME: Local Tenant Time at which the call was answered and terminated by the agent
AGENT NAME: Name of the agent who took the call

CUSTOMER NUMBER: Phone number associated with the customer

PHONE CHANNEL: Phone Channel number processing the call

CALLED NUMBER: A phone number to which a call was placed (applicable to outbound calls)
CASEID: Case number associated with the caller

DURATION: Duration of the phone call

FILENAME: Filename of the audio recording of the call

DIRECTORY:: The sub-directory in which the audio recording of the call is stored

ACCOUNT: Account number associated with the caller

START TIME UTC: Time represented in UTC at which the call was answered by the agent
STOP TIME UTC: Time represented in UTC at which the call was terminated by the agent
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m QUEUE: Queue type indicates outbound or inbound queue
m  QUEUE NAME: Name of the queue the call was channeled to
= TRANSACTION ID: Unique number that identifies the phone call
m EXTERNAL VARIABLE 1&2: Data collected during the Interactive Voice Response
m OUTDIAL CODE: Codes associated with outbound calls
m WRAP UP CODE: Codes representing the call outcome
2. Go to the specified directory and download the call recording files.
You can view the CSV index file in most spreadsheet programs including Microsoft Excel or OpenOffice Calc.

Download Agent Call Recordings

You can download the index files and the call recordings by folders or by individual files.

To download call recordings or index files:
1. Select a directory, and right-click to open the menu.

2. Select Download from the right-click menu.

@ Core FTP LE - ftps.mycontactual.com:21 = | ] [
File ‘iew Sites Manage Help
= [ o A= A= = = 2 Pus
&7 | RO C E CThad ®oP% G
2ZZE Transter complete. m
R20131041755260158 w v - 465324 bytes transtened
MOTM R201311041755260158 waw
213 2013104175857
Transter time: 00:00:00
2 o= # £ | < &v 5 & L 08 x| 2 &y 7 F T
= @6 - 4l 0] = e
» | Filgname | Size | Date | - ‘ Filename ‘ Size | Date | Permissions
10/25/13 10:26 i)
(] R201311041 7555801 48.wav B4 KB 11/04A13 1756 -t
(] R201311041 758260158 wav WE4 KB 11/04/13 17.58  -rwrr-
< e +
Huost Destination Bytes Size Rate Type Status Source
ftps. mpcontactual ... C:\Users\naliniépp0 ata\Local Temphl 545 1.072 Download Failed Aindes/1 20120608 csv
ftps. mpcontactual.... C:iUserssnaliniéppD atatLocalh Temphl... 545 1.072 Download Failed Aindes| 2001 20608, csv
R201311041758260158 way -- (465,324 bytes) -- 11/04/13 17:58 1 R

The SFTP client indicates a successful transfer.

3. To play downloaded call recordings, select a WAV file, and double-click to play the recording.
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Assign agents to queues

All interactions flowing to 8x8 Contact Center are channeled through queues. The queues in turn direct them to agents
based on their skill level and availability. An 8x8 Contact Center agent has to be a member of a queue to receive any
interaction from the queue.

8x8 Contact Center provides sophisticated logic for matching customers to the agent who can best solve their problem.
Queues direct interactions based on the skill level of agents serving the queue. If you have an agent with high skill level
vs. an agent with low skill level, the interaction will be directed to the high-skilled agent based on their availability.

As an 8x8 Contact Center administrator, you can assign the selected agents to previously defined phone, email, chat,
and voicemail queues. Once assigned, the agent receives interactions channeled through these queues. You can
access queues in 8x8 Configuration Manager via Agents > Queues.

To define queue assignments:

1. From the Configuration Menu, open Agents.

2. Find an agent and click

3. Open the Queues tab.

4. Select a Skill Level for the agent serving the queue.
The skill level can be selected from 10 to 100 (lowest to highest).

5. Click Assign All to assign the agent to all queues, or select individual queues and click the check box to assign.
You can disable any queues by clearing the Enabled check box.
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Agent » Edit Agent » Queues (6]

Agent Groups
Agents

gen {Kaoru) Kaoru Minami
Queues/Skills
< B

Chani

T Genera Phone Queues  Supervisor  CRM&Tabpermissions  Interactions

CRM Queue List > Filter Queue
Support
Center

20 | records € ConfigureSort igf Clear All Sort

Outbound Media *
Setup

Queue name Skill Level (click to change) Agents enabled Assigned Enabled

Chat Support Chat 80 - High 3
Emai Sales Email 80 - High 3
Emai Support Email 80 - High 1
Outbound Phone Sales Outbound 20 - High 3
Outbound Phone Support Outbound 10 3
20 - Low
Inbound Phone Sales Inbound 20 3
Inbound Phone Suppart inbound . 3
Voice Mail Sales Voicemail 60 3
70
Voice Mail Support Voicemail 20- High 3

Chat design %0

Note:
-On save, Skill level and Enabled will be reset to High and false respactively, for 2ll unassigned Queues.

Save Cancel

The following table summarizes the options available under the Queues tab:

Queues
Tab Description
Option

Assign | Select the option to assign an agent to all the available queues defined in the tenant.

All For custom queue assignments, select individual queues, specify the agent's skill level, and assign.
You can also assign agents to queues at the same time you create the queue.
For details on assigning agents to a phone queue as part of queue creation, refer to Assign Inbound
Phone Queue Members. The same concept applies to all other types of 8x8 Contact Center queues.

Enable | Enables interactions from all queues automatically on assigning.
All

Media Displays the type of media queue such as Chat, Email, Outbound Phone, Inbound Phone, or
Voicemail.

Queue Displays the name of queue, such as Support or Sales.

Name
Skill Indicates the skill level of the agent for that queue. The skill level determines the routing of
Level interactions within a queue. 8x8 Contact Center attempts to direct interactions to an agent with a

(Click to | higher skill level before directing them to an agent with a lower skill level. Skill levels are now
change) | indicated by ten numerical values ranging from 10 to 100 with an increment of 10, with 10 being the
lowest value and 100 being the highest. Assign the agent's skill level from the drop-down menu of
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Queues
Tab
Option

Agents
Enabled

Assigned

Enabled

Description

options.

Indicates the total number of agents in each queue whose accounts are enabled.

If selected, assigns an agent to the selected queue and automatically enables interactions from that
gueue. You can assign agents to queues at the same time you create the queue.

For details on assigning agents to a phone queue as part of queue creation, refer to Assign Inbound

Phone Queue Members. The same concept applies to all other types of 8x8 Contact Center queues.

Allows the agent to receive interactions from a selected queue. You can assign a queue but choose
to temporarily disable it.

6. Click Save to save your settings.

The next step is to define supervisor privileges for the agent.
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Grant supervisor rights

8x8 Contact Center administrators can grant special privileges to an agent, and allow agents to perform as 8x8 Contact
Center supervisors. A supervisor has all the rights of an agent in addition to the ability to:

m Create and delete FAQ categories and answers.
= Monitor agents, queues, groups, and campaigns.
m Create and run historical reports for contact center metrics.
In addition to supervisory features, supervisors may choose to perform, or at least guide and validate the use of certain

operations that agents have access to, such as agent profile configuration. These include the following optional
features:

m Delete customer and case records from the Local CRM.
m Pull and delete pending email interactions from a queue.

= Use the Monitoring tab to remove agents from queue assignments.

8x8 Contact Center administrators grant supervisor privileges to an agent and allow permissions to monitor groups,
gueues, and campaigns in 8x8 Configuration Manager and via Agents > Supervisor.

To enable supervising ability for an agent:

1. From the Configuration Menu, open Agents.

2. Find an agent and click
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3.
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Open the Supervisor tab.

Agent » Edit Agent » Supervisor » Queues (6]
Agent Groups
Agents.
e (Kaoru) Kaoru Minami
Queues/Skills
< B
General Phone Queues  Superviso CRM &Tab permissions ~ Interactions
This user is supervisor Allow this supervisor to monitor calls Restrict report privileges
Support Monitori
lonitorin
Center 9
Outbound Queues Agent Groups Campaigns
Setup .
Queue List
Assign All 1 20 records & Con
Media " 1 Name Default Priority Assigned
Sidil Laies Chat Support Chat 6
ETERDT Ema Sales Email 2
Ema Support Email 2
Outbound Phone Sales Outbound 8
Outbound Phone Suppart Outbound 8
Chat design Inbound Phone Sales Inbound 8
Inbound Phone Support Inbound 8
Note: If you restrict reporting privileges, only the qUEUES, qUEUE Zroups, agent groups, and campaigns selected under “Monitoring” will be available to report on.
Save Cancel

Select This user is supervisor.

Open the Queues, Groups, and Campaigns tabs for more configuration.
The following table summarizes the options available under the Supervisor tab in the Queues, Groups, and
Campaigns pages:

Supervisor

. Description
Tab Option

This useris If enabled, the user is granted supervisor rights.
supervisor

Allow this If enabled, the supervisor can join agents phone calls in progress for monitoring purposes.
supervisor to

monitor calls

Restrict report | If enabled, restricts the data a supervisor views in historical reports. The supervisor views the

privileges groups and queues they monitor, or are a member of.

Assign All If enabled, the agent is assigned to all available queues, groups, or campaigns defined in the
tenant.

Media Displays the type of media queue such as Chat, Email, Outbound Phone, Inbound Phone, or
Voicemail.

Name Displays the name of a queue, group, or campaign, such as Chat Channel or Support Queue.




8x8
EE——— S
Supervisor e
. Description
Tab Option
Default Indicates the priority number of the queue as set under Queues > Properties > Default
Priority Priority. This number determines the priority of all interactions for a queue where 1 specifies
lowest priority and 10 specifies highest priority.
For details, refer to Define Inbound Phone Queue Properties.
Agent Count | Indicates the number of agents in a group.
Comment Displays the description or comment of a group entered when creating a group and under
Group > General.
Status Shows the campaign status, such as completed, running, or stopped.
Enabled Shows if the campaign is enabled.
Queue Displays the queue associated to a campaign. You can specify the queue in Campaign
> Properties.
Caller ID Displays the campaign's caller ID specified when defining a campaign. The campaign's caller
ID can be a channel number.
CRM Object | Displays the campaign's CRM Object, such as customer, specified when defining a campaign.
Assigned If selected, assigns an agent to the selected queue, group, and campaign.
6. Click Save.
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GrantLocal CRM permissions

8x8 Contact Center administrators grant Local CRM permissions to agents and supervisors to manage customer data
such as cases, customers, and tasks accessible to agents via 8x8 Agent Console. 8x8 Contact Center administrators
grant the permissions to view, create, edit, or delete customer data in 8x8 Configuration Manager via Users > CRM.

To grant Local CRM permissions to an agent or supervisor:

1. From the Configuration Menu, open Agents.

4

2. Find an agent and click or

Agent » Edit Agent » CRM & Tab permissions

g, it o
Agent Groups
{Kaoru) Kaeru Minami
< Backto agent list
General Pheone Queues Supervisor CRM & Tab permissions Interactions
View Create Edit Delete Createa Follow-up  Change Status Create a Report Download a Report
Case
Task NiA
Customer NiA N/A
Monitoring N/A N/A N/A N/A NIA NIA N/A
Save Cancel
3. Grant the desired permissions to the agent.
The following table summarizes the permissions:
CRM Tab | Description
Case Select or change from the following permissions to define an agent's access to case data:
= View
m Create
= Edit
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CRM Tab | Description
m Delete
m Create a Follow-up
m Change status
m Create areport

= Download a report: Agents can continue to run the report even if the ability to download a
report is disabled.

If you disable any of the above controls, the agent cannot see the corresponding feature in
8x8 Agent Console.

: — Note: To revoke or edit the case permissions, you have to unsubscribe the agent
from all queues to avoid any conflict. Only supervisors can view a Monitoring tab.

Task Select or change from the following permissions to define an agent's access to Task data:
m View
m Create
m  Edit
m Delete
m Change status
m Create areport

m Download a report

If you disable any of the above controls, the agent cannot see the corresponding feature in
8x8 Agent Console.

: = Note: An agent is able to clone tasks in 8x8 Agent Console if the administrator grants§
/ the permission to create and edit tasks to that agent. '

Customer | Select or change permissions to view, modify, and delete customers data.
m View

m Create
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CRM Tab | Description
n Edit
m Delete
m Create areport

= Download a report
If you disable any of the above controls, the agent cannot see the corresponding feature in
8x8 Agent Console.

Monitoring | Select the permission to view monitoring.
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Configure multi-chats

8x8 Contact Center multi-chat allows an agent to handle up to six concurrent chats with customers at any time. There is
no limit on the number of concurrent chats among agents. Using the Interactions tab in 8x8 Configuration Manager, 8x8
Contact Center administrators can configure the maximum number of concurrent chats with customers for each agent.
They can also enable agent-to-agent chat from within the Interactions tab. There is no limit on the number of agent-to-

agent chats.
To define maximum number of concurrent chats with customers:

1. From the Configuration Menu, open Agents.

2. Find an agent and click

3. Open the Interactions tab.

Agent » Edit Agent » Interactions ®

ents
Queues/Skills
Cr

(Kaoru) Kaoru Minami
< Back to agent list

Genera Phone Queues  Supervisor  CRM&Tab permissions nteractions

* Max # of concurrent chats 1

Enable agent to agent chat 1

o u W

4. Select Max # of concurrent chats from the list.

5. Select Enable agent to agent chat.
It allows this agent to chat with other agents. There is no limit on the number of concurrent chats among agents.

6. Click Save.
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Create and configure queues

An 8x8 Contact Center queue is an ordered collection of interactions waiting to be served by agents who are qualified to
respond to these interactions. The 8x8 Contact Center administrator can customize how incoming interactions are
prioritized and routed in 8x8 Configuration Manager. Queues ensure that interactions are never lost or discarded.

Queues serve to present interactions flowing into 8x8 Contact Center to agents based on skill set and availability. 8x8
Contact Center provides sophisticated logic for matching customers to the agent who can best solve their problem.
Queues direct interactions based on the skill level of agents serving the queue. If you have an agent with high skill level
vs. an agent with low skill level, the interaction will be directed to the high skilled agent based on their availability.

By going to the Queues/Skills tab, you can:
m Create, edit, copy, and delete queues of all media
= Assign members to queues

m Define targeted service level

To access Queues:
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1. Inthe Configuration Menu, click Queues/Skills to display a list of queues.

Queues/Skills » Queue List (6]
Operation completed successfully.
. Queue List

Queues/Skills Queveld

Channels Queue List > Filter Queue List
Add Queue: ® Inbound Phone (® Outbound Phone @) Chat (& Email & Voice Mail 1 20 | records &} Configure Sort igf Clear All Sort
Media " : Queue name 1”2 Default Priority  Agents assigned  Agents enabled
Chat AcmeSalesChatq 111 [ 4 3 D@
Chat AcmeSupportChat 148 5 3 2 Z 0@
Chat AcmeSupportTier2 149 [ 4 3 0@
Chat AcmeSalesChatq - 1 167 5 4 3 200
Email AcmeSalesEmail 110 2 3 o 20w
Outbound Phone Sales_Outbound 113 8 4 3 Z 00
Outbound Phone Support_Outbound 143 ) 5 5 0@
Outbound Phone Outbound_Queue 144 8 7 7 20
Inbound Phone Acme_Services 103 8 3 z ZD0@
Inbound Phene Acme_Support 109 El 7 7 2D
Inbound Phone Acme_Sales 114 8 4 3 ZD0@
oice Mail AcmesalesyM 112 1 2 2z /00
Voice Mail Acme_VM-Q 166 4 1 1 ZD@

>

2. Inthe list view:

m Click  Add to create a new queue for Inbound Phone, Chat, or Email.

m Click  Editto view or modify an existing queue.

D
a Click ~Copy to clone an existing queue.

m Click Delete to delete an existing queue.

3. Configure the queue settings, and Save.

Clone queues

Aministrators can copy inbound phone queues, outbound phone queues, chat queues, email queues, as well as
voicemail queues with a simple click. Cloning queues allows Contact Center administrators to create multiple queues in
a short time.

When you clone a queue, the queue properties, members, interactions, SLA, and email settings are copied. A queue
name is automatically generated. You can modify or make changes to the new queue, if required.
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To clone a queue:
1. Log in to 8x8 Configuration Manager

2. Goto Queues/Skills to display a list of queues.

ndary Administrs
" Queues/Skills » Queue List Q
urity
Operation completed successfully.
; Queue List
Queues/Skills Sl
Ll Queue List > Filter Queue List
1 Add Queue: (® Inbound Phone (® Outbound Phone (® Chat (® Email & Voice Mail 1 20 records 4 Configure Sort if Clear All Sort
t Media " : Queue name 1”2 Default Priority  Agents assigned  Agents enabled —

tter Chat AcmeSalesChatQ 111 6 4 E Zo|&
Chat AcmeSupportChat 148 g 3 2 Z|o|@
Chat AcmeSupportTier2 14a 6 4 3 Z|D|&
Chat AcmeSalesChatQ - 1 167 g 4 3 Z|oj@
Email Acmesalesemail 110 2 3 o Z|o|@
Outbound Phone Sales_Outbound 113 8 4 3 Z|o|@
Outbound Phone Support_Outbound 143 8 5 5 Z|o|&
Outbound Phane OQutbound_Queue 144 8 7 7 Z|oj@
Inbound Phene Acme_Services 103 B 3 2 4 ] 14
Inbound Phone Acme_Support 109 E 7 7 Zo|&
Inbound Phene Acme_Sales 114 8 4 3 Z|oj@
Voice Mail AcmesSalesvM 112 1 2 z 4 (] 14
Woice Mail Acme_VM-Q 166 4 1 1 Z|oj@

>

D
3. Selectaqueue andclick ~ Copy.

A single copy is generated. The cloned queue has the original queue name plus a number appended to the name.
For example, AcmeSalesChatQ becomes AcmeSalesChatQ -1, AcmeSalesChatQ -2, and so on. You can rename
the queue by going to the Queues/Skills > Properties > Queue name. The queues are listed in alphabetical

order, but you can sort and change their order.

4. |If required, modify the queue properties and Save.

5. Click to delete the queue.

Note: To delete a queue, you must remove the agents from the queue first.

Configuring a queue varies based on the media of the queue. The following sections describe:
m Creating inbound phone queues

m Creating outbound phone queues
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m Creating chat queues
m Creating email queues

m Creating voicemail queues
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Create inbound phone queues

Configuring an 8x8 Contact Center inbound phone queue in 8x8 Configuration Manager involves:
m Defining inbound phone queue properties
m Assigning inbound phone queue members
m Configuring inbound phone queue voicemail
m Setting up inbound phone queue call priority

m Defining inbound phone queue SLA
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Define inbound phone queue properties

8x8 Contact Center categorizes phone queues by the direction of the phone calls.

» Aninbound phone queue accepts incoming phone calls and directs them to skilled agents. Agents either process

these phone calls, or reject them, routing them back to the queue, thus ensuring calls are not discarded.
An outbound phone queue processes all outgoing interactions including campaign calls, click-to-dial calls, and web
callback calls.

To define an inbound phone queue, 8x8 Contact Center administrators need to define the primary properties, such as
queue name, default priority, post-processing timeout, and more. Open the Properties tab to define the properties.

To define inbound phone queue properties in 8x8 Configuration Manager:

1. From the Configuration Menu, open Queues/Skills.

2. Click or Inbound Phone.

3. Enter the desired properties in the Properties tab.

& Robin Shasta (ryandemo0101)

Queues/Skills » Edit Inbound Phone » Properties

Sales whisper IN

Back to queue list

£

Members oice Mail Interactions

Phaone
Queue direction inbound

* Queus name Sales whisper IN
Default priority 8 1=Low 10=High

Transfer Incoming Calls to

rocessing timeout | 5 seconds
arding 0
Waiting Music

Agent whisper audio

Save Cancel

Support Whisper
jaudio

The following table summarizes the options under Queues/Skills > Inbound Phone > Properties:

Version 9.14

213



Define inbound phone queue properties

8x8

Properties

. | Description
Tab Option

Queue type | Read-only reminder of the type of queue.

Queue Read-only reminder of the phone queue direction. Specifies if it is inbound or outbound. It is
direction | applicable to phone media only.

Queue Type a name for the queue.
name

Default Choose the priority for this queue, where <1> specifies the lowest priority and <10> specifies the
Priority highest priority. This defines the priority for interactions of all media.
By default, 8x8 Contact Center prioritizes the queues as follows:

= Phone queue = 8 (highest default priority)
m Chatqueue=6
m Voicemail queue = 4

= Email queue = 2 (lowest default priority)
Based on your business needs, you can assign the desired priority for each queue.

Transfer | If enabled, 8x8 Contact Center transfers phone interactions from this queue to an external
Incoming | telephone number (that is not managed by the contact center). The external telephone number
Calls To must have the following format:

= Inthe United States:
1 + three-digit area code + seven-digit phone number

m Outside the United States:
Country Code +phone number
The telephone number may contain optional dashes, spaces, or parentheses.

Post- Choose how long 8x8 Contact Center must wait before assigning a new interaction from the queue

Processing | to an agent who has just completed an interaction.

Timeout The post-processing timeout enables agents servicing the selected queue to perform any
necessary post-interaction tasks before receiving a new interaction. Choose Manual to enable
agents assigned to this queue to use their 8x8 Agent Console to explicitly make themselves
available for new interactions. When there are multiple agents available with the same queue and
skill level assignment waiting to receive the next interaction, 8x8 Contact Center routes the call to
the agent who has been idle the longest. For details, see our content on how to reset idle timer for
agents.
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Properties L.

. Description
Tab Option
Voice Specify the percentage of interactions from this queue recorded by 8x8 Contact Center.
Recording
%
Waiting Choose the audio file played when a caller must wait for an agent to become available. The
Music Waiting Music lists all files defined in the Audio Files tab.

For details on the Audio Files tab, refer to Configure Recorded Greetings.

Agent Select an audio file from the drop-down for Agent whisper. By default there is no audio file
whisper

»
audio selected. You can click ® to play the audio. Agent whisper helps agents identify the context of the

incoming call even before the customer information pops for preview, thus allowing them to
prepare for the call. Agent whisper messages can be heard on both inbound and outbound calls.
To set up Agent whisper, you must upload the Agent whisper file first and then assign the file to a
queue. For details Agent whisper files see details on how to create agent whisper for phone
queues.

4. Click Save.After you define the queue properties, you are ready to assign members to the queue.
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Assign inbound phone queue members

When 8x8 Contact Center administrators assign members to an inbound phone queue, they allow them to process the
phone interactions that enter the queue. The queue uses skill-based routing to route the inbound phone calls based on
the agent's skill set. An agent with a higher skill level receives an interaction before an agent with a lower skill level.

Go to Queues/Skills > Inbound Phone > Members in 8x8 Configuration Manager to add, modify, or remove agents.

To assign members to an inbound phone queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the inbound phone queue you wish to assign members to, and click
3. Gotothe Members tab.
Queues/Skills » Edit Inbound Phone » Members ®
Sales Inbound
Queues/Siills | ERRRTNS
Channels
Saripts Properties Voice Mail Interactions SLA
Agent List > Filter Agent List
Assign All Enable All 1 20 records {8 Configure Sort g Clear All Sort
Outbound First name Last name Username Skill level (click to change) Agents assig... Agents enabl...
iy Casey Kilbom Casey 80 - High
Campaigns Corrin Alvarez Conin 20 - High ] [}
Kaoru Minami Kaoru ﬂg .
20-Low
Robin Shasta Robin 30 = =
Sasha Solovey Sasha ég ~ Medium
Zufi Singh Zufi 60
70
80 - High

Save Cancel

4. Select Assign All to assign all agents to the queue.

OR

Select Agents assigned to choose the desired agents only.
5. Click the Skill level for the agent serving the queue.

The skill level can be selected from 10 to 100 (lowest to highest).
The following table summarizes the options under Queues/Skills > Inbound Phone > Members:
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Members
Tab
Option

Assign
All

Enable All
Agents

Skill
Level

Agents
Assigned

Agents
Enabled

Description

Assigns all existing agents to this queue.

To activate routing of interactions from this queue to all agents assigned to the queue.
For the selected queue, in the list of agents:

m Select Assign All to assign all agents to the queue.

m Select an individual agent to add that agent to the queue.

Indicates the skill level of the agent for that queue. The skill level determines the routing of
interactions within a queue. 8x8 Contact Center attempts to direct interactions to an agent with a
higher skill level before directing them to an agent with a lower skill level. Skill levels are now
indicated by ten numerical values ranging from 10 to 100 with an increment of 10, with 10 being the
lowest value and 100 being the highest. Assign the agent's skill level from the drop-down menu of
options.

Assigns the selected agents to this queue.

Activates routing of interactions from this queue to selected agents assigned to the queue. You can
assign but temporarily disable an agent.

6. Select Agents enabled or Enable All to activate routing of interactions from this queue to the selected agents.

7. Click Save.
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Configure inbound phone queue voicemail

Stagnating calls in an 8x8 Contact Center queue for too long is not desirable to callers. 8x8 Contact Center admins can
direct calls that have been waiting in a queue longer than a specified time to voicemail, allowing callers to leave a
message. By going to the voicemail tab in 8x8 Configuration Manager, you can also:

m Enable voicemail for a queue.
m  Specify a duration after which to direct the waiting calls to voicemail.
m Select a message for voicemail.

m Select a voicemail queue to direct the calls to.

To configure voicemail for a queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the inbound phone queue you wish to modify, and click

3. Gotothe Voice Mail tab and select or enable voicemail settings.
The following table summarizes the options under Queues/Skills > Inbound Phone > Voicemail.

Voicemail Tab Option Description

Enable Voice Mail Select to enable voicemail for this phone queue.

Force Voice Mail after Choose how much time 8x8 Contact Center permits a caller to wait before
redirecting the call to a 8x8 Contact Center voicemail queue.

Voice Mail Message Choose the recorded message 8x8 Contact Center plays when redirecting a caller to
(played to customer) a voicemail queue.

m Upload Custom: You can replace the current message with an existing WAV
file from your picklist.

m Play Audio: Click to listen to the audio voice message.

Route Voice Mail to Choose a 8x8 Contact Center voicemail queue.
queue

4. Click Save.
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Set up inbound phone queue call priority

8x8 Contact Center administrators can set up custom priority for interactions in the queue based on the conditions they
define. If an interaction meets the condition, it takes a higher or a lower priority than the default priority of the queue. To
take advantage of this feature, you must use the Local CRM. Go to the Interactions tab in 8x8 Configuration Manager
to customize how the selected queue prioritizes specific types of interactions.

For example, Acmedets has an inbound support queue with a default priority set to 6.

This queue handles support inquiries from all customers. To better serve its premium customers before others,
Acmedets can define a higher interaction priority for interactions from premium customers by setting a condition to
determine the customer type. When an interaction meets the condition, the interaction priority overrides the default
priority of the queue, allowing agents to serve the premium customers faster.

To define custom priority for interactions:

1. From the Configuration Menu, open Queues/Skills.

2. Find the inbound phone queue you wish to modify, and click
3. Gotothe Interactions tab.

4. Select avalue for Set Default Interaction Priority within the Queue.
The following table summarizes the options under Queues/Skills > Inbound Phone > Interactions:

Interactions Tab _
X Description
Option
Set default To customize the priority for specific types of interactions within this queue, choose a
interaction priority | non-default priority level, then in the condition area, specify the conditions that receive
within the queue the non-default priority.
In the list, 1 equals the lowest default interaction priority, and 100 equals the highest
interaction priority.

Add Interaction Rule | Click . to create an interaction priority rule.
@

If the value of the Choose a Local CRM field to enable the options available in the equals list such as Case:

field Priority.
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Interactions Tab
Option

equals

Set interaction
priority to

Enable priority
routing rule

Description

For details, refer to Configure CRM Fields.

The values in this field varies based on what field you choose for Local CRM. For
example, for Case: Priority in the CRM field, you can choose Low, Medium, or High.

Choose a priority level for the interaction from 1 (lowest) to 100 (highest).

Select to enable the routing rule in your 8x8 Contact Center.

5. Define an interaction rule to specify a matching condition.

P
'3

Click — orInteraction Rule.

Select a CRM field for If value of the field, such as Case: Priority.

Select a value for equals. For example, for Case: Priority in the CRM field, you can choose Low, Medium, or

High.

Choose a value for Set interaction priority to from 1 to 100.

This number sets the priority of the interactions that match the rule. For example, a platinum support customer

gets a high priority, such as 90.

Select the Enable priority routing rule check box to activate the rule.

Click Add this Rule.
The interaction rule appears in the list.

6. Repeat the above procedure to add more rules.

7. Click Save.
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Define inbound phone queue SLA

The Service Level Agreement (SLA) of an 8x8 Contact Center queue defines the target performance metrics of the
queue. It includes the percentage of interactions processed within a specified time interval. You can set a target service
level for each queue via 8x8 Configuration Manager, and periodically evaluate the service level. You can also set up an
alert notification to show if the service level falls below the specified threshold.

To define SLA for an inbound phone queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the inbound phone queue you wish to modify, and click

3. Gotothe SLA tab.

Queues/Skills » Edit Inbound Phone » SLA ®

Agents Sales Inbound
Queues/skils | PR

Channels

Target Service Level - in a queue

80 9%of interactions should be processed within 10 minutes
Evaluate service level every 30 minutes
Send email notfication to

Note: Multiple email addresses can be entered in Send email notification to se,

Chat design

The following table summarizes the options under Queues/Skills > Inbound Phone > SLA:

SLA Tab Option ' Description
% of interactions | To specify the Service Level Agreement (SLA) threshold for the selected queue:

should be 1. Type a percentage value as an integer from 0 to 100 percent, such as 40.

processed 2. Type an integer number to indicate the time interval.
within
3. Choose the units of time specified by this value.

The valid time intervals are:
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SLA Tab Option  Description
m For Phone and Chat queues: Seconds, Minutes, or Hours
m For Email and Voicemail queues: Minutes or Hours

Evaluate service | Choose how frequently 8x8 Contact Center compares the queue's performance to the SLA
level every threshold defined for the queue.

Send email Type one or more comma-separated email addresses that should receive email notifications
notification to from 8x8 Contact Center. The email is sent when the queue's performance level falls below
the performance threshold specified for the queue.

Click Save.
With this step, the queue configuration is complete.
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Create outbound phone queues

8x8 Contact Center outbound queue is used to channel agent-initiated outbound calls to the destination. These calls
may be:

= Agent-dialed from the Control Panel: Must be configured via Outbound Phone Codes.
m Requests for web callback: API accepts Queue ID as a parameter.
m Via click-to-dial: APl accepts Queue ID as a parameter.
m  Campaign calls: Must be directed via an Outbound Phone queue.
When an outbound call is directed through an 8x8 Contact Center queue, an agent's status changes to busy preventing
any calls being offered to the agent.
Configuring an outbound phone queue in 8x8 Configuration Manager involves:
m Defining outbound phone queue properties
m Assigning outbound phone queue members
m Setting up outbound phone queue call priority
m Defining outbound phone queue SLA

m Viewing campaign assignments
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Define outbound phone queue properties

8x8 Contact Center categorizes phone queues by the direction of the phone calls.

» Aninbound phone queue accepts incoming phone calls and directs them to skilled agents. Agents either process
these phone calls, or reject them, routing them back to the queue, thus ensuring calls are not discarded.

= An outbound phone queue processes all outgoing interactions including campaign calls, click-to-dial calls, and web

callback calls.

To define an outbound phone queue, you need to specify the primary properties, such as queue name, default priority,
post-processing timeout, and more. The Properties tab in 8x8 Configuration Manager under Outbound Phone queues

allows you to define these properties.
To define outbound phone queue properties:

1. From the Configuration Menu, open Queues/Skills.

2. Click or Outbound Phone.

3. Enter the desired properties in the Properties tab.

Queues/Skills » Add Outbound Phone » Properties ®

Queues/Skills

Channels

one
Outbound

* Queue name Marketing Outbound

Outbound Phone script
Default priority g 1=Low 10=High
Post-processing timeout 5 seconds

Voice Recording %

Save Cancel
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The following table summarizes the options under Queues/Skills > Outbound Phone > Properties:
Properties L.
X Description

Tab Option

Queue type | Read-only reminder of the type of queue.

Queue Read-only reminder of the phone queue direction. Specifies if it is inbound or outbound. It is

direction | applicable to phone media only.

Queue Enter a name for the queue.

name

Default Choose the priority for this queue, where 1 specifies the lowest priority and 10 specifies the

Priority highest priority. This defines the priority for interactions of all media.

By default, 8x8 Contact Center prioritizes the queues as follows:
m Phone queue = 8 (highest default priority)
m Chatqueue =6
= Voicemail queue =4
m Email queue = 2 (lowest default priority)
Based on your business needs, you can assign the desired priority for each queue.

Post- Choose how long 8x8 Contact Center must wait before assigning a new interaction from the queue

Processing | to an agent who has just completed an interaction.

Timeout The post-processing timeout enables agents servicing the selected queue to perform any
necessary post-interaction tasks before receiving a new interaction. Choose Manual to enable
agents assigned to this queue to use their 8x8 Agent Console to explicitly make themselves
available for new interactions. When there are multiple agents available with the same queue and
skill level assignment waiting to receive the next interaction, 8x8 Contact Center routes the call to
the agent who has been idle the longest. For details, see our content on how to reset idle timer for
agents.

Voice Specify the percentage of interactions from this queue recorded by 8x8 Contact Center.

Recording

%

4. Click Save.

After you define the queue properties, you are ready to assign members to the queue.
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Assign outbound phone queue members

When 8x8 Contact Center admins assign members to an outbound phone queue, they allow the members to process

campaign calls and web callback requests that enter the queue. The queue uses skill-based routing to route the

outbound phone calls based on the agent's skill set. An agent with a higher skill level receives an interaction before an

agent with a lower skill level.

Go to Queues/Skills > Outbound Phone > Agents in 8x8 Configuration Manager to add, modify, or remove agents.

As a member of an outbound queue, an agent is offered:
m  Campaign calls

m Customer requests for web callback

To assigh members to an outbound phone queue:

1. From the Configuration Menu, open Queues/Skills.

4

2. Find the outbound phone queue you wish to assign members to, and click

3. Gotothe Agents tab.
A list of existing agents appears.

Queues/Skills » Edit Outbound Phone » Agents

Sales Outbound

< Back to queue list

Queues/Skills

Channels

Properties Agents Interactions SLA Campaigns

Agent List

Enable All

Assign All

Outbound
Setup

First name Last name Username

Casey Kilborn Casey 80 - High
Corrin Alvarez Corrin 80- High
Kaoru Minami Kaoru 0

20-Low
Robin Shasta Robin 20

40
Sasha Solovey Sasha <0+ Medium
2ufi Singh Zufi 60

70

80 - High

Notes:

Save

Cancel

Skill level (click to change)

> F

20 | records {8 ConfigureSort if Clear All Sort

Agents assig... Agents enabl...

(<< <]
(<< <]
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4. Select Assign All to assign all agents to the queue.
OR
Select Agents assigned to choose the desired agents only.

5. Click the Skill level for the agent serving the queue.
The skill level can be selected from 10 to 100 (lowest to highest).

The following table summarizes the options under Queues/Skills > Outbound Phone > Agents:

Members

Tab Description

Option

Assign | Assigns all existing agents to this queue.
All

Enable All| To activate routing of interactions from this queue to all agents assigned to the queue.
Agents | Forthe selected queue, in the list of agents:
m Select Assign All to assign all agents to the queue.
m Select an individual agent to add that agent to the queue.
Skill Indicates the skill level of the agent for that queue. The skill level determines the routing of
Level interactions within a queue. 8x8 Contact Center attempts to direct interactions to an agent with a
higher skill level before directing them to an agent with a lower skill level. Skill levels are now
indicated by ten numerical values ranging from 10 to 100 with an increment of 10, with 10 being the

lowest value and 100 being the highest. Assign the agent's skill level from the drop-down menu of
options.

Agents | Assigns the selected agents to this queue.
Assigned

Agents | Activates routing of interactions from this queue to selected agents assigned to the queue. You can
Enabled | assign but temporarily disable an agent.

6. Select Agents enabled or Enable All to activate routing of interactions for the selected agents.

7. Click Save.
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Set up outbound phone queue call priority

8x8 Contact Center administrators can set up custom priority for interactions in the queue based on the conditions they
define. If an interaction meets the condition, it takes a higher or a lower priority than the default priority of the queue. To
take advantage of this feature, you must use the Local CRM. Go to the Interactions tab in 8x8 Configuration Manager
to customize how the selected queue prioritizes specific types of interactions.

For example, AcmeJets has a web callback outbound phone queue with a default priority set to 20.

This queue handles support inquiries from all customers. To better serve its premium customers before others,
Acmedets can define a higher interaction priority for interactions from premium customers by setting a condition to
determine the customer type. When an interaction meets the condition, the interaction priority overrides the default
priority of the queue, allowing agents to serve the premium customers faster.

To define custom priority for interactions:

1. From the Configuration Menu, open Queues/Skills.

2. Find the outbound phone queue you wish to modify, and click

3. Gotothe Interactions tab.

Queues/Skills » Edit Outbound Phone » Interactions ®

Sales Qutbound

Queues/Skils | NSRBI

Channels

Properties Agents SLA Campaigns

Scripts

Set default interaction priority 50 1=Low 100=High
50 &

Interaction Rule List 51 > Filter Interaction Rule List
52

Add Interaction Rule: (@) Interaction Rule ;i # Configure Sort i Clear All Sort

Condition 55 Priority Enabled

57 No items to show

Save Cancel

4. Select avalue for Set Default Interaction Priority within the Queue.
The following table summarizes the options under Queues/Skills > Outbound Phone > Interactions.
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Interactions Tab L.
X Description
Option
Set default To customize the priority for specific types of interactions within this queue, choose a

interaction priority | non-default priority level, then in the condition area, specify the conditions that receive
within the queue the non-default priority.
In the list, 1 equals the lowest default interaction priority, and 100 equals the highest
interaction priority.

Add Interaction Rule | Click . to create an interaction priority rule.
O]

If the value of the Choose a Local CRM field to enable the options available in the equals list such as Case:
field Priority.
For details, refer to Configure CRM Fields.

equals The values in this field varies based on what field you choose for Local CRM. For
example, for Case: Priority in the CRM field, you can choose Low, Medium, or High.

Set interaction Choose a priority level for the interaction from 1 (lowest) to 100 (highest).
priority to

Enable priority Select to enable the routing rule in your 8x8 Contact Center.

routing rule

5. Define an interaction rule to specify a matching condition.

o
O]
a. Click or Interaction Rule.

b. Select a CRM field for If value of the field, such as Case: Priority.

c. Select avalue for equals. For example, for Case: Priority in the CRM field, you can choose Low, Medium, or
High.

d. Choose a value for Set interaction priority to from 1 to 100.
This number sets the priority of the interactions that match the rule. For example, a platinum support customer
gets a high priority, such as 90.

e. Select the Enable priority routing rule check box to activate the rule.

f. Click Add this Rule.
The interaction rule appears in the list.

6. Repeat the above procedure to add more rules.

7. Click Save.

Version 9.14 229



Define outbound phone queue SLA
8x8

Define outbound phone queue SLA

The Service Level Agreement (SLA) of an 8x8 Contact Center queue defines the target performance metrics of the
queue. It includes the percentage of interactions processed within a specified time interval. You can set a target service
level for each queue via 8x8 Configuration Manager, and periodically evaluate the service level. You can also set up an
alert notification to show if the service level falls below the specified threshold.

To define SLA for an outbound phone queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the outbound phone queue you wish to modify, and click

3. Gotothe SLA tab.

Queues/Skills » Edit Outbound Phone » SLA (6]

Agents Sales Outbound
Queues/Skills | VRS

Channels

Target Service Le

80 rocessed within 10 minutes

30 minutes

Save Cancel

Chat design

The following table summarizes the options under Queues/Skills > Outbound Phone > SLA.

SLA Tab Option ' Description
% of interactions | To specify the Service Level Agreement (SLA) threshold for the selected queue:

should be 1. Type a percentage value as an integer from 0 to 100 percent, such as 40.
pro;:essed 2. Type an integer number to indicate the time interval.
within

3. Choose the units of time specified by this value.

The valid time intervals are:
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SLA Tab Option  Description

m For Phone and Chat queues: Seconds, Minutes, or Hours

m For Email and Voicemail queues: Minutes or Hours
Evaluate service | Choose how frequently 8x8 Contact Center compares the queue's performance to the SLA
level every threshold defined for the queue.
Send email Type one or more comma-separated email addresses that should receive email notifications
notification to from 8x8 Contact Center. The email is sent when the queue's performance level falls below

the performance threshold specified for the queue.
4. Click Save.
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View campaign assignments

8x8 Contact Center requires you to direct all campaign calls through outbound queues. While defining a campaign, you
must specify an outbound queue to direct the calls to. When a campaign executes, a target call list fetched from the
Local CRM is fed to an outbound phone queue. The queue offers calls to its members based on their skill set and

availability.

The Campaigns tab in 8x8 Configuration Manager for an existing outbound phone queue shows the campaigns

assigned to the queue. The list shows all new, running, completed, purged, and stopped campaigns.

To view campaign assignments:

1.

From the Configuration Menu, open Queues/Skills.

2. Find the outbound phone queue with a campaign assignment you wish to view, and click

3.

Version 9.14

Go to the Campaigns tab.

Sales Outbound

< Back to queue list

Queues/Skills

Channels

Campaigns

Enabled

Queues/Skills » Edit Outbound Phone » Campaigns

Properties Agents Interactions SLA Campaigns

20

> Filter Campaigns

records g} Configure Sort igf Clear All Sort

All campaigns assigned to this outbound queue are listed. For details on creating and assigning campaigns to a

queue, refer to Create a Campaign.
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Create chat queues

8x8 Contact Center supports chat media, allowing agents to process chat interactions with its customers in a timely
manner similar to processing phone calls. Chat interactions directed to your contact center enter a chat queue. In turn,
the queue offers these interactions to its members based on their skill set and availability.

Configuring a chat queue in 8x8 Configuration Manager involves:
m Defining chat queue properties
m Assigning chat queue members
m Configuring chat queue greetings
m Setting up chat queue message priority
m Defining chat queue SLA

m Configuring chat queue email fallback
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Define chat queue properties

8x8 Contact Center administrators define chat queues by specifying primary properties such as queue name, default

priority, post-processing timeout, and more. The Properties tab in 8x8 Configuration Manager under Queues/Skills >
Chat allows administrators to specify these properties.

To define chat queue properties:

1. From the Configuration Menu, open Queues/Skills.

2. Click or Chat.

3. Enterthe desired properties in the Properties tab.

Queues/Skills
Channels

: Members ICR Interactions sLa Email
Quel Chat
: Support Chat

Default priority 6 1=Low 10=High
Queue to receive
customer support

* Queue description requests.

ng timeous t 5 seconds

Chat design

The following table summarizes the options under Queues/Skills > Chat > Properties:

Properties

. Description
Tab Option

Queue type | Read-only reminder of the type of queue.

Queue Type a name for the queue.
name

Default Choose the priority for this queue, where 1 specifies the lowest priority and 10 specifies the

Priority highest priority. This defines the priority for interactions of all media.
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Properties .
. Description
Tab Option
By default, 8x8 Contact Center prioritizes the queues as follows:
= Phone queue = 8 (highest default priority)
m Chatqueue=6
= Voicemail queue = 4
m Email queue = 2 (lowest default priority)
Based on your business needs, you can assign the desired priority for each queue.

Queue Enter a description or note to remind you of the purpose of this queue.

Description

Post- Choose how long 8x8 Contact Center must wait before assigning a new interaction from the queue

Processing | to an agent who has just completed an interaction.

Timeout The post-processing timeout enables agents servicing the selected queue to perform any
necessary post-interaction tasks before receiving a new interaction. Choose Manual to enable
agents assigned to this queue to use their 8x8 Agent Console to explicitly make themselves
available for new interactions. When there are multiple agents available with the same queue and
skill level assignment waiting to receive the next interaction, 8x8 Contact Center routes the call to
the agent who has been idle the longest. For details, see our content on how to reset idle timer for
agents.

4. Click Save.

After you define the queue properties, you are ready to assign members to the queue.
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Assign chat queue members

When 8x8 Contact Center administrators assign members to a chat queue, they allow them to process chat interactions

that are initiated by customers and enter the queue. The queue uses skill-based routing to route the chat interactions

based on the agent's skill sets. An agent with a higher skill level receives an interaction before an agent with a lower skill

level does.

Go to Queues/Skills > Chat > Members in 8x8 Configuration Manager to add, modify, or remove agents.

To assigh members to a chat queue:

1. From the Configuration Menu, open Queues/Skills.

4

2. Find the chat queue you wish to assign members to, and click

3. Gotothe Members tab.

Queues/Skills

Channels

< Backto

Properties

First name
Casey
Corrin
Kaoru
Robin
Sasha

Zufi

Notes:
-On save, Sk

Chat design

_Ag
agents to the g

que

Support Chat

Je list

Agent List

Assign All Enable All

ill level and Agents Enabled
are grayed out can no be s
ueue

Queues/Skills » Edit Chat » Members

Interactions

Last name
Kilborn
Alvarez
Minami
Shasta
Solovey

Singh

b reset to High and false rs
d t the queue, since th

Email

Username
Casey
Corrin
Kaoru

Robin

Sasha
Zufi

Save

Cancel

20 | records {8 Configure Sort gf Clear All Sort

Skill level (click to change)
80- High

20 - Low

50 - Medium

80 - High

ses and add follow-ups. Please set CRM access rights first and th

Agents assig... Agents enabl...

en su

bscrio

e

4. Select Assign All to assign all agents to the queue.

OR

Select Agents assigned to choose the desired agents only.

5. Click the Skill level for the agent serving the queue.

The skill level can be selected from 10 to 100 (lowest to highest).
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The following table summarizes the options under Queues/Skills > Chat > Members:

Members

Tab Description

Option

Assign | Assigns all existing agents to this queue.

All

Enable All| To activate routing of interactions from this queue to all agents assigned to the queue.

Agents | Forthe selected queue, in the list of agents:

m Select Assign All to assign all agents to the queue.
m Select an individual agent to add that agent to the queue.

Skill Indicates the skill level of the agent for that queue. The skill level determines the routing of

Level interactions within a queue. 8x8 Contact Center attempts to direct interactions to an agent with a
higher skill level before directing them to an agent with a lower skill level. Skill levels are now
indicated by ten numerical values ranging from 10 to 100 with an increment of 10, with 10 being the
lowest value and 100 being the highest. Assign the agent's skill level from the drop-down menu of
options.

Agents | Assigns the selected agents to this queue.

Assigned

Agents | Activates routing of interactions from this queue to selected agents assigned to the queue. You can

Enabled | assign but temporarily disable an agent.

6. Click Save.
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Configure chat queue greetings via ICR

Interactive Chat Response (ICR) refers to an automatic response from 8x8 Contact Center to a customer's new chat
request. Alternatively, you can use a chat script to design and control the chat flow. For details, refer to Enhanced Chat
Script.

You can configure your chat response to collect some key data that identifies the customer before channeling the chat
request to the chat queue. For example, you can gather a customer's unique account number and pass this information
to agents while offering the chat interaction. Based on the account number, an agent can quickly view the customer
information, and then accept the request. If an agent rejects a chat request, the request enters the queue again to be
offered to the next available agent.

If a customer submits a chat request during closed hours, you can configure an alternative greeting to inform the
customer of business hours.

The ICR capability allows you to specify:
m CRM data to collect from a choice of options.
m A greeting to welcome customers, and a question to collect the desired CRM data.
= An open hour schedule for the chat media.
= An optional alternative greeting based on the specified schedule.

Go to Queues/Skills > Chat > ICR to specify a unique message for the chat interactions received during the open and
closed hours.

To configure chat queue greetings:

1. From the Configuration Menu, open Queues/Skills.

2. Find the chat queue you wish to modify, and click
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3. GotothelCR tab.

Home Queues/Skills » Edit Chat » ICR ©

Security

t Groups

Agents Support Chat
QueuesiSiills | RIS

Channels
Scripts [——

CRM Data Collection Screen
Support Data to collect Main Greeting (displayed during open hours)

Center Account Number (Required) Welcome to Acmelsts Support; please enter your account

Outbound number.

Setup

Campaigns

Broadcast

Integration

Open hour schedule

Open hour schedule

Monday  From 0800 v To 24:00 Alternative Greeting (displayed during closed hours)
We are currently closed; please contact us during our

Tuesday T
vesda From  0g:00 o 24:00 open hours. Thank you

Wednesday From  08:00 To 24100
Wallboard Thursday ~ From  08:00 To  24:00
Chat design Friday From  02:00 To  24:00
Saturday  From  08:00 To 1800
Sunday From  08:00 To 1800

Save Cancel

4. (Optional) Click Data to collect to select a field from the CRM customer data.
You can allow a chat request to enter the queue without collecting any customer data.

5. (Optional) Type your Main Greeting to welcome customers.
You can also add a question to collect the desired CRM data.
6. Enable Open hour schedule to specify a custom schedule and process chat interactions.
7. Enteran Alternative Greeting for the closed business hours. Alternative greetings do not apply to businesses

that operate 24/7.
The following table summarizes the options under Queues/Skills > Chat > ICR:

ICR Tab
Option

Description

Data to Choose the CRM data 8x8 Contact Center prompts the user to submit before originating a new chat
Collect interaction.
Choosing an entry enables the Main Greeting text entry area.

Main To enable the Main Greeting text entry area, select a value for Data to Collect.
Greeting | In the Main Greeting, type a greeting message sent by 8x8 Contact Center at the start of a new chat
interaction.

By default, 8x8 Contact Center responds to a new chat interaction with the contents of the Main
Greeting text entry area during both open and closed hours. To enable 8x8 Contact Center to
respond with an alternative greeting during closed hours of operation, select Open Hour Schedule,
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ICR Tab o
X Description

Option
described later in this table.

Open Hour | If enabled, both scheduling and Alternative Greeting are activated. Choose the hours of operation

Schedule |forthe chat queue. 8x8 Contact Center responds to new chat interactions with the greeting from
the Main Greeting text entry area during open hours, and from the Alternative Greeting area during
closed hours.

Alternative | To enable Alternative Greeting, you must enable Open Hour Schedule.

Greeting | In Alternative Greeting, type a greeting message sent by 8x8 Contact Center in response to a new
chat interaction received during closed hours.

8. Click Save.
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Set up chat queue message priority

8x8 Contact Center administrators can set up custom priority for interactions in the queue based on the conditions they
define. If an interaction meets the condition, it takes a higher or a lower priority than the default priority of the queue. To
take advantage of this feature, you must use the Local CRM. Go to the Interactions tab in 8x8 Configuration Manager
to customize how the selected queue prioritizes specific types of interactions.

For example, AcmedJets has a support chat queue with a default priority set to 6.

This queue handles support inquiries from all customers. To better serve its premium customers before others,
Acmedets can define a higher interaction priority for interactions from premium customers by setting a condition to
determine the customer type. When an interaction meets the condition, the interaction priority overrides the default
priority of the queue, allowing agents to serve the premium customers faster.

To define custom priority for interactions:

1. From the Configuration Menu, open Queues/Skills.

2. Find the chat queue you wish to modify, and click

3. Gotothe Interactions tab.

Queues/Skills » Edit Chat » Interactions (6]

Support Chat
Queues/Skills

Channels

¢ Back to queue list

Properties Members ICR SLA Email

Set default interaction priority within the queue | 50 1-Low 100-High

50
Interaction Rule List 51 > Filter Interaction Rule List

Add Interaction Rule: @) Interaction Rule 53 ) Configure Sort 3 Clear All Sort
Condition B Priority Enabled

57 No items to show

Chat design

Save Cancel

4. Select avalue for Set Default Interaction Priority within the Queue.
The following table summarizes the options under Queues/Skills > Chat > Interaction:
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Interactions Tab L.
X Description
Option
Set default To customize the priority for specific types of interactions within this queue, choose a

interaction priority | non-default priority level, then in the condition area, specify the conditions that receive
within the queue the non-default priority.
In the list, 1 equals the lowest default interaction priority, and 100 equals the highest
interaction priority.

Add Interaction Rule | Click . to create an interaction priority rule.
O]

If the value of the Choose a Local CRM field to enable the options available in the equals list such as Case:
field Priority.
For details, refer to Configure CRM Fields.

equals The values in this field varies based on what field you choose for Local CRM. For
example, for Case: Priority in the CRM field, you can choose Low, Medium, or High.

Set interaction Choose a priority level for the interaction from 1 (lowest) to 100 (highest).
priority to

Enable priority Select to enable the routing rule in your 8x8 Contact Center.

routing rule

5. Define an interaction rule to specify a matching condition.

o
O]
a. Click or Interaction Rule.

b. Select a CRM field for If value of the field, such as Case: Priority.

c. Select a value for equals. For example, for Case: Priority in the CRM field, you can choose Low, Medium, or
High.

d. Choose a value for Set interaction priority to from 1 to 100.
This number sets the priority of the interactions that match the rule. For example, a platinum support
customer gets a high priority, such as 90.

e. Select the Enable priority routing rule check box to activate the rule.

f. Click Add this Rule.
The interaction rule appears in the list.

6. Repeat the above procedure to add more rules.

7. Click Save.
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Define chat queue SLA

The Service Level Agreement (SLA) of an 8x8 Contact Center queue defines the target performance metrics of the
queue. It includes the percentage of interactions processed within a specified time interval. You can set a target service
level for each queue via 8x8 Configuration Manager, and periodically evaluate the service level. You can also set up an
alert notification to show if the service level falls below the specified threshold.

To define Service Level Agreement for a chat queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the chat queue you wish to modify, and click

3. Gotothe SLA tab.

Queues/Skills » Edit Chat » SLA ®

gents Support Chat
Queues/Skills | EURNNNNRIN

Channels
~ Properties Members CR Interactions Email
Scripts —

CRM Target Service Level - in a queue

Support 80 % of interactions should be processed within 10 minutes
Center
Evaluate service level every 30 minutes

Jutho !
Outbound Send email notification to

Note: Multiple § in Send email natification to st

Target Service Level - during an interaction

Send an agent alert i customer has been waiting for a reply more than 10 second

Save Cancel

Chat design

The following table summarizes the options under Queues/Skills > Chat > SLA:You can also choose to alert an
agent if a customer has been waiting for a reply in chat for a certain amount of time.

SLA Tab Option | Description
% of interactions | To specify the Service Level Agreement (SLA) threshold for the selected queue:

should be 1. Type a percentage value as an integer from 0 to 100 percent, such as 40.
processed 2. Type an integer number to indicate the time interval.
within

3. Choose the units of time specified by this value.
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SLA Tab Option  Description
The valid time intervals are:

m For Phone and Chat queues: Seconds, Minutes, or Hours

m For Email and Voicemail queues: Minutes or Hours
Evaluate service | Choose how frequently 8x8 Contact Center compares the queue's performance to the SLA
level every threshold defined for the queue.
Send email Type one or more comma-separated email addresses that should receive email notifications
notification to from 8x8 Contact Center. The email is sent when the queue's performance level falls below

the performance threshold specified for the queue.
4. Click Save.
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Configure chat queue email fallback

Stagnating chat requests in a queue for too long is not desirable to customers. If an 8x8 Contact Center chat request

has been waiting in the queue for too long, as a fallback option, you can offer to send it as an email rather than continue

waiting for a chat agent.

in 8x8 Configuration Manager, admins can:

Enable email fallback for a chat queue.

Select a message prompting for email, and a message confirming the sent mail.

Specify after-hours email settings.

To configure email fallback for a chat queue:

1.

2.

3.

Version 9.14

From the Configuration Menu, open Queues/Skills.

Find the chat queue you wish to modify, and click

Go to the Email tab.

Queues/Skills » Edit Chat » Email

Support Chat
QueuesiSkills | PRSI

Channels

Enable Email

Cen Offer Email after 1 minute

Outbound Email Prompt Msg No agents are currently available. Would you like to send al
Email Sent Msg Thank you; your email has been sent.
* Send Email to Channel
Force email after office hours
Enable survey when forcing after office hours email

Forced email header message  Your chat could not be serviced at this time since you reach

Save Cancel

Specify a duration after which to offer the waiting chat requests the option to send an email.

The following table summarizes the options under Queues/Skills > Chat > Email:
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Email Tab Option Description

Enable Email If selected, 8x8 Contact Center offers the option of sending an email message for
the overflow chat interactions instead of waiting.

Offer Email after Select a time period from the menu to indicate how long a chat interaction must wait
in the chat queue before being offered the option of sending an email.

Email Prompt Msg Type the question 8x8 Contact Center asks the users when offering the overflow
chat interactions the option of sending email.
For example: "All our agents are busy. Would you like to send an email?"

Email Sent Msg Type the confirmation message sent by 8x8 Contact Center after receiving an email
message from an overflow chat interaction.
For example: "Thank you; your email has been sent."

Send Email to Channel Select the destination email channel to send messages sent from an overflow chat
interaction.

Force email after office | Select to automatically direct the user to send an email message whenever the chat

hours gueue is closed for business.
For details on configuring chat queue hours of operation, refer to Configure Chat
Queue Greetings via ICR.

Enable survey when This option is enabled only if you select Force email after office hour first.

forcing after office hours | If enabled, the overflow chat interaction is offered the opportunity to complete a

email customer chat survey. This requires the chat survey to be set up in the Support
Center.
For details on setting up chat survey in the Support Center, refer to Summary of
Support Center Properties Tab Options.

Force email header This option is enabled only if you select Force email after office hour first. Type

message the header of the email messages you want to send.
For example: "A chat interaction could not be serviced because it was received
during the closed hours."

4. Click Save.

With this step, the chat queue configuration is complete.
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Create email queues

8x8 Contact Center supports email media allowing agents to process email interactions in a timely manner similar to
processing phone calls. Emails directed to a specified email address of your contact center enter an email queue. In
turn, the queue offers these interactions to its members based on their skill set and availability. You can set up any
email address to serve as your email channel.

Configuring an email queue in 8x8 Configuration Manager involves:
m Defining email queue properties
m Assigning email queue members
m Setting up email queue message priority

m Defining email queue SLA
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Define email queue properties

8x8 Contact Center administrators define an email queue with the primary properties, such as queue name, default
priority, email processing timeout, and more. The Properties tab in 8x8 Configuration Manager under Queues/Skills
> Email allows administrators to define these properties.

To define email queue properties:
1. From the Configuration Menu, open Queues/Skills.
oy

@
2. Click or Email.

3. Enterthe desired properties in the Properties tab.
The following table summarizes the options under Queues/Skills > Email > Properties:

Properties L.
. | Description
Tab Option
Queue Read-only reminder of the type of queue.
Type
Queue Enter a name for the queue.
Name

Default Choose the priority for this queue, where 1 specifies the lowest priority and 10 specifies the
Priority highest priority. This defines the priority for interactions of all media.
By default, 8x8 Contact Center prioritizes the queues as follows:

m Phone queue = 8 (highest default priority)
m Chatqueue =6

Voicemail queue = 4

m Email queue = 2 (lowest default priority)
Based on your business needs, you can assign the desired priority for each queue.

Email Choose how long 8x8 Contact Center must wait before assigning a new interaction from the queue

Processing| to an agent who has just completed an interaction.
Timeout The post-processing timeout enables agents servicing the selected queue to perform any
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Properties

. | Description
Tab Option

necessary post-interaction tasks before receiving a new interaction. Choose Manual to enable
agents assigned to this queue to use their 8x8 Agent Console to explicitly make themselves
available for new interactions. When there are multiple agents available with the same queue and
skill level assignment waiting to receive the next interaction, 8x8 Contact Center routes the call to
the agent who has been idle the longest. For details, see our content on how to reset idle timer for
agents.

Queue Type the default signature appended to all email responses sent by an agent in response to an
Signature | email interaction.

Wallboard » Edit Wallboard - Acmelets Sales » URL (6]

< Back to Wallboard list

General Fields Thresholds Queues URL

URL

Revoke s Recreste

Share wallboard: Acmelets Sales

alex marcy@acmejets.com|
E-mails

URL

Use commas () to separate e-mails

Send Cancel

Phene Codes

‘Wallboard

Chat design

4. Click Save.

After you define the queue properties, you are ready to assign members to the queue.
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Assign email queue members

When 8x8 Contact Center administrators assign members to an email queue, they allow the members to receive emails
that enter the queue. The queue uses skill-based routing to route the emails based on the agent's skill set. An agent
with a higher skill level receives an interaction before an agent with a lower skill level does.

Go to Queues/Skills > Email > Members in 8x8 Configuration Manager to add, modify, or remove agents.

To assign members to an email queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the email queue you wish to assign members to, and click
3. Gotothe Members tab.
Queues/Skills » Edit Email » Members ®
Support Email
Queues/Skills | PRI
Channels
_— Properties Interactions SLA
CRM Agent List > Filter Agent List
EE,,|;," Assign All [ ] Enable All 1 20 | records {8 ConfigureSort g Clear All Sort
Outbound First name Last name Username Skill level (click to change) Agents assig... Agents enabl...
Setup — Kilborn Casey 30 - High
e Sine Corrin Alvarez Corin 10
20- Low
Kaoru Minami Kaoru 30
40
Robin Shasta Robin S0 Medum
Sasha Solovey Sasha 60
70
Zufi Singh Zufi ;: - High
.
100
Notes:
d follow-u Please set CRM access rights fis i ther b e
Save Cancel

4. Select Assign All to assign all agents to the queue.
OR
Select Agents assigned to choose the desired agents only.

5. Click the Skill level for the agent serving the queue.
The skill level can be selected from 10 to 100 (lowest to highest).

The following table summarizes the options under Queues/Skills > Email > Members:
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Members
Tab
Option

Assign
All

Enable All
Agents

Skill
Level

Agents
Assigned

Agents
Enabled

Description

Assigns all existing agents to this queue.

To activate routing of interactions from this queue to all agents assigned to the queue.
For the selected queue, in the list of agents:

m Select Assign All to assign all agents to the queue.

m Select an individual agent to add that agent to the queue.

Indicates the skill level of the agent for that queue. The skill level determines the routing of
interactions within a queue. 8x8 Contact Center attempts to direct interactions to an agent with a
higher skill level before directing them to an agent with a lower skill level. Skill levels are now
indicated by ten numerical values ranging from 10 to 100 with an increment of 10, with 10 being the
lowest value and 100 being the highest. Assign the agent's skill level from the drop-down menu of
options.

Assigns the selected agents to this queue.

Activates routing of interactions from this queue to selected agents assigned to the queue. You can
assign but temporarily disable an agent.

6. Select Agents enabled or Enable All to activate routing of interactions from this queue to the selected agents.

7. Click Save.
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Set up email queue message priority

8x8 Contact Center administrators can set up custom priority for interactions in the queue based on the conditions they
define. If an interaction meets the condition, it takes a higher or a lower priority than the default priority of the queue. To
take advantage of this feature, you must use the Local CRM. Go to the Interactions tab in 8x8 Configuration Manager
to customize how the selected queue prioritizes specific types of interactions.

For example, AcmedJets has an email support queue with a default priority set to 2.

This queue handles support inquiries from all customers. To better serve its premium customers before others,
Acmedets can define a higher interaction priority for interactions from premium customers by setting a condition to
determine the customer type. When an interaction meets the condition, the interaction priority overrides the default
priority of the queue, allowing agents to serve the premium customers faster.

To define custom priority for interactions:

1. From the Configuration Menu, open Queues/Skills.

2. Find the email queue you wish to modify, and click

3. Gotothe Interactions tab.

Queues/Skills » Edit Email » Interactions ®

Support Email

QueuesiSkills | P RIS

Channels

. Properties  Members
Seripts

Set default interaction priority withi

50
Interaction Rule List 51 > Filter Interaction Rule List

Add Interaction Rule: (@ Interaction Rule 33 & Configure Sort if Clear All Sort
Condition 55 Priority Enabled

57 No items to show

Chat design

Save Cancel

4. Select a value for Set Default Interaction Priority within the Queue.
The following table summarizes the options under Queues/Skills > Outbound Phone > Interactions:
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Interactions Tab L.
X Description
Option
Set default To customize the priority for specific types of interactions within this queue, choose a

interaction priority | non-default priority level, then in the condition area, specify the conditions that receive
within the queue the non-default priority.
In the list, 1 equals the lowest default interaction priority, and 100 equals the highest
interaction priority.

Add Interaction Rule | Click . to create an interaction priority rule.
O]

If the value of the Choose a Local CRM field to enable the options available in the equals list such as Case:
field Priority.
For details, refer to Configure CRM Fields.

equals The values in this field varies based on what field you choose for Local CRM. For
example, for Case: Priority in the CRM field, you can choose Low, Medium, or High.

Set interaction Choose a priority level for the interaction from 1 (lowest) to 100 (highest).
priority to

Enable priority Select to enable the routing rule in your 8x8 Contact Center.

routing rule

5. Define an interaction rule to specify a matching condition.

o
O]
a. Click or Interaction Rule.

b. Select a CRM field for If value of the field, such as Case: Priority.

c. Select avalue for equals. For example, for Case: Priority in the CRM field, you can choose Low, Medium, or
High.

d. Choose a value for Set interaction priority to from 1 to 100.
This number sets the priority of the interactions that match the rule. For example, a platinum support customer
gets a high priority, such as 90.

e. Select the Enable priority routing rule check box to activate the rule.

f. Click Add this Rule.
The interaction rule appears in the list.

6. Repeat the above procedure to add more rules.

7. Click Save.
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Define email queue SLA

The Service Level Agreement (SLA) of an 8x8 Contact Center queue defines the target performance metrics of the

queue. It includes the percentage of interactions processed within a specified time interval. You can set a target service

level for each queue via 8x8 Configuration Manager, and periodically evaluate the service level. You can also set up an

alert notification to show if the service level falls below the specified threshold.

To define SLA for an email queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the email queue you wish to modify, and click

3. Gotothe SLA tab.

Queues/Skills » Edit Email » SLA

Support Email
Queues/Siils | PRSI

Channels
: Properties  Members Interactions SLA
Scripts "

CRM Target Service Level - in a queue
Support 80 % of interactions should be processed within 10 minutes
Evaluate service level every 30 minutes

Send email notification to

Note: Multiple email addresses can be entered in Send email notification to separated oy comma () ar semi-calen () .

Save Cancel

Outbound
Phone Codes

Chat design

The following table summarizes the options under Queues/Skills > Email > SLA:

SLA Tab Option ' Description

% of interactions | To specify the Service Level Agreement (SLA) threshold for the selected queue:

should be 1. Type a percentage value as an integer from 0 to 100 percent, such as 40.

processed )
within

3. Choose the units of time specified by this value.

The valid time intervals are:

Type an integer number to indicate the time interval.
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SLA Tab Option  Description

m For Phone and Chat queues: Seconds, Minutes, or Hours

m For Email and Voicemail queues: Minutes or Hours
Evaluate service | Choose how frequently 8x8 Contact Center compares the queue's performance to the SLA
level every threshold defined for the queue.
Send email Type one or more comma-separated email addresses that should receive email notifications
notification to from 8x8 Contact Center. The email is sent when the queue's performance level falls below

the performance threshold specified for the queue.
4. Click Save.

With this step, the queue configuration is complete.
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Create voicemail queues

8x8 Contact Center supports processing voicemails similar to phone calls. Voicemails left for 8x8 Contact Center are
directed to a voicemail queue. In turn, the queue offers voicemails to agents based on their skill set and availability.

Configuring a Voicemail queue in 8x8 Configuration Manager involves:
m Defining voicemail queue properties
m Assigning voicemail queue members
m Configuring voicemail delivery message
m Setting up voicemail queue message priority
m Defining voicemail queue SLA

m Configuring voicemail notification
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Define voicemail queue properties

8x8 Contact Center administrators define a voicemail queue by specifying the primary properties such as queue name,
default priority, post-processing timeout, and more. The Properties tab in 8x8 Configuration Manager under
Queues/Skills > Voice Mail allows administrators to specify the primary properties of the voicemail queue.

To define voicemail queue properties:

1. From the Configuration Menu, open Queues/Skills.

2. Click or Voice Mail.

3. Enterthe desired properties in the Properties tab.

Queues/Skills » Add Voice Mail » Properties ®

Queues/Skills

Channels

Voice Mail
Support Voicemail
4 1=Low 10=High

imeout 5 seconds

Save Cancel

The following table summarizes the options under Queues/Skills > Voice Mail > Properties:

Properties L.
X Description
Tab option

Queue type | Read-only reminder of the type of queue.

Queue Enter a name for the queue.
name

Default Choose the priority for this queue, where 1 specifies the lowest priority and 10 specifies the
Priority highest priority. This defines the priority for interactions of all media.
By default, 8x8 Contact Center prioritizes the queues as follows:

m Phone queue = 8 (highest default priority)
m Chatqueue =6
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Properties L.
. Description

Tab option

m Voicemail queue =4

m Email queue = 2 (lowest default priority)

Based on your business needs, you can assign the desired priority for each queue.

Post- Choose how long 8x8 Contact Center must wait before assigning a new interaction from the queue

Processing | to an agent who has just completed an interaction.

Timeout The post-processing timeout enables agents servicing the selected queue to perform any
necessary post-interaction tasks before receiving a new interaction. Choose Manual to enable
agents assigned to this queue to use their 8x8 Agent Console to explicitly make themselves
available for new interactions. When there are multiple agents available with the same queue and
skill level assignment waiting to receive the next interaction, 8x8 Contact Center routes the call to
the agent who has been idle the longest. For details, see our content on how to reset idle timer for
agents.

4. Click Save.

After you define the queue properties, you are ready to assign members to the queue.
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Assign voicemail queue members

When 8x8 Contact Center administrators assign members to a voicemail queue, they allow them to process voicemail
interactions that enter the queue. The queue uses skill-based routing to route the voicemail based on the agent's skill
set. An agent with a higher skill level receives an interaction before an agent with a lower skill level does.

Go to Queues/Skills > Voice Mail > Members in 8x8 Configuration Manager to add, modify, or remove agents.

To assign members to a voicemail queue:

1. From the Configuration Menu, open Queues/Skills.

7

2. Find the voicemail queue you wish to assign members to, and click

3. Gotothe Members tab.

Queues/Skills » Edit Voice Mail » Members ®

Support Voicemail

Queues/Skills | SR
Channels
Seripts Properties IVR Interactions SLA Notification
CRM Agent List > Fitter Agent List
&eme} ' Assign All Enable All 1 20 records {8 Configure Sort & Clear All Sort
OQutbound First name Last name Username Skill level {click to change) Agents assig... Agents enabl...
=L Casey Kilborn Casey 80- High
Campaigns Corrin Alvarez Corrin 0
20-Low
Kaoru Minami Kaoru 30
40
Robin Shasta Rebin =0- Medium
Sasha Solovey Sasha 60 [/] [/]
70
Zufi Singh Zufi 80 - High ] ]

Notes:

Save Cancel

4. Select Assign All to assign all agents to the queue.
OR
Select Agents assigned to choose the desired agents only.

5. Click the Skill level for the agent serving the queue.
The skill level can be selected from 10 to 100 (lowest to highest).

The following table summarizes the options under Queues/Skills > Voicemail > Members:
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Members
Tab
Option

Assign
All

Enable All
Agents

Skill
Level

Agents
Assigned

Agents
Enabled

Description

Assigns all existing agents to this queue.

To activate routing of interactions from this queue to all agents assigned to the queue.
For the selected queue, in the list of agents:

m Select Assign All to assign all agents to the queue.

m Select an individual agent to add that agent to the queue.

Indicates the skill level of the agent for that queue. The skill level determines the routing of
interactions within a queue. 8x8 Contact Center attempts to direct interactions to an agent with a
higher skill level before directing them to an agent with a lower skill level. Skill levels are now
indicated by ten numerical values ranging from 10 to 100 with an increment of 10, with 10 being the
lowest value and 100 being the highest. Assign the agent's skill level from the drop-down menu of
options.

Assigns the selected agents to this queue.

Activates routing of interactions from this queue to selected agents assigned to the queue. You can
assign but temporarily disable an agent.

6. Select Agents enabled or Enable All to activate routing of interactions from this queue to the selected agents.

7. Click Save.
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Configure voicemail delivery message

When an 8x8 Contact Center agent accepts a voicemail interaction, a voicemail delivery message is played to inform
the agent that a voicemail message is being offered. With the default setting, a prompt is offered to the agent to press 1
to receive the voicemail as an email attachment, or hang up to delete the voicemail. However, you can upload a custom

voicemail delivery message and configure it to suit your contact center's needs. You can also configure to email the

voicemail to one or multiple email addresses using 8x8 Configuration Manager.

To define interactive voicemail in 8x8 Configuration Manager:

1. From the Configuration Menu, open Queues/Skills.

2. Find the voicemail queue you wish to modify, and click

3. GotothelIVR tab.

Queues/Skills » Edit Voice Mail » IVR

Agents Support Voicemail
Queues/Skills |

Channels

CRM Voice Mail Configuration

Support Voice Mail Delivery Message (Played to Agent) |Press 1 to Receive Voice Upload Custom @ Play Audio

Centet
= Delete Voice Mail

Outbound

Email Configuration
Send Voice Mail by E-mail
t0 agent email address

to the following email address(es)

Note: Multiple email addresses can be entered separated by comma () or semi-colon (1)

Save Cancel

Phone Codes

The following table summarizes the options under Queues/Skills > Voicemail > IVR:

IVR Tab Option | Description

Voice Mail Select a message to be played by 8x8 Contact Center to inform the agent of a voicemail
Delivery message waiting in the queue.

Message

(Played to

Agent)
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IVR Tab Option  Description
Upload Custom | Click Upload Custom to upload a custom voicemail delivery message.
Play Audio Click Play Audio to play the currently selected voicemail delivery message.
Delete Voice To enable Delete Voice Mail, you must upload a custom voicemail delivery message first.
Mail m Select On hang up to delete a queued voicemail message after the agent hangs up.
m Select On agent confirmation to delete a queued voicemail message after the agent
presses the telephone's * key.
Send Voice Mail | To enable Send Voice Mail by Email, you must upload a custom voicemail delivery
by E-mail message first. You can enter the agent's email address, or send it to more than one email by
entering multiple addresses separated by comma (,) or semicolon (;).
m Select Never to never send a queued voicemail message to an agent as an email
attachment.
m Select On request to enable an agent to request that 8x8 Contact Center send a queued
voicemail message as an email attachment.
m Select Always to always send a queued voicemail message to an agent as an email
attachment.
4. Click Save.
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Set up voicemail queue message priority

8x8 Contact Center administrators can set up custom priority for interactions in the queue based on the conditions they
define. If an interaction meets the condition, it takes a higher or a lower priority than the default priority of the queue. To
take advantage of this feature, you must use the Local CRM. Go to the Interactions tab in 8x8 Configuration Manager
to customize how the selected queue prioritizes specific types of interactions.

For example, AcmedJets has a support voicemail queue with a default priority set to 50.

This queue handles support inquiries from all customers. To better serve its premium customers before others,
Acmedets can define a higher interaction priority for interactions from premium customers by setting a condition to
determine the customer type. When an interaction meets the condition, the interaction priority overrides the default
priority of the queue, allowing agents to serve the premium customers faster.

To define custom priority for interactions:

1. From the Configuration Menu, open Queues/Skills.

2. Find the voicemail queue you wish to modify, and click

3. Gotothe Interactions tab.

Queues/Skills » Edit Email » Interactions 6]

Support Email

Queues/Skills

< Back to queue list
Channels
Properties Members nteractions SLA

I Set default interaction priority within the queue 50 1=Low 100=High
Interaction Rule List > Filter Interaction Rule List
Add Interaction Rule: &} Configure Sort if Clear Al Sort
Condition Priority Enabled
If value of the field Priority equals High 90 yes £
If value of the field Priority equals Medium 80 yes £
If value of the field Priority equals Low 30 yes VAo

Save Cancel

4. Select a value for Set Default Interaction Priority within the Queue.
The following table summarizes the options under Queues/Skills > Voicemail > Interactions:
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Interactions Tab L.
X Description
Option
Set default To customize the priority for specific types of interactions within this queue, choose a

interaction priority | non-default priority level, then in the condition area, specify the conditions that receive
within the queue the non-default priority.
In the list, 1 equals the lowest default interaction priority, and 100 equals the highest
interaction priority.

Add Interaction Rule | Click . to create an interaction priority rule.
O]

If the value of the Choose a Local CRM field to enable the options available in the equals list such as Case:
field Priority.
For details, refer to Configure CRM Fields.

equals The values in this field varies based on what field you choose for Local CRM. For
example, for Case: Priority in the CRM field, you can choose Low, Medium, or High.

Set interaction Choose a priority level for the interaction from 1 (lowest) to 100 (highest).
priority to

Enable priority Select to enable the routing rule in your 8x8 Contact Center.

routing rule

5. Define an interaction rule to specify a matching condition.

o
O]
a. Click or Interaction Rule.

b. Select a CRM field for If value of the field, such as Case: Priority.

c. Select avalue for equals. For example, for Case: Priority in the CRM field, you can choose Low, Medium, or
High.

d. Choose a value for Set interaction priority to from 1 to 100.
This number sets the priority of the interactions that match the rule. For example, a platinum support customer
gets a high priority, such as 90.

e. Select the Enable priority routing rule check box to activate the rule.

f. Click Add this Rule.
The interaction rule appears in the list.

6. Repeat the above procedure to add more rules.

7. Click Save.
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Define voicemail queue SLA

The Service Level Agreement (SLA) of an 8x8 Contact Center queue defines the target performance metrics of the
queue. It includes the percentage of interactions processed within a specified time interval. You can set a target service
level for each queue via 8x8 Configuration Manager, and periodically evaluate the service level. You can also set up an
alert notification to show if the service level falls below the specified threshold.

To define Service Level Agreement for a voicemail queue:

1. From the Configuration Menu, open Queues/Skills.

2. Find the voicemail queue you wish to modify, and click
3. Gotothe SLA tab.

4. Enter values for SLA.
The following table summarizes the options under Queues/Skills > Voicemail > SLA:

SLA Tab Option  Description
% of interactions | To specify the Service Level Agreement (SLA) threshold for the selected queue:

should be 1. Type a percentage value as an integer from 0 to 100 percent, such as 40.

processed 2. Type an integer number to indicate the time interval.
within
3. Choose the units of time specified by this value.

The valid time intervals are:
m For Phone and Chat queues: Seconds, Minutes, or Hours
m For Email and Voicemail queues: Minutes or Hours

Evaluate service | Choose how frequently 8x8 Contact Center compares the queue's performance to the SLA
level every threshold defined for the queue.

Send email Type one or more comma-separated email addresses that should receive email notifications
notification to from 8x8 Contact Center. The email is sent when the queue's performance level falls below
the performance threshold specified for the queue.

5. Click Save.

Version 9.14 265



Configure voicemail notification

8x8

Configure voicemail notification

By default, 8x8 Contact Center voicemails are sent to the queues and offered to the next available agent. 8x8 Contact
Center administrators can configure voicemail to be sent as WAV file attachments directly to an email address. With
this setup, agents do not have to retrieve voicemails from a queue. Or, you can configure voicemail in 8x8 Configuration
Manager to be automatically removed from a queue. An email notification for a voicemail is generated as a result of:

m Voicemail Queue Notification: When a caller leaves a voicemail via a voicemail queue, an email notification is
sent to the email address configured for the voicemail queue.

m IVR Settings for Voicemail: A voicemail being sent to an agent from the voicemail queue. The agent requests

an email to be sent to the agent.
m Transferring to Agent Voicemail: A voicemail being sent to an agent after the caller calls and leaves a voicemail
in the agent’s voice box.
The voicemail email notification provides the transaction ID, allowing you to track the queued voicemails better.
Additionally, you can retrieve the following information from a voicemail notification sent by email:
= Tenant name
m ClusterID
= Phone queue ID
m Voicemail queue ID
m Calling name
m Interaction GUID of the inbound phone queue
= Transaction ID of the inbound phone interaction
= Voicemail begin offset
m Filename

= Agent name
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= Voicemail retrieval delay

nbox X

ome [«

The information

Tenant. <my tenant label>/<my tenant name>/<cluster id>

Channel: <channel name>/<channel number> — captu redin a
Script: <script name=/<script id> i i H
Queue: <queue name>/<queue id> voicemail email

VM Queue: <vm queue name>/<vm queue id> notification
Agent: <last, first name>/<agent username>
Email: <agent email address>

Calling Name: <CNAM>
Calling Line ID: <CLID (in E.164 fmt when applicable)>
Contact Name: <show this row only if available>

Interaction GUID: p34798s6085dk82e-3
Interaction Arrival Time: <agent localized date and time>/<UTC offset>
Transaction Id: 650087
Voicemail Begin Offset: <xxx> secands
Voicemail Duration: <yyy> seconds
Voicemail Retrival Delay: <ddd hh:mm:ss>
Filename and Size: f452791a-aala-11.wav / 107564 bytes

4) f452791a-aa0a-11. '

<my tenant label> /<channel name> message <interaction guid> from <CNAM=>/<CLID E.164> for <xxx> seconds at <agent localized date and time>/<UTC offset>

no-reply@8x8.com @ 1:24 PM (35 minutes ago)

To configure voicemail notification:

1. From the Configuration Menu, open Queues/Skills.

Find the voicemail queue you wish to modify, and click

Go to the Notification tab.

Select Enabled to enable the natification.

a M 0w DN

Specify the Email Address(es) to which voicemail attachments must be sent.

Configure voicemail notification

The following table summarizes the options under Queues/Skills > Voicemail > Notification:

Version 9.14

Notification .
. Description
Tab Option
Enabled To enable voicemail notification sent by email regardless of the agent status.
Email To send voicemail in an email attachment to the specified email addresses.
Addresses
Delete If enabled, it automatically removes the voicemail from the queue after sending an email
from attachment.
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Notification o
. Description
Tab Option
Queue If disabled, it sends a voicemail to the specified email address and forwards it to the voicemail

qgueue. When the agent logs in to 8x8 Agent Console, the voicemail is presented in the queue.

6. Check Delete from queue to delete the voicemail from the voicemail queue after sending the email attachments.

7. Click Save.
With this step, the configuration of a voicemail queue is complete.
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Create and configure channels

An 8x8 Contact Center channel facilitates communication of interactions in and out of a 8x8 Contact Center tenant.

When an interaction comes to the channel via phone, email, chat, or social media, it is directed to the appropriate

queues via skill-based routing rules. For example, a phone channel directs inbound phone calls from customers to

contact center agents, or an email channel is an email address that your customers use to send email requests to the

contact center.

8x8 Contact Center supports interactions of all media via 8x8 Configuration Manager:

Version 9.14

Phone: Process inbound and outbound phone interactions using the phone channels. A phone channel is
automatically crated when a number is ordered for the tenant through provisioning

Email: Process inbound and outbound email interactions using the email channels. Email channels are created by
the 8x8 Contact Center administrator in 8x8 Contact Center.

Chat: Process incoming chat requests using the chat channels and direct chat requests from customers to contact
center agents. Chat channels are created by the 8x8 Contact Center administrator in 8x8 Contact Center.

Social: Process incoming chat requests from Facebook and Twitter and allow agents to accept and handle chat
requests from social media. Social channels are created by the 8x8 Contact Center administrator in 8x8 Contact
Center.

SMS: Process messages routed via SMS channels and chat queues to agents, and offered to them as chat
interactions for responses. Agents look up customer records from an existing customer. They can look up
outstanding cases and history of interactions to handle the conversation effectively.

Chat API: Connect directly to an agent from your own system such as enabling your clients to communicate with
an agent from mobile app-based chat, Desktop web chatbots, and messaging via integrations with other apps or
platforms. See our content on chat workflow for developers.
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Features

= Facilitate communication of interactions in and out of a 8x8 Contact Center tenant.
m |nteract directly with the appropriate queues via skill-based routing rules.
m Create automatic phone channels through provisioning with every new order of telephone numbers.

= Configure existing phone numbers and email addresses to function as 8x8 Contact Center channels.

Direct messages received in Facebook and Twitter to the chat channels in 8x8 Contact Center.

Create, edit, and delete email, chat, and social channels, while the phone channels can only be edited.

Creating channels involves:
m Setting up phone channels
m Setting up email channels
m Setting up chat channels
m Setting up social channels
m Setting up SMS channels

m Assigning scripts to channels

E Note: You can add email and chat channels from 8x8 Configuration Manager, but not any phone
v = channels.
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Set up phone channels

An 8x8 Contact Center phone channel processes inbound phone interactions in an 8x8 Contact Center tenant via
Service Channels. A Service channel is a regular phone channel associated with a telephone number. It is
automatically created when a number is ordered for the tenant through provisioning. You can edit a service channel,
and enable or disable it in 8x8 Configuration Manager. An IVR script is linked to the service channel by default.

Phone channels in the 8x8 Contact Center define phone numbers that your customers use to call your contact center.

Channels » Channel list @

Chat Email Social

Channel list s Fitter Channel list

20 recor ds §# Configure Sort g Clear Al Sort

Status Channel Name | Type Linked to agent  Calling Name Di... Public Number *  Script Name - P... PBX # Script Name - PB...
enabled  1-669-247-6245 | service - - 16692476245  Test Script 2

enabled  1-855-547-4746 service - - 18555474746 Test Seript 7

Service phone channels can only be added or removed from your 8x8 Contact Center tenant by a 8x8 Contact Center
representative. The representative coordinates the acquisition and routing of the phone number to the 8x8 platform that
hosts your tenant.

Features

m Facilitate inbound phone interactions in a 8x8 Contact Center tenant via Service channels.

m Interact directly with the appropriate phone queues via skill-based routing rules.

= Automatic creation of Service channels with numbers ordered for the tenant through provisioning.
= Ability to edit enable, and disable Service channels via 8x8 Configuration Manager.

m  Access to a default IVR script linked to the Service channel.

Setting up a phone channel involves:
m Configuring phone channel properties
m Creating a phone IVR script

m Assigning a script to the phone channel
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Configure phone channel properties

Configuring an 8x8 Contact Center phone channel involves:
m Configuring channel properties.
m Creating a phone IVR script.
To configure the properties for a phone channel in 8x8 Configuration Manager, you must specify the channel name,

choose a phone format, and select the phone script for the channel. You can define a new script or copy an existing one
in the tenant. A script refers to instructions that specify call treatment choices.

Go to Channels > Phone > Properties to specify the primary properties of the phone channel. 8x8 Configuration
Manager displays a list of Service Channels under Channels > Phone.

To configure phone channel properties:
1. From the Configuration Menu, open Channels.

2. Gotothe Phone tab.

Channels » Channel list (6]

Chat Email Social

Channel list > Filter Channel list
20 | records # Configure Sort %f Clea

Status Channel Name | Type Linked to agent ~ Calling Name Di... Public Number *  Script Name - P... PBX# Script Name - PB...

enabled  1-669-247-6245 | service - - 16692476245 Test Script z

enabled 1-855-547-4746 ] service - - 18555474746 Test Script rd

3. From the list of channels, select a Service phone channel, and click

The Properties tab opens.

4. Enter or select values for the channel.
The following table summarizes the options under Channels > Phone > Properties:
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Service
Phone
Channel
Property

Channel Type

Number

Calling Name
Display

Channel name

Display phone
format

IVR Script

Link Channel
to an agent

This channel
is enabled

Description

Read-only reminder of the type of channel.

Read-only reminder of the channel's phone number.
8x8 defines your phone numbers when it provisions your 8x8 Contact Center tenant.

Read-only reminder. Refers to the Calling Name Display (CNAM) that is used when the
outbound calls use the associated public number as outgoing Calling Line ID (CLI).

Type the name of this phone channel.

Read-only agent name; also represents the channel name that is linked to the agent's public or
PBX number. 8x8 Agent Console displays the channel name when the agent receives an
incoming phone interaction.

Select the phone display format. 8x8 Agent Console uses this format to display the inbound
phone numbers:

m US standard [x-xxx-xxx-xxxx| (the default display mode)
= US short [ooe-xxxx]

m Australian (6 digits) [xx-xx-xx]

m Australian (8 digits) [xxxx-xxxx]

m Australian (10 digits) [xx-xxxx-xxxx]

m French standard [xx-xx-xx-xx-xx|

= No format [¥]

You can select the default IVR script from the drop-down menu or select any existing IVR script
in the tenant.

............................................................................................................

.............................................................................................................

Allows you to link this phone channel to an agent. By clicking the link, a list of agents shows up.
You can select an agent and click Assign to create a personal channel to the agent.

Select to enable this channel for service.
Enable a channel only after your contact center is ready to receive interactions on the channel.




5. Click Save.
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Set up email channels

An 8x8 Contact Center email channel defines an email address that your customers use to send email requests to the
contact center, such as support@acmejets.com. When you configure an email channel in 8x8 Configuration Manager,
you specify the POP3 or IMAP protocols for receiving email or use modern authentication methods like OAuth2 for

users of Microsoft.

Features
m Facilitate communication of email interactions in and out of a 8x8 Contact Center tenant.

Interact directly with the appropriate queues via skill-based routing rules.

Configure existing email addresses to function as 8x8 Contact Center channels.

Create, edit, and delete email channels.

Email channel's script specifies which 8x8 Contact Center queues receive the retrieved messages

Use dedicated contact center email channels

The email accounts used in conjunction with your 8x8 Contact Center must be used only for that purpose. Do not log in
or access your contact center's email channel from outside of 8x8 Contact Center.

The email channel's email script specifies which 8x8 Contact Center queues receive those retrieved messages.
Setting up an email channel involves:

1. Configuring email channel properties

2. Creating an email script

3. Assigning a script to the email channel

Version 9.14 275



Configure email channel properties

8x8

Configure email channel properties

Configuring an 8x8 Contact Center email channel involves:

m Configuring an email channel properties

m Creating an email script
To configure properties for an email channel go to Channels > Email > Properties in 8x8 Configuration Manager.
You must enter a channel name, an incoming email address, authentication type, the incoming mail server properties,

POP3 or IMAP protocol, user ID and password for the email account, and the email script used for the channel. An
email script directs emails entering 8x8 Contact Center to agents via email queues.

For details, see our content about Enhance outgoing email settings for channels and agents via SMTP.

To configure email channel properties:
1. From the Configuration Menu, open Channels.

2. Gotothe Email tab.
A new column shows the Outgoing Mail Server. You can sort or filter your channels list.

)
3. Inthe list of email channels, click ~ Add new email channel dick  to edit.

4. Enter or select values for the channel.
The following table summarizes the options under Channels > Email > Properties:

Email Channel o
Description
Property

Channel type | Read-only reminder of the type of channel.

Channel name | Type the name of this email channel such as [AcmeJets Email Channel].
8x8 Agent Console displays the channel name when the agent receives an email.

Email Address | Enter the full email address used by customers to submit interactions to this email channel.
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Email Channel
Property

Email script

This Channel
is enabled

Description

............................................................................................................

............................................................................................................

If you have more than one email channel, choose another channel's previously defined

IVR script.

Choose an email script from the drop-down menu. If you do not select any scripts, the default
email script is automatically assigned to your email channel.

Select to enable this email channel for service.
Enable a channel only after your contact center is ready to receive interactions for this channel.

Incoming Mail Configuration

Authentication

type

Incoming Mail
Server

Protocol

Port

UserID

Password

= Microsoft Exchange: supports OAuth2 authentication for users of Microsoft.

= Normal: supports basic authentication for other email channels such as gmail, etc.

Enter the network address of the mail server such as [imap.gmail.com]. This mail server
receives the email messages sent to the address entered for Incoming Email Address.

Choose the email protocol supported by the server.
The mail protocol valid choices are:

= POP3, POP3 over SSL

n IMAP, IMAP over SSL
When you choose an email protocol, 8x8 Configuration Manager automatically enters the
protocol's default port number under Port.

By default, 8x8 Configuration Manager uses the following default port numbers based on the
email protocol you select from the list:

= 110if you select POP3
m 995 if you select POP3 over SSL
m 143if you select IMAP

m 993 if you select IMAP over SSL
You can enter a non-default port number if your email server uses one.

Enter the username required to retrieve the email address entered for Incoming Mail Server.

Enter the password required to retrieve the email address entered for Incoming Mail Server. For
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Email Channel

Description
Property

email channels with a Gmail address, see how to generate and use App passwords.
Retype Verify the password required to retrieve the email address entered for Incoming Mail Server.
Password

Outgoing Mail Configuration

Outgoing Mail | A user's outgoing mail server is automatically populated with the tenant's default SMTP server.
Server The default server can be either a VCC Internal server or a custom server. You can change the
SMTP server. The changes are kept unless a new default server is set.

8x8 Contact Center administrators can configure users outgoing mail servers in three ways:
m Using the VCC Internal server
m Using a custom server

m Using a custom server but overriding with the specific account's user name and password
(recommended)

If you use the VCC Internal server, you cannot override the server's default configuration,
therefore, using the email address of the server. The emails sent by this user originate from the
tenant’s default address which is not recommended.

Whereas a user that is configured to use a custom server configuration, such as [AcmeJets
SMTP Server], overrides the default server configuration . The emails sent by this user originate
from the address of the new server. By overriding the server's default configuration you make it
more specific to the agent.

Override This option gives you the ability to direct your emails via the specific email channel address. If
Server not selected, it will direct your emails via the custom SMTP server address.
CONfIQUIATION |- - r e m et .

Note: To ensure delivery of emails sent by agents, 8x8 Contact Center
— recommends admins to use a custom SMTP server and select to override the
=" j server configurations. The channel’s user name and password is required for this

option.
Password Enter the password required to retrieve the email address entered for Outgoing Mail Server.
Retype Verify the password required to retrieve the email address entered for Outgoing Mail Server.

Password
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Click Test connection to check the connection with the mail server.

If the connection to the server is successful, a message appears to show the connection to the outgoing mail
server is successful.

Click Save.

& Robin Shasta (ryandemo0101) My Profile

Channels » Email » Properties

Acmeletsinc@amail com

< Back to channel list

nnel

ots Pro

Channeltype email
d * Channel Name Acmelets Email Channel
p * Email Address Acmeletsinc@gmail com
* Email Script Acmelets Email Script

B @ B This channel is enabled

Integrati Incoming Mail Configuration Outgoing Mail Configuration

* Incoming Mail Server imap.gmail.com Qutgoing Mail Server  AcmeJets SMTP Server

T Protocol IMAP over SSL B override Server Configuration

953 “UserID

Acmeletsinc@gmail.com * Password

rd “ Retype Password

Cancel

The outgoing email channel is now configured and the emails sent via this channel originate from the configured
address in your outgoing mail server. The default outgoing email channel appears under Channel list > Email. In
8x8 Agent Console, when sending an email to the customers, the agent can select this outgoing email channel.

Set up App passwords

For email channels with a Gmail address, you need to set up an App password.
To generate and use App passwords

1.
2.

Version 9.14

Open your browser and Google Account.

Click Manage your Google Account.

On the left navigation panel, select Security.

On the Signing in to Google, select App passwords. If you don’t see this option, check one of the following:
m 2-Step verification is not set up for your account.
m 2-Step verification is set up for security keys only.
= Your account is through work, school, or other organization.

= You have turned on Advanced Protection for your account.
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5. Inthe App password window:
m Click Select app and choose the app you are using such as Mail.
m Click Select device and choose the device you are using such as Windows Computer.

6. Click Generate. The App password, the 16-character code is generated.

Generated app password

Your app password for Windows Computer
ubud pbib aknp ajfa

How to use it

Add your Google account 1. Open the “Mail” app.

2. Open the "Settings” menu.

3. Select "Accounts” and then select your
Google Account.

e 4. Replace your password with the 16-

seveeenne - character password shown above.

Eniter the formanion el 1o Sonnect 10 yaur Googhe aC0ount

Email address

securssally@gmail.com

Include your Google comtacts and calendars

Just like your normal password, this app
password grants complete access to your
Google Account. You won't need to remember
it, so don't write it down or share it with
anyone.

Learn more

DONE

7. Follow the instructions to enter the App password.
8. Click Done.

Enter the App password as the Gmail account password for your email channel and click Save before testing your
connection.
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acmejetsinc@gmail. com
Channels < Back to channel list

= Properties

Channel type
* Channel Name
* Email Address

t * Email Script

* Incoming Mail Server
Protocol

* Port

*User D

* Password

* Retype Password

Channels » Email » Properties

Email
test email
acmejetsinc@gmail com

email seript default

his channel is enabled

Incoming Mail Configuration

imap gmail. com
IMAP over SSL
993

acmejetsinc@gmailcom

©Qutgoing Mail Configuration

Outgoing Mail Server Default

Test connection

Enter the generated
App password here

Save Cancel

Configure email channel properties
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Support OAuth2 authentication for email channels

The 8x8 Contact Center authenticates email channels via basic authentication, using the simple username and
password. Email service providers like Microsoft announced plans to stop supporting basic authentication for Post
Office Protocol (POP), Internet Message Access Protocol (IMAP), and potentially for outgoing server setups (SMTP).
This requires integrators to migrate their current email client to use modern authentication methods like OAuth2. To
prepare for this security improvement, 8x8 Contact Center now supports OAuth2 authentication for users of Microsoft.
We continue to support basic authentication for existing users.

Features
= Improved security without compromising the performance on the fetching and processing of emails.
= Ability to change basic authentication to OAuth2 without any impact on the service.

= Ability to switch from OAuth2 to basic authentication if required.

Limitations
m The OAuth2 authentication is not yet implemented for SMTP.

m The OAuth2 authentication is not implemented for shared mailboxes (Microsoft)

Set up OAuth2 authentication for Microsoft Exchange

The OAuth2 authentication requires changes in the email channel configuration via 8x8 Configuration Manager. As an
8x8 Contact Center administrator, you need to select Microsoft Exchange for the incoming mail server and save.

This new feature does not impact agents. Administrators need to modify the email channels for the existing users to
implement this change. 8x8 Contact Center agents will continue to receive emails as before.

To set up OAuth2 authentication for Microsoft Exchange:
1. Log in to 8x8 Configuration Manager.
2. Goto Channels > Email.

3. Inthe list of email channels, click Add new email channel.
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Enter a Channel Name.
If you have a Microsoft Email Address, enter it here.

For Authentication type, click the drop-down list.

N o o &

Select Microsoft Exchange.

Channels » New email channel » Properties

New email channel

Channel type Email

* Channel Name Microsoft email channel
* Email Address rob.shasta@outiook com
* Emall Script email script default

Incoming Mail Configuration Outgoing Mail Configuration

Authentication type Microsoft Exchange Outgoing Mail Server

* Account Normal
Exchange

Default

o Select Microsoft
Exchange from the

drop-down

Save Cancel

8. Click Connect.
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9. Click Yes to allow the 8x8 app to access your Microsoft email account.
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BE Let this app access your info? - Profile 1 - Microsoft Edge — O >
5] https://account.live.com/Consent/Update?mkt=EN-US&uiflavor=we...
B® Microsoft

shasta.rob2021@outlook.com

Let this app access your

info?
Bxa. ind &

Bx8 - Contact Center needs your permission to:

HE Sign you in

] Bx8 - Contact Center will be able to sign you in,
and assign a unigue and anonymous ID to your
account.

B View your email address
Bx8 - Contact Center will be able to read your
primary email address.

B Maintain access to data you have given 8x8 -
Contact Center access to

Allows 8x8 - Contact Center to see and update
the data you gave it access to, even when you
are not currently using the app. This does not
give 8x8 - Contact Center any additional
pPermissians.

Read and write access to your mail

&x8 - Contact Center will be able to read,
update, create, and delete email in your mailbox.
Does not include permission to send mail.

K

Read and write access to your mail

&x8 - Contact Center will be able to read,
update, create, and delete email in your mailbox.
Does not include permission to send mail.

K
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=. Let this app access your info? - Profile 1 - Microsoft Edge —

x

|i‘| https://account.live.com/Consent/Update?mkt=EN-US8&uiflavor=we...

B® Microsoft

rob.shasta@outloock.com

Let this app access your

info?
Bxs.ind @

8x8 - Contact Center needs your permission to:

I«

5]

Accepting these permissions means that you allow this app to use your
data as specified in their terms of service and privacy statement. You can
change these permissions at https://microsoft.com/consent. Show details

Sign you in

8x8 - Contact Center will be able to sign you in,
and assign a unique and anonymous D to your
account.

View your email address
8x8 - Contact Center will be able to read your
primary email address.

Maintain access to data you have given 8x8 -
Contact Center access to

Allows 8x8 - Contact Center to see and update
the data you gave it access to, even when you
are not currently using the app. This does not
give 8x8 - Contact Center any additional
permissions.

Read and write access to your mail

ax8 - Contact Center will be able to read,
update, create, and delete email in your mailbox.
Does not include permission to send mail.

Read and write access to your mail

ax8 - Contact Center will be able to read,
update, create, and delete email in your mailbox.
Does not include permission to send mail.

| N .
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10. If connected to your Microsoft account successfully, your email address appears in the Account field of 8x8
Configuration Manager.

11. Click Save. Your email channel with OAuth2 authentication is now saved for your tenant without any impact on the
service or agents workflow.

12. To test if your email account is connected, click Test connection. A message shows the connection was

successful along with the number of received messages on the server.

Information

@ The connection to the server “outlook.office365.com” as

user “rob.shasta@outiook.com” was successful.
Current number of messages on the server: 2.

Ok

Click Test
Connection

If there is a connection problem, an error message notifies you. Enter the correct email address and try again.

Version 9.14 287



8x8

Version 9.14

Support OAuth2 authentication for email chann

& a0lepstenant01

Channels » Email » Properties ®

The following errors were found:
« Account:
o The logged-in "Account’ is not the same as the channel's 'Email Address", Are you sure you want to continue?
o Field is required

Channels
rob.shasta@outiaok.com

CRI < Back to channel list

Cx Properties

Int

] Channel type Email

* Channel Name Microsoft email channel
* Email Address rob.shast@outiock.com
* Email Script email script default

I8 This channel is enabled

Incoming Mail Configuration Qutgoing Mail Configuration
Authentication type Microsoft Exchange Outgoing Mail Server  Default
* Account o

Reconnect N

est cor ction
The token ID is unique

Save Cancel

Note: You may experience some delay. Please allow a few minutes and then click test connection
again.

You can edit or delete the email channel from the main email Channel list.

els
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Enhance outgoing email settings for channels and agents
via SMTP

As an 8x8 Contact Center agent, when you email customers via email channel, you want to ensure that customers
receive the emails without being blocked by your outbound email servers, or the spam filters of the customer’s email
servers.

To ensure the delivery of emails sent by agents, 8x8 Contact Center now supports an enhanced configuration for
outbound mailing systems, only available for custom SMTP servers. This enhancement allows specific configuration for
each and every channel or agent, so that emails actually get signed and sent using the individual accounts. When
sending out emails, the “From” section in the email header must match the actual address used for sending out that
email, which implies using correct accounts and credentials, and the actual sender. When an agent sends an email via a
channel, it uses the channel address. When an agent sends an email via their own address, it uses the agent's
individual email address.

Prior to this release, emails were sent from a unique address and user account configured on the SMTP server. The
email address on the email header did not match the email address used to send the email, causing emails to be
blocked by spam filters.

Features
m Prevents the agent’s emails from being blocked by the outbound email servers.
m Prevents the agent's emails from going to the customer's spam and junk folder, or being blocked by spoofing filters.
m Uses one or more custom SMTP servers specifically configured for each email channel or agent.
m Uses the channel email address when agents send emails via a channel.

m Uses the agent email address when agents send email via agent's email.

Set up custom SMTP servers and configure email channels

Setting up a custom outgoing SMTP email server involves four steps. The first three steps are performed by 8x8
Contact Center administrators in the 8x8 Configuration Manager application. The fourth step is performed by the
agents in 8x8 Agent Console to complete the setup and utilize their custom email server for sending emails:
Step 1: Set up a custom outgoing SMTP email server

SMTP servers control the email delivery process of your contact center. You may use the 8x8 default VCC Internal
SMTP Server, or configure a custom server. Having a default server ensures that all outgoing emails originating from
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email channels or agents will be using the default server and a single default account. Having a custom SMTP server,
however, allows email channels and agents to use distinct accounts for outgoing emails, as configured individually.

For details on server set up, see how to define a custom SMTP server.

An email channel can be set up to use either the VCC Internal server or a custom server. A channel that is configured to
use the VCC Internal server cannot override the server's default configuration and uses the email address of the server.
Whereas a channel that is configured to use a custom server can override the default server configuration. In this case,
a user name and password is required for the channel.

We can configure email channels in three ways:
m Using the VCC Internal server
m Using a custom server

m Using a custom server but overriding with the individual agent username and password

To create and configure a custom outgoing email channel, go to Channels > Emails.

For details on setting up a custom outbound server for the email channel, see our content on configure email channel
properties.

You can also configure an outgoing mail server for each user in 8x8 Configuration Manager and under Users >
General. A user’s outgoing mail server can be either a VCC Internal server or a custom server. If you use the VCC
Internal server, you cannot override the server's default configuration, therefore, using the email address of the server.
The emails sent by this user originate from the tenant’s default address. This configuration is NOT recommended.

Whereas a user that is configured to use a custom server configuration, such as [AcmeJets SMTP Server], overrides
the default server configuration. The emails sent by this user originate from the address of the new server. By overriding
the server's default configuration, you make it more specific to the agent.

8x8 Contact Center administrators can configure users outgoing mail servers in three ways:
m Using the VCC Internal server
m Using a custom server

m Using a custom server but overriding with the specific account's user name and password

To create and configure a custom outgoing mail server for each user, go to Users > General.
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& Robin Sh

User » Edit User » General

L Robin Shasta
. < Back to user list
General  Properties Phone Queues  Supervisor  CRM&Tabpermissions  Interactions
Enabled “ Software language  English (US)
First Name * Agent Group Acme-sllling
Last Name *Role Super User

Display Name
Email Address

Outgoing Mail Server () Acmejets SMTP Server

Override Server Configuration

User's custom email channel

Username

Internal Id Comment

| * Current Country United States of America

Save Cancel

For details on setting up a custom outbound server for agents, see our content on how to create agent accounts.
Step 4: Complete configuration in Agent Console (by agents)

This final step is performed by agents in 8x8 Agent Console. If an 8x8 Contact Center administrator has configured the
user’s outbound email servers to override the server configuration, the user is required to enter their individual email
address and password in the Profile page. For details, see our content for agents on how to configure workplace email.

<« - 0O @ £ https;//vec-na30b.8x8.com/AGUI/load. php?loginmode=vo * = 7 4
BB & © [E MyProfix
My Profile (ryandemo0101) ryandemo0101 (ROBIN.SHASTA) Shasta, Robin
Direct Agent Access renabled Prompt Timeout: 30 sec Cluster id na30:2:1
Agent Voicemail:  enabled Language English (US) Version - Package : 9.13.0.0.20210608103332524
Default CLId 14084571955 Direct access number 16025 Dial Plan International Numbering Plan (ITU-T E-164)
with VOVCC
Revision 9893 Primary language :  English Secondary language
ueve &, &
@ &8¢ O PBX # 6025 AgentDID
QUTBOUND PHONE -
scmgess.. 0 0 Omo0s e
Personal
* First Name You must be on "Work offine” state to change Workplace Phone/SIP URI and Phone Connection Mode.
B @ Workplace Phone : 1-408-625-7725 © VALDATED
Display Name © Workplace SIPURI:  robin@8x8.com
* Current Country: | United States of America Make Verification Call  Use the cal o setup agent voicemai
* Workplace Email Phone Connection Mode ®
Al__ Favorites Recents
—_— * User ID Auto Answer is enabled. @
Q v
* Email Password :
¥ Name
" @ Send me a test email
ACME-BILLING &
© RobinShasa  Om3ss %
David Mackenzie  1n:some.. ¢ Personalization
Date Format MM/DDAYYY Email Signature:
Default Signature ( No Default Signature ) SueH.
@ Default "From" (No Defauit From)
Show Status in: OneTab Reset
v 8x8
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If there is no password set up, a message prompts notifying the agent that there is no email password configured for
your email account. To send an email from the custom email server, the agent must select their individual email

Enhance outgoing email settings for channels and agents via SMTP

address to send emails from.

‘ Avaliable
|

A

Al Favorites Recents

Qe & O

OUTBOUND PHONE ~

Acmejerss. 0 0 Omo0s 7y
Al__ Favorites Recents

Q v

& name ]

ACMEBILLING ~

© Rotinshesw  4ms7s  fr
David Mackenzie  Thsdm. fr

Show Statusin: OneTab v

Poveredty Bx8

B B & © [E MyProflex Wong, Sue(#217) X

< BacktoCase

Create New Follow-up

v Properties

Follow-up Number: 217.(will be set upon save)

Case Assigned To: ~ Robin Shasta *

Priority: Medium
Severity: Information
Category: Default
Visibility: Internal

~ Notification

@® Reply O Reply All (O Forward

v Details

* Subject:

* Description:

Send

© None

~Please Select—

RemEJets Email Channel(Acmeletsinc@gmail.com)
David_2nd_email_channel(david.mackenzie@8x8.com)
David_Email_Channel(david.ryandemo0101@gmail.com)
My Channei(my 1 whitepj.net)
PrasannaEmailChannel(test@test.com)

B I

(<

"o,

B Format Font Size

IR

Save Save as Draft Cancel

X;

* Created By: Robin Shasta

Status: Closed
Project 12

Media Type: Chat

[ Cc Bec

X

2 Customer Queued Emails

Note: This step is necessary only when the user's outbound server is set to a custom SMTP server and
configuration override. For default configuration, the agent is not prompted for their email credentials.
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Define a custom SMTP server

SMTP servers control the email delivery process of your contact center. You may use the 8x8 default VCC Internal
SMTP Server, or configure a custom server. By default your tenant outbound email communication is routed via the
pre-configured 8x8 Contact Center Internal SMTP Server. 8x8 Contact Center also offers the flexibility to configure a
custom SMTP server for better security and HIPAA compliance. The tenants can leverage their own infrastructure and
ensure the delivery of emails to the final recipient. 8x8 Contact Center establishes a secure connection with the tenant
SMTP server. Having a default server ensures that all outgoing emails originating from email channels or agents will be
using the default server and a single default account. Having a custom SMTP server, however, allows email channels
and agents to use distinct accounts for outgoing emails, as configured individually. The SMTP server must be
configured with authentication and STARTTLS protocol to ensure emails are not hijacked on their way to the tenant
facilities. Follow the instructions below to configure a custom SMTP server.

To configure a custom SMTP server in 8x8 Configuration Manager:
1. From the Configuration Menu, open Security.

2. Gotothe SMTP Servers tab.

p— Note: By default, your outbound email communication is routed via the pre-configured 8x8 Contact
- Center Intemal SMTP Server. |

3. Click ~ SMTP Server.
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4. Enter the following information:

SMTP Server Definition

Name

Default
Server Name

Port

Connection Security

Authentication Method

User Name

Password

Enter an email address
to test the SMPT server
configuration

Description

Label for the SMTP server; a name for your custom SMTP server such as [AcmeJets
SMTP Serverl].

Select this option to make this SMTP server the default server of your tenant.
Name of the SMTP server as registered such as [smtp.gmail.com)].

Specific port number that varies with the choice of connection security method (the
default port for SMTP server is 25). For STARTTLS, the port number is 587, and for
SSL/TLS the port number is 465.

Preferred way to encrypt communication, using SSL/TLS or STARTTLS protocols.

Authentication method that decides how to bundle the password:

m Password, transmitted insecurely (PLAIN): Offers a less secure (PLAIN)
password authentication method without encryption.

m Password, transmitted insecurely (LOGIN): Offers a less secure (LOGIN)
password authentication method without encryption.

m Encrypted password (CRAM-MD5): Offers a secure password authentication
method with encryption.

User name is usually the email address. For example, the username for Gmail SMTP
is your Gmail address.

Password for the email address. Enter the Gmail password for your Gmail account.

Enter a working email address to send a test mail. The test verifies if the SMTP
server is configured correctly.

5. Click Test to verify the setup. If the configuration is correct, you receive a test email in the test email account.
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6. If you have not already, set up the SMTP server as the Default server. You can also set the server as default later

once you save the new SMTP server.
7. Click Save.
Check your inbox to see if the test message has been successfully delivered.

The default server is marked under the SMTP servers. If you have not selected your new SMTP server as default,

you can select it under the Set as default column.

8x8 & Robin Shasta (ryandemo0101)  MyProfle  Cc Help  Logout

flome Security » SMTP Server List ®
Security
Agent Groups Operation completed successfully.
Users
Roles MTP S, P Address Restriction

Queues/skills

SMTP Server List

g to pick & unic

Add SMTP Server: (§) SMTP Serves
Campaigns
e SMTP Server Name Id Type Used by Channels Used by Users Set as detault
AcmeHealth S erver Custom 0 0 P
Integration @
r Custom 0 0 , ]
Custom 0 o (@)
0 0
ol 4 4— 51 4— Z
3 p
e PSMTR 0 3 4
0 o P
system Preconfigured 0 2

Save Reset
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When you change the default server, all email channels and agents that are not configured to override the default
server with their individual configurations, will change to the new default server.

To see the channels and users currently using the server, click the number under Used by Users or Used by
Channels lists.

7 Note: If 8x8 Contact Center fails to deliver emails when the remote SMTP server is down or when

= configuration parameters are invalid, 8x8 Contact Center attempts to determine the reason for failure,
and retries a few times before sending a failure notification.
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Set up chat channels

8x8 Contact Center chat channels serve to direct chat requests from customers to contact center agents via chat
queues. 8x8 Contact Center provides options to embed links to chat channels on your website. Customers can initiate a
live chat session with the agents by clicking the link.

Features

m Facilitate communication of chat interactions in and out of a 8x8 Contact Center tenant.

m Process incoming chat requests using the chat channels and direct chat requests from customers to contact center
agents.

m Interact directly with the appropriate queues via skill-based routing rules.
= Ability to embed links to chat channels on your website or on the Support Center.

m Create, edit, and delete chat channels.

Setting up a chat channel in 8x8 Configuration Manager involves:
1. Configuring chat channel properties
2. Configuring embedded chat design
3. Creating a chat script
4

. Assigning a script to the chat channel
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Configure chat channel properties

Configuring a chat channel in 8x8 Contact Center involves:
m Configuring chat channel properties.

m Creating a chat script to define chat flow.

To configure properties for a chat channel, you must specify the channel name, description, and chat script. A chat

script defines the chat behavior from the time a website visitor enters the website, and initiates and completes a chat.

Use Channels > Chat > Properties to specify the primary properties of the chat channel.

To configure chat channel properties:
1. From the Configuration Menu, open Channels.

2. Gotothe Chattab.

3. Inthe list of chat channels, click to edit, or to add a new chat channel.

The Properties tab opens.

Channels » Chat » Properties

Support Chat
Channels
Scripts

Channeltype  Chat
* Name Support Chat
Chat with customers who have Support requests

* Description

Chat Script
[ This channel is enabled

Save Cancel

4. Enter or select values for the channel.
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EE——— S
The following table summarizes the options under Channels > Chat > Properties:

Chat

Channel Description

Property

Channel Read-only reminder of the type of channel.

type

Name Type the name of this chat channel.
8x8 Agent Console displays the channel name when the agent receives an email.

Description | Enter a summary or purpose of the chat channel.

Chat Script | If you have already defined a chat script, select the script from the list. If not, proceed to save the
properties without a chat script. Next, create a chat script and add the channel you just created.
For details on chat scripts, refer to Create a Chat Script.
The script defines the chat behavior from the time a website visitor enters the website, and
initiates and completes a chat.

This Select to enable this chat channel for service.

Channel is | Enable a channel only after your contact center is ready to receive interactions on the channel.

enabled

5. Click Save.
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8x8 Contact Center: Social media integration

8x8 Contact Center: Social media integration

Take advantage of Facebook and Twitter to service customers directly and increase customer satisfaction with 8x8

Contact Center Social Integration. By unifying the agent experience, 8x8 Social allows users to channel their messages

from social media into 8x8 Contact Center. Customers can contact the businesses and receive support from within their

social platform.

8x8 Contact Center social supports messaging via Facebook and Twitter in this release.

Features

With 8x8 Contact Center social integration, you can:

Set up social channels in your contact center application.

Direct messages received in Facebook and Twitter to the chat channels in 8x8 Contact Center.
Allow agents to accept and handle chat requests from social media.

Set up social scripts to identify existing customers using the social ID and greet them accordingly.
Learn more about the customer and direct them to the agents with the right skills.

Create new customer records in the Local CRM.

Access chat transcripts in the Local CRM.

Access chat history during a live chat.

Limitations

Version 9.14

Support for an external CRM is not offered in this release.

Agent cannot initiate outbound chats to the social media.

Multimedia messaging is not within the scope, only text messaging is supported.
Chat auto translate is not supported for Twitter interactions.

Messaging from guest users via the Facebook Chat Plugin is not supported, but messaging only from users logged
in to their Facebook accounts is supported.
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Use case

Let’s say your business has set up Facebook and Twitter accounts to communicate with your customers effectively.
Customers visiting your Facebook page can simply initiate a chat with a live agent in your contact center via the
Facebook Messenger. Agents in your contact center receive the chat request via the contact center chat queue. Upon
accepting the chat request, agents can interact with the customer and assist them immediately.

To provide the business context, we will use the example of Robin’s Fashions, a fictitious company. This company
specializes in selling shoes, handbags, and cosmetics. They offer membership based services to help serve their
customers better. They have set up business pages on Facebook and Twitter. The company connects with their
customers through their social media pages and wishes to serve them more efficiently via their chat channels. We refer

to this business use case throughout this guide.
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Configure social media integration

As an 8x8 Contact Center administrator of your business, you can set up the social channels, configure a social scripts

and assign the channel via 8x8 Configuration Manager.

Preparation

m  Gather the social media account details of your business (login ID and password).

= Plan how you want to route interactions from social media. The following questions may provide you tips.
o Does your business support live chat 24/7 or based on schedule?
o Do you have a lot of traffic to your social media pages?
o Do you want to direct all your social interactions to the same queue or to skill based queues?
o Do you want to identify existing customers and provide context to agents?
o Do you want to automatically create customer records for new customers in the Local CRM?

m Create chat queues to direct the social chat requests.

Configuring the 8x8 Contact Center social media integration

STEP 1: Set up 8x8 Contact Center social channels in 8x8 Configuration Manager.
1. Log into 8x8 Configuration Manager for 8x8 Contact Center.
a. Go to https://login.8x8.com.
b. Enter your login credentials to launch the application panel.
C. Select 8x8 Contact Center 8x8 Configuration Managericon to launch the application.
2. Goto Channels in the navigation menu.
3. Select the Social tab.

4. Click+ Add new Facebook channel or +Add new Twitter channel to add a new social channel.
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Adding a Twitter Chanmel

5. At the prompt, enter the email address and the respective password associated with the social account. Click
Login (In Facebook) or Authorize App (In Twitter).

You have now successfully created the social channel. The social channel appears in the list of Social channels on

your tenant.

Note: You can connect an 8x8 Contact Center tenant with a single Facebook or Twitter channel
only.

STEP 2: Define the social chat routing by configuring a social script.

A social script allows you to define the routing of chats received on social media. You can define when and how to
interact with customers using the specific VR objects. 8x8 Contact Center social introduces the following core social

objects to facilitate interaction routing.
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Social Object Description

Check Social ID Allows you to check the social ID of the customer and identify if it is an existing customer in
the Local CRM and trigger screen pop. If it is a new customer, it automatically creates a new
customer record in the Local CRM. The following exit points are available for this IVR object.
Contact Found: If this is an existing customer record in the CRM, the system, presents the
Agent the customer record for preview. Allows agent to edit and update case associated with
customer.

Contact Not Found: If it is a new customer’s first visit, the CRM, automatically creates a new
customer record in the Local CRM. Add first name and last name based on their social media
ID.

Send Prompt Allows you to display predefined greetings or messages in the chat window.

Edit object

Send Prompt

Object tag : Greeting
Hello, Welcome to Robin's
Fashions. How may we help

% T
Send Prompt : you:

Ok Cancel

Example: Welcome to Robin’s Fashions. How may | help you?

Get Customer Info | Requests additional information such as Customer ID, Case ID, email, phone number to learn
more details about the customer.
Example: Robin’s Fashions serves membership based services offering early access to their
product lines and better discounts to their members. To offer premium quality service to their
members, the company collects the membership ID information, identify premium customers,
and direct them to a fast serving queue.
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Social Object Description

Edit object

Get Customer Info

Ohject tag Get_Customer_ID
T y !

Message prompt : o help you serve better, i
nlease enfer vour customer

Data to collect : contacts: Customer 1D
v, - ———

Not found message : ou have Eﬁterecllaﬁ imvalid :
). Please trv anain.

Mot found retries : 2 (0-4)

< ) 1 \1 1

Invalid message : You have Enterecl.aw invalid 5
IN. Please tre anain.

Invalid retries 2 (0-4)

3 ", v ti '

Timeout message : ou hafe timed out. Please i
frv anain.

Timeout retries 2 (0-4)

Timeout : 30 {30 - 300) seconds

0K Cancel

Note: Custom fields in the Local CRM are not supported for data dip.

Question Allows you to pop a question to the customer on the social media. You can design these ques-
tions to get more information about the customer’s needs. The following question types are
supported:

m Open ended

m Single Answer only

= Yes/No
Let's say, Robin’s fashions has set up dedicated queues to specific line of products - hand-
bags, shoes, and cosmetics. When a customer initiates a chat, you want to know the product
for which the customer is seeking assistance. Add a question to collect this information from
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Social Object

Skip Queue

Version 9.14

Configure social media integration

Description

the customer. Based on the response received, direct the chat to the respective queue.

Edit object

Question
Object tag Existing_Order
Type: Yes/Nao
Do you need assistance with
Message prompt : an existina order? i
Max 125 chars
Specific settings

You have entered an invalid
answer. Please enter a valid

o=

Invalid retries 2 (0-4)

Invalid message

-

3 i i ] it
Timeout message : ou have timed out. Please

frv anain. By
Timeout retries ; 2 {0 -4
Timeout : 30 {30 - 300) seconds
QK Cancel

Use this object to allow customers to opt out of waiting in the chat queue and send an email
offline. Upon initiating a chat, if the customer chooses not to wait for an agent, then they can
simply send an email.

Emails can be sent via an email channel or as plain emails to the specified email address.
You can even predefine the email subject to conveniently filter the messages received.
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Social Object Description
Insert object
Social object : Skip Queue
Object tag Skip_\Waiting
Message prompt : All our agents are currently busy.
Send email butten Email
Resend prompt message interval : | 30 (5 - 1800 seconds)
Submit email inactivity imeout 180 | (5-1800 seconds)
Send e-mail by : E-mail channe
E-mail channel : SupportEmail [techpubs201
E-mail subject : Order I|1c||_|ir'fi
Ok Cancel

At Robin’s Fashions, customers visit the social media pages to learn about the new deals, new products, sale offers,
and inquire about their current orders. The following steps model a typical workflow:

1. Customer initiates a chat in the Messenger during their business hours.
2. Customer is greeted with a welcome message.
3. Customer is prompted to enter the membership ID to validate if it's an existing member.
4. If it is a member, they are then prompted: you need assistance with an existing order?
m If Yes, direct them to the Sales Orders queue.
m If No, direct them to the General Inquiries queue.

5. Ifitis a non-member, customers are directed to the new customers queue.

Crafting the social script

1. Inthe 8x8 Contact Center 8x8 Configuration Manager, go to Scripts.
2. Select the Social tab.

3. Click Add new social media script.
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4. Enter the general properties and save.

Scripts » Social » Properties

Acmelets_Social2

Properties Seript

Script type Social Assigned channels
*Script name | RobinsFashionsSocial

Category Click to view or edit

This script directs chat interactions from the Facebook page to agents in
the contact center.
Comment

& This script is enabled

5. Inthe Script tab, you are now ready to craft the script.

a. Customer initiates a chat in the Messenger during their business hours. Add and select an existing
[Schedule].

b. Using the social ID, validate the customer and check if it's an existing customer. [Check Social I1D]

c. Customer is greeted with a welcome message. Under the Contact Found exit point, add a message using
[Send Prompt - Welcome back to Robin’s Fashions. How may | help you?].

d. Customer is prompted to enter the member ID to validate business membership. [Get Customer Info -
Collect Customer ID]

e. Ifitisa member, customeris prompted: Do you need assistance with an existing order? [Question -
Yes/No]

m If Yes, direct them to the Sales Orders queue. [Forward to Queue]
m If No, direct them to the New Order queue. [Forward to Queue]

f. Upon checking the social ID in step b, if it is found to be a new customer, - customer is directed to the new
customers queue.

6. Save the script.

The following images show two sample IVR social scripts.
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Scripts » Social » Script

Acmelets_Social2

¢ Back to script list

Properties Script
Script 2 Cancel
B¢ Social
- @ Schedule [Schedule] Enter your
- Open membership ID

&~ 8% Check Social |D [CheckID]
& contact found
- B Send Prompt [Greeting]
B- @ Get Customer Info [Get_Customer_ID]

& found

| B ? Question [Existing_Order)
5 Yes
- 3% Forward to Queue [Current_Order_Queue]
No
- 3% Forward to Queue [Mew_Order_Queue]
invalid

Do you have a guestion
about an existing order?

- 3% Forward to Queue [ToNewCustomerQueus]
nvalid

- B Send Prompt [Invalid_ID]

timeout

- contact not found

< Back to script list

Properties Script

Scr’ip‘t R Cancel

- ¢» Social
- [E Schedule [Schedule]
& Open
=~ 3% Check Social ID [CheckiD)
ontact found
-~ B Send Prompt [Greeting]
- [E) Get Customer Info [Get_Member_ID]
= found
B~ ? Question [Question]
£ Shoes
- 3% Forward to Queue [ToShoesQ)
- Handbags
- 3% Forward to Queue [ToHandbagsQ)]
- Cosmetics
- 3% Forward to Queue [ToCosmeticsQ)]
- invalid

Enter your
membership 1D

Do you have a question
about shoes, handbags,
or cosmetics?

----- timeout
@~ ? Question [Question)
- contact not found

Configure social media integration
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8x8 Contact Center SMS

8x8 Contact Center introduces communication via SMS inbound channels. SMS has become a popular channel of
communication in customer service. Let’s say customers of a car insurance company want to check their claim status or
send related inquiries, they can simply send SMS messages to an SMS number published by the insurance company.
These messages are routed via SMS channels and chat queues to agents, and offered to them as chat interactions for
responses. Agents can look up customer records if the message is from an existing customer. They can look up
outstanding cases and history of interactions to handle the conversation effectively.

Availability

The 8x8 Contact Center SMS feature is available to X Series customers (X7/X8) only. SMS channels for receiving
SMS messages can be configured in 30 countries (see appendix). SMS messages can be sent to most countries in the
world (note that the cost of sending messages to different countries varies based on the country, with the US and
Canada being the least expensive).

Features
m Connect and Communicate: As contact center agents, receive SMS messages from customers and
communicate in real time.

m Publish SMS numbers: Publish phone numbers having SMS-only or voice+SMS capabilities ( voice+SMS is
available only in the US and Canada) which can be provisioned as SMS inbound channels by 8x8.

» Route messages: Based on agent skills, route SMS messages via chat queues to available agents. Direct these
messages to available agents based on rules/schedules/skills.

» Engage with customers effectively: Allow agents to multitask and maximize their productivity by handling
messages from up to six customers at a time.

m Handle interactions more efficiently by accessing the customer record via screen pop. When an existing
customer sends a message, quickly look up the popped customer record and learn about recent cases.

m Track past activity: Save the SMS interactions in a chat transcript and automatically link it as a case to the right
customer record for future reference. Agents always end SMS interactions.
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Limitations

m  SMS conversations must be initiated by the customer (the external party). At this time, the agent cannot initiate an

SMS conversation with a customer (or other external party).

m  We do not support SMS messaging to short code numbers currently. We support messaging to toll-free and regular

phone numbers.

m The messaging does not support images or emajis. It is plain text only.

Use case

Acme Insure is a car insurance company that processes claims from insurers for traffic incidents. Their clients often
reach out to their agents to file claims, inquire about the status of their claims, and other related questions. An
insurance agent at Acme Insure, Robin, receives SMS messages from clients and responds to them in real time. During
business hours, Robin and other agents interact with multiple customers simultaneously, increasing their productivity.
For messages received during offline hours, Acme Insure sends an automatic response notifying the sender of Acme
Insure’s business hours and requests them to connect during business hours. The company also wants to keep track of
the communication trail with their clients. Hence, agents save their chat transcript before ending the conversation and
link it to the customer record. This helps all agents to review the cases, understand the status, and assist the returning

customers effectively.

Learn more about how to configure SMS channels.
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Configure SMS channels

....................................................................................................................................

Note: This section is applicable to 8x8 Contact Center administrators only.

8x8 provisions SMS as well as voice+SMS channels. Note that SMS phone numbers that support both voice and SMS
are only available in the US and Canada. Once the channels are provisioned, you see them in the Contact Center
Configuration Manager application. As a next step, you need to configure these channels to receive SMS messages
from customers and route them to available agents based on interactive response rules and agent skills.

Follow the steps to configure an SMS channel:
Step 1: View SMS channels in the 8x8 Contact Center Configuration Manager

—_

Log in to your 8x8 account.
In the application panel, select Virtual Contact Center - Configuration Manager. The application launches.
Go to Channels from the navigation menu.

Select to view SMS channels.

o & 0D

From the list of SMS channels, select to edit an SMS channel.
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Configure SMS channels

Add the properties, and save.

Home » Summary

Summary Profile Audio Files Schedules Dial Plans Agent's Idle Timer

Incoming Channels Agent Groups

Phone ungroup 2

o
E
N e oo w

ERD

Inbound Queues
Phone
Email

Chat

R =]

Woice Mail

Qutbound Queues

Phone 0

Step 2: Add an SMS script

Use

SMS scripts to prompt customers for more information, match against Local or External CRM customer records,

forward the conversation to a queue of agents based on specific rules, or queue metrics.

The following IVR nodes are available:

Schedule: Use the Schedule node to determine if the business is open or closed, and add appropriate actions.
Send Prompt: Use to auto-respond with predetermined greetings and messages.
Check ANI: Use to identify customers based on phone numbers in the customer records.

Get Customer Info: Use to collect information about the customer, such as Customer ID and Case ID, which
helps in routing the interaction.

Test Condition of Queue: Use to check the condition of a queue before directing messages to the queue. Test
queue provides a set of conditions which, when met, triggers specified actions.

Forward to Queue: Use to forward SMS messages to a specific chat queue (SMS messages must be routed via
chat queues).

To add an SMS script:
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Go to Scripts from the navigation menu.

Go to SMS, click to add a new SMS script.

Add a name for the script, a comment, and select a category.
Enable the script by checking the box.

Click Save. It launches the script definition window.

o o~ w0 DN

Use the following steps to create a simple script that checks if a message is received during the business hours,
checks if it is from an existing customer, forwards them to an available agent via a chat queue, pops the matching
customer record for review. If the message is received during closed hours, sends a response indicating the same.

IVR Node Description

Add Schedule Check if the business is open or closed.
Add appropriate action nodes.

If (Schedule) is Open, add Send Prompt. If the message is received during

business hours, send a greeting.

Example: Welcome to Acme Insure.

How may | help you?
Send Prompt

Object tag Greeting

Hello, Thank you for contacting
Acme Insure.

Send Prompt :

8] 4 Cancel

Add Get Customer Info The Get Customer Info collects data
such as customer ID and case ID,
retrieves the matching CRM record and
presents it to the agent allowing them to
handle the interactions better. Check if
the message received is from an
existing customer by prompting them for
a customer ID.
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IVR Node Description

. | Example: Collect information about a

Edit DbJECt pending case ID to quickly open and
review the case details.

Get Customer Info

Object tag : Who-is-it

Message prompt : Enter your customer 1D

Data to collect : contacts: Customer 1D

Invalid 1D, Please enter a

Mot found message : .
valid customer [0

-

Mot found retries 2 0-4)

Invalid message - Invalid D, Please enter again,

Imvalid retries 2 (0-4)
Timeout message Invalid ID
Timeout retries 0 [0-4)
Timeout 30 (30 - 300) seconds
8].4 Cancel
Add Send Prompt The Send Prompt node allows you to
send predefined greetings or messages.
Send a message that an agent will
respond shortly.
Example: Thank you for contacting us.
We will be with you shortly.
Add Forward to Queue Direct the message to a chat queue. It is

then presented to an available agent
serving the queue.

If (Schedule) is closed, add Send Prompt to indicate the business | If the message is received when the
is closed. business is closed, send a response
indicating the same.
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IVR Node

Configure SMS channels

Description

Example: Thank you for contacting
Insert Ub_lECt Acme Insure. We are currently closed.

SMS object:
Object tag

Send Prompt
Closed

Send Prompt :

We are currently closed. Please
contact us during our business
hours 9 am to 5 pm. We
apologize for the inconvenience

0]4

Cancel

Please contact us during our business
hours 9 AM to 5 PM PST.

Step 3: Assign the SMS script to the SMS channel

You can assign the SMS script to a channel in two ways:

= Via Channels: Go to Channels > SMS. Select to edit a channel. Under Properties, select the SMS script from

Version 9.14

the list of available scripts.

Channels » SMS » Properties

VCC SMS channel2
< Back to channel list
Properties
Channel type SMS

Public Number 8328
* Channel Name  VCC SMS channel2

* SMS Script Route-3MS-Messages

This channel is enabled

Save

Cancel
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m Via Scripts: Go to Scripts > SMS. Select to edit an SMS script. Under Properties, click Assign new channels

and follow the prompts to select channels to assign the script.

Assian an SMS script to a chawmel

SMS messages sent to a channel are directed to a chat queue to be processed by agents serving the queue. In this

step, you can add agents to the chat queue used in the script.
1. Go to Queues/Skills from the navigation menu.
2. Select to edit the chat queue to which the SMS interactions are forwarded.

3. Under Members, assign and enable agents to the queue.

Queues/Skills » Edit Chat » Members 6]
smsqueuel970

< Back to queue list
Properties fembers ICR Interactions SLA Email

Agent List > Fite nt List
nassign A Disable A 20 records & Configure Sort gf C
First name Last name Username Skill level (click to change) Agents assig.. Agents enabl...
Matt Lee ag5aBAgLUGRRSPYWLAstViw 80 - High
Robin Smith 3gbAMXLdECT1KcGYAMSEDEwWwW 80 - High
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With these steps complete, the SMS channel in your contact center is now set up to process SMS interactions.
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SMS: list of supported countries

The 8x8 Contact Center SMS service is currently supported in the following countries.

SMS: list of supported countries

Note: 8x8 Contact Center SMS can send SMS messages to most countries in the world. However,
SMS channels for receiving SMS messages into the contact center can only be configured in the
countries listed below.

Version 9.14

Australia
Austria
Belgium
Brazil
Canada
Chile

Croatia

Czech Republic

Denmark
Estonia
Germany
Hong Kong
Hungary
Israel
Latvia
Lithuania
Malaysia
Netherlands
Norway

Poland
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Portugal

Puerto Rico
Spain

Republic of Korea
Philippines
Singapore
Sweden
Switzerland
United Kingdom
United States

SMS: list of supported countries
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Create and configure scripts

8x8 Contact Center phone, chat, and email scripts allow administrators to design and control the interaction flow in a
contact center via 8x8 Configuration Manager. Quickly connect callers with agents and streamline customer flow with
the 8x8 Interactive Voice Response (IVR) scripts.

IVR is a critical component of any contact center, allowing customers to get quick answers to simple questions and
helping companies identify the right resource to help a customer with a given issue.

Features

8x8 has powerful IVR capabilities that help in a number of ways:

= Improve the customer service experience
o Help customers find the information they need through self-service functions.
o ldentify who is calling and route them to the best available agent.
o Give callers access to information even after business hours.

m Provide value to your organization
o Lower costs by automatically answering common questions.
o Easily manage your IVRs online for complete control.
o Create custom schedules for holidays and special events.
o Make changes to your IVR on the fly.

m 8x8 Contact Center can use CRM information to personalize customer interactions and significantly increase the
efficiency of every call center interaction.

m  8x8 provides our customers with three options for IVR:
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o Basic IVR: Easy-to-create menus, and simple self service capabilities that allow the contact center manager
the agility to keep up with changing requirements through simple edits to the IVR flow.

o elVR: A powerful, full-function IVR that can access data from multiple sources and support speech driven

applications.
o Intelligent IVR: 8x8 provides speech recognition and natural language processing on all incoming calls. To
learn more, refer to our content on how to create intelligent IVR.
Designing a script can be simple or complex, depending on your business operation. Before sitting down to design your

script, you need to prepare your plan for the interaction routing.

Go to the Scripts tab in 8x8 Configuration Manager to create or edit scripts. Phone scripts are grouped under the
Phone tab, and chat and email scripts are each grouped under their respective tabs. Scripts can be associated with one
or more channels. You can create a user-defined script, or use our system default script.

To learn how to create or edit phone, email, and chat scripts, refer to:
m Create a Phone IVR Script
m Create an Email Script

m Create a Chat Script

To learn how to create social scripts, refer to our Social chapter.
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Create a phone IVR script

An 8x8 Contact Center phone Interactive Voice Response (IVR) script can be an inbound phone script, outbound phone
script, or Post Call Survey script. Here are the types of phone scripts accessed via 8x8 Configuration Manager:

=» Inbound phone script: Guides the inbound callers through the options to self-direct themselves to the desired
destination within the contact center. You can create a new script and assign it to any number of channels.

m Outbound phone script: Improves handling process of inbound phone queues when the inbound queue agents
are also members of an outbound phone queue, such as campaign calls. Whenever the inbound phone queues
have higher priority over your outbound phone queues, you can reserve agents for the inbound phone queue so that
they handle inbound calls first before handling outbound calls.

m Post Call Survey: A questionnaire presented to the caller at the end of a call, typically to collect feedback about
the quality of service offered by the company. You can plan and build a Post Call Survey script using IVR-controlled
survey, agent-assisted survey, and stand-alone survey. To build a Post Call Survey script, go to Scripts > Phone
and add a new phone script. Select Post call survey for the script type and enter parameters. Follow the
instructions on Post Call Survey User Guide to learn about types, use cases, and how to configure a Post Call
Survey.
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Overview of VR script objects and operation

8x8 Contact Center IVR scripts define how 8x8 Contact Center processes an inbound phone interaction. The contact
center administrator, guided by the center's business requirements, constructs an IVR script by choosing scripting
objects to define the automated processing of your inbound calls.

Types of IVR script objects

IVR scripts consist of an ordered series of script objects. Each script object includes parameters and exit points.

m Parameters: Parameters are an object instruction set. Depending on the purpose of the object, parameters define
what schedule to use, voice prompt to play, or Local CRM data to evaluate. The first parameter of all objects is the
Object Tag, which uniquely identifies that object within the IVR script.

m EXxit points: Exit points are an object response to the conditions detected by the object parameters. Exit points
enable an object to perform different actions in response to different conditions. For example, an object can route
or otherwise process an interaction in one way when the contact center is open, and process the interaction a
different way when the contact center is closed. When designing an IVR script, note that if a script logic routes a
phone interaction to a script object's exit point, and that exit point does not contain any script objects, then the 8x8
Contact Center disconnects the interaction.

VR script operation

When a new phone interaction arrives, the channel hands the call off to the top-level MainlVR script object. Beginning
at MainlVR, the interaction begins flowing through the IVR script objects. Each script object parameters and exit points
perform real-time processing of an interaction in response to conditions. For a basic IVR script that plays a greeting
message and forwards the call to a queue when the call center is open, see VR Phone Script Examples for building a
simple greeting and routing a call to a queue. If the call center is closed, the script notifies the caller and routes the
interaction to an off-hours voicemail queue.
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Summary of phone IVR script objects

The following table summarizes the objects available in 8x8 Contact Center phone scripts accessed via 8x8
Configuration Manager:

Phone

Script Description

Object

Schedule | Use the Schedule object to perform a particular sequence of script operations when the contact cen-
teris either open or closed.
Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR script.

m Labels can contain a maximum of 21 characters, and must be unique within a script.

m Inthe Select schedule list, choose a schedule definition.
Exit points:
The Schedule object uses the Select schedule value to transfer control to the script sequence spe-
cified within the following exit points:

m open equals true if the phone interaction has been received within the selected schedule's open
hours.

m close equals true if the phone interaction has been received outside the selected schedule's
open hours.

m #1 through #6 equal true if the schedule specified in Select Schedule includes an exception
condition, numbered 1 through 6, and today's date is within the exceptions from and to dates.
For details on creating schedules, refer to Define Business Hours and Schedules.

Check ANI | Use the Check ANI object to use the phone number of the inbound caller to perform a lookup in the
customers file. If a matching phone number is found in the Customer file, the record is loaded in
memory and can be used to check the value of picklist fields to determine how to route the call.
Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR script. Labels can contain a maximum of 21 characters, and must be unique within an IVR
script.
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= Inthe contact found item, define the call processing steps to be performed if a Local CRM
customer record was found.

= Inthe contact not found item, define script call processing steps to be performed if a Local
CRM customer record was not found.
Exit points:
The Check ANI object uses the value of the caller's ANI phone number to transfer control to the script
sequence specified within the following exit points:

m contact found equals true if the caller's phone number matches one in the Local CRM.

m contact not found equals true if the caller's phone number does not match one in the customer
file.
When using the Check ANI object, both exit points should be configured. An exit point does not
have any processing steps, and the object exits on that exit point the caller will be disconnected.
Get Value | Use the Get Value object to request or require the caller to use their telephone's keypad to provide the
following Local CRM data:

m  Alocal CRM customer AccountNumber
m Alocal CRM CaselD
m An agent's extension number: On selecting this option, the Entry is mandatory check box is

checked automatically and grayed out. You are given the option to set the maximum length of the
extension. By default, the maximum is eight digits.

m A numeric Customer or Case custom field.
m An external Variable1 or Variable2 that can then be passed to an external program for screen pops
or integration with third-party or custom systems.

For details on screen pop, refer to Define Screen Pop Settings for External CRM.
Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR Script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

= Inthe Invite message list, choose the audio file the IVR script plays to prompt the caller to enter
specific numerical information.

= Inthe Invalid message list, choose the audio file the IVR script plays if the caller responds to the
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Script Description
Object

invite message prompt with an invalid entry.

= |Inthe Empty message list, choose the audio file the IVR script plays if the caller does not
respond to the invite message prompt within 10 seconds.

= Inthe Data to collect list, select the CRM data to request or require from the user.

m Select Entry is mandatory to require that the user supply a valid response to the prompt before
enabling them to proceed beyond the Get Value object.
Exit points:
The Get Value object uses the value of the caller's response to transfer control to the script sequence
specified within the following exit points:

m found equals true if the caller's numerical entry matches the CRM data that was specified in the
Data to Collect list.
If Entry is Mandatory is disabled, or the value to be matched is stored in an external variable, the
script exits.

m empty equals true if Entry is Mandatory is enabled, and the caller does not supply a value.

m too many invalid equals true if Entry is Mandatory is enabled and the caller made three incorrect
attempts to supply a valid response.

Get Digit This object is used after Play and Say messages that prompt for digit tone input. Get Digit is a menu
optimized for the input of a single digit. Use Get Digit to receive the caller's DTMF input after prompt-
ing the caller for input.

Parameters: None
Exit Points:

m 0-9, *, # label the script operations performed after the caller has pressed the corresponding key
on their telephone's keypad.

m Unassigned digit: Actions defined under Unassigned digit are followed when the caller enters a
digit that has no assigned action.

= empty contains the script operations performed if the caller does not respond to an IVR menu
prompt within 10 seconds, and the empty exit point is not configured.

Check Pick- | Use the Check Picklist object to evaluate the value of a particular item from the CRM database.
list Perform a Check Picklist comparison after you have used the Check ANI or Get Value objecttoload a
customer or case record into memory.
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Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR Script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

= Inthe Data to test list, choose the picklist field to evaluate.
= Inthe Select operator list, choose the equal to or not equal to comparison operator.

= Inthe Select values list, choose the picklist values for the data element specified above by the
Data to test list.
Exit points:
The Check Picklist object transfers control to the script sequence specified within the following exit
points:

m matched equals true if one of the selected values equals the value of a record in the Local CRM.

= not matched equals true if one of the selected values does not equal the value of a record in the
Local CRM.

Play Use the Play object to play an audio file in a particular location in the IVR script.
Parameters:

m Object Tag: Enter the alphanumeric label used to uniquely identify the element in the IVR Script.
m Audio File: Select from the default audio files or from the choice of custom uploaded files.

m Playback Options: The playback option can be interrupted by a DTMF input or not. Select from
one of the following options:

o Uninterruptible (Input ignored): The playback continues, ignoring the DTMF input.

o Interruptible (Input captured): The playback is interrupted, and the DTMF input is captured.
Exit points: None

Say This object converts programmed text and variable objects such as phone number and queue position
into speech. The Say object is also interruptible or not. For details, see our content on Text To Speech.
Parameters:

m Object Tag: Enter the alphanumeric label used to uniquely identify the element in the IVR script.
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m Language: Select the language from the available choices.
Available Languages are: 1
m Voice: Select a suitable voice from the library of digital voices. These voices are available in
female and male tone.
m Value to Play: Select to play free text or variables, such as phone number and queue position.
o Callback phone number: Plays the call back number entered by the caller. It is retrieved via
Get Value.
o Caller phone number: Plays the calling line ID of the caller fetched automatically.
o Queue position: Plays the queue position of the call.
m Text to Play: Enter the text string to be played.
m Data type: Select from the available data types: Text, Number, Phone number, Date, Time, and
Currency. For example, if you select Date as the data type, the system announces the data in the
date format.

m Playback rate: Select a value: Slow, Normal, or Fast. The default rate is Normal. You can define
the playback speed of IVR Text-To-Speech (TTS) prompts when using the Say object. The Say
object converts programmed text and variable objects such as phone number and queue position
into speech. You can play these prompts slowly, at a normal speed, or at a faster pace. Using the
playback rate option, you can control the speed of the speech that reads your text so your callers
do not miss the important information such as names, numbers, or account balances. The default
speed is Normal. The playback speed is set per IVR Say node.

m Playback Options: The playback option can be interrupted by a DTMF input or not. Select from
one of the following options:

o Uninterruptible (Input ignored): The playback continues, ignoring the DTMF input.
o Interruptible (Input captured): The playback is interrupted, and the DTMF input is captured.

1Arabic, Bahasa, Basque, Cantonese, Catalan, Czech, Danish, Dutch, English (AU), English (GB), English (India),
English (Ireland), English (Scotland), English (South Africa), English (US), Finnish, French (Canada), Galician,
German, Greek, Hebrew, Hindi, Hungarian, Italian, Japanese, Korean, Mandarin (China), Mandarin (Taiwan),
Norwegian, Polish, Portugese (Brazil), Portugese (Portugal), Romanian, Russian, Slovak, Spanish (Castillan), Spanish
(Colombia), Spanish (Mexico), Swedish, Thai, Turkish, and Valencian.
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Menu Use the Menu object to present a list of options to the caller.

Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

m Inthe Invite message list, choose the audio file the IVR script plays to offer menu options to a
caller.

= Inthe Invalid message list, choose the audio file the IVR script plays if the caller responds to the
prompt with an invalid entry.

= Inthe Empty message list, choose the audio file the IVR script plays if the caller does not
respond to an IVR menu prompt within 10 seconds.
In a Menu script object, the Empty message parameter and the empty exit point (described below)
are mutually exclusive: If you configure the empty exit point, then the Menu object will not play the
audio file specified in the Empty message list.

Exit points:
The Menu object contains the following labeled exit points:

m 0-9, *, # label the script operations performed after the caller has pressed the corresponding key
on their telephone's keypad.

m extension contains the script operations performed if the caller supplies a valid three-digit
extension number.
The 8x8 Contact Center permits only agents with the Direct Agent Access Feature enabled to be
directly accessed by extension number.

N Note: Extension (Obsolete) is a legacy feature that will be deprecated. We
| recommend using the enhanced method for direct agent routing.

m empty contains the script operations performed if the caller does not respond to an IVR menu

prompt within 10 seconds, and the empty exit point of the Menu object is not configured.
In a Menu script object, the empty exit point and the Empty message parameter (described above)
are mutually exclusive; if you configure the empty exit point, then the Menu object will not play the
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audio file specified in the Empty message list.
= too many invalid labels the script operations performed if the caller makes three invalid
responses to the menu prompts.
Invalid responses include three incorrect keypad entries or no response to the menu within 10
seconds.
Voice If your 8x8 Contact Center operates in jurisdictions which require seeking the caller's permission

Recording | before recording a call, the caller's choice must be able to override the queue and agent level recording
Settings settings as well as the agent's record on demand capability. Use the Voice Recording Settings
object to determine the circumstances under which a call may be recorded.
Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

= Inthe Permission to record, select one of the four options:
o Keep prior setting: Keep prior setting for automatic and agent-initiated recording
o Not asked: No automatic recording, but allows an agent to initiate recording

o Granted: Follows Agent & Queue recording settings for automatic recording, and allows an
agent to initiate recording

o Denied: No automatic recording, and does not allow an agent to initiate recording
When Record % of calls is applicable, then IVR, Queue, and Agent voice recording percentages are
applied.

= Inthe Automatic Call Recording, based on the settings in Permission to record, one of the
following four options get automatically selected, or you can select an option to override the
default:

o Keep prior setting: Keep prior setting for automatic recording
o Record this call: The current call is recorded
o Do not record this call: The current call is not automatically recorded

o Record % of calls: IVR %, Queue %, and Agent % probabilities are used to determine if the
call is recorded automatically or not

= Inthe Allow agent to initiate recording, based on the settings in Permission to record, one
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Set Agent

Transfer to
Agent

Description

of the following three options get automatically selected, or you can select an option to override
the default.

o Keep prior setting: Keep prior setting for agent-initiated recording

o Yes: Allow the agent to initiate recording of this call

o No: Do not allow the agent to initiate recording of this call
The Set Agent object facilitates direct agent access. Set Agent checks if the ANI or case number asso-
ciated with an incoming call has corresponded with an agent on previous calls, and provides call rout-

ing choices based on the search result. For details, see our content on Direct Agent Routing.
Set Agent allows you to look up agents based on the following parameters:

m Case created by: Find the agent who created the case.

m Case last worked by: Find the agent who last worked on the case.

m Case assigned to: Find the agent who is assigned to the case.

m Channel linked to: Find the agent who is linked to the channel the call was channeled through.

= None: Find an agent by name. By selecting this option, the option to Choose Agent shows up.
Click the link, and select an agent from the list.
Set Agent may return empty if there is no agent associated with ANI or case number.
Exit points:
The Set Agent object uses the returning value from the search above to transfer control to the script
sequence specified within the following exit points:

= agent found equals true if the caller's phone number or the case lookup retrieves an agent who
previously corresponded with the contact.

m agent not found equals true if the caller's phone number or the case number does not retrieve
any agent who worked with the contact.

The Transfer to Agent object connects the caller to the agent.
m Use this object with Set Agent to find agents based on case lookup, and then transfer the call.

m Use this object without Set Agent to transfer calls directly to the agent with a personal channel.
The agent must be assigned with a personal channel.
Transfer to Agent object provides options which support transferring a call to an agent even if their
status is:
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m busy
m on break

m working offline

= logged off
If you do not select any option, then the call is transferred only if the agent status is Available.
If transfer is successful, change agent status to busy: this option is enabled by default. The agent
is offered the post processing state after terminating the call.
The object supports separate logic as to why a call may not reach the target agent depending on the
agent’s real-time state.
Exit points:
The Transfer to Agent object uses the following exit points:
m Busy equals true if the agent status is busy.
m on break equals true if the agent is on break.
m working offline equals true if the agent is working offline.
m logged off equals true if the agent is logged off.
m rejected by agent equals true if the agent rejected the call.

m invalid agent id equals true if the agent found from ANI or case lookup is found invalid.

m ring no answer equals true if the agent's phone rang but the agent failed to answer.

Transferto | The Transfer to Agent Voicemail object allows a caller to deposit a voicemail for an agent. It assumes
Agent Voice | the agent is already set through the Set Agent object or Get Value object. The following parameters dic-
Mail tate the call flow.

Parameters:

= Name: In the Name text entry area, type the alphanumeric label used to uniquely identify the
element in the IVR script for the Forward to agent element. It can contain a maximum of 21
characters, and must be unique within an IVR script.

m Personal Invite: You can set different greetings to inform the caller the available options. The
options available under Personal Invite indicate the agent-specific greeting that will be played
back to the caller when the call routes through this primitive. The following options act as
templates for the actual prompts:

o AgentPersonalGreeting: Plays the personal recording made by the agent through a
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verification call.

o AgentPersonalrecording_1 to AgentPersonalrecording_6: An agent can also record a
maximum of 10 personal recordings using the 8x8 Agent Console and any one of the first six
of these personal recordings can be played back to the caller. This is done when the
administrator sets the Personal Invite to one of these options. The agent's recording
functionality in 8x8 Agent Console is accessible via Menu > My Recording. Agents can
record personal greetings using the My Recording functionality.

= Impersonal Invite: If the personal recording of the agent is not available, the IVR system falls
back on the Impersonal Invite message. These are the audio prompts that are available to 8x8
Contact Center through the Home > Audio Files interface.

m Digit to opt out: A caller is forced to deposit a voice mail when the “Digit to opt out” is set to
false. When it is set to true then the caller has the option of leaving a voicemail or going back to
the IVR system via the “opt out exit” point. This is similar to “resume” in the “ForwardToAgent”
primitive in the legacy 8x8 Contact Center. When opt out is set to true, the caller can press any
DTMEF key to navigate to the “opt out” exit point.

Exit Points:

= opt out: allows the caller to opt out of voicemail.

= agent not configured for VM: If the Activate agent’s voice mail check box in the Phone tab of
the Agent configuration in 8x8 Configuration Manager is not checked, then the caller is directed to
the agent not configured for VM exit point even when the agent ID is set.

= invalid agent id: If the agent ID is not set before this primitive is encountered, the caller is
directed to this exit point.

Forwardto :
agent J— Note: Due to the constraints of the Forward to Agent object, we recommend using the
: :_//,‘,‘ Set Agent and Transfer to Agent objects to set up direct access to agents. Please note
a the Forward to Agent object will be obsolete on new 8x8 Contact Center subscriptions
past the 8.1 release.
If your 8x8 Contact Center uses the direct agent access feature, in the Menu script object described
earlier in this table, you can use the Forward to Agent object to forward the caller to an agent's phone.

The Forward to Agent object does not function unless contained in the extension exit point of a Menu
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object.

8x8 Contact Center rings the agent's phone for the number of seconds specified in the Interaction
offer timeout. For details, refer to Create Accounts and Configure Properties.

Parameters:

= Inthe Label text entry area type the alphanumeric label used to uniquely identify the element in
the IVR script for the Forward to agent element.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

m Inthe Message list, if agent voicemail is activated, then choose the audio file the IVR script plays
immediately before forwarding the caller to the agent's voicemail.

= Inthe Invalid Extension Message list, choose the audio file the IVR script plays if the caller
supplies an invalid three-digit agent extension.
Exit points:
The Forward to agent object uses the value of the extension entered by the caller to transfer control to
the script sequence specified within the following exit points:

m resume equals true if the caller enters <*> instead of leaving a voice message.
Use the resume label to transfer a caller who does not leave a message to another location in the
IVR script.

= too many invalid equals true if the caller dials an invalid agent extension three times.

Test Condi- | Use this object to check the condition of a queue before entering a queue. Test queue provides a set

tion of of conditions which, when met, triggers specified actions. The test queue object gives the IVR
Queue designer much more routing flexibility by allowing testing queue status repeatedly.
Parameters:

= Inthe Object tag text entry area, type the alphanumeric label used to uniquely identify the
element in the IVR script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

= In the Queue name list, choose the phone queue to test the condition.

= Use the Queue Conditions area to determine routing choices based on agent availability or queue
performance. For Queue Conditions, select one or more options below. The following options are
presented when you enable There are NO agents:

o Available: Select this option to route the call differently, or to provide the caller with choices
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when there is no qualified agent available to immediately accept the interaction.

Available or Busy: Select this option to route the call differently, or to provide the caller with
choices when there is no qualified agent available to immediately accept the interaction. The
agents may be temporarily busy and cannot immediately take the call.

Available, busy, or working offline: Select this option to route the call differently, or to
provide the caller with choices when there is no qualified agent available to immediately
accept the interaction. The agents may be temporarily busy or working offline and cannot
immediately take the call.

Available, busy, working offline, or on break: Select this option to route the call
differently, or to provide the caller with choices when there is no qualified agent available to
immediately accept the interaction. The agents may be temporarily busy, working offline, or
on break and cannot immediately take the call.

Logged in (assigned but may not be enabled): Select this option to route the call
differently, or to provide the caller with choices when there is no qualified agent logged in
(assigned but may not be enabled) to immediately accept the interaction. Qualified agents
refer to agents set up to receive interactions from the queue specified in the Queue name
list.

To evaluate the condition of a selected queue and then route the call based on the test
results of that performance, perform one or all of the following tests:

m Select The number of calls waiting ahead of this call is greater than ----- , then
enter the maximum number of calls that can be ahead of the current call.

m Select Current call has been waiting in this queue for more than --- (seconds),
then enter a time the current call has spent in its queue exceeds a configurable
threshold. Each incoming call gets its own copy of an IVR script to receive treatments.
The call being treated is referred to as the Current call.

m Select The longest wait time for any call in this queue is greater than ---
(seconds), then enter the maximum time that a call in the queue has waited in the
queue.

m Select The instantaneous expected-wait-time calculation exceeds --- (seconds),
then enter a time duration in seconds.

Exit points:
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Test Queue has two exit points:
m Condition Matched

= Condition not Matched
The Test Queue object transfers control to the script sequence specified under the exit points based
on the following test results:

m There are no qualified agents available in the queue.

m There are no qualified agents available or busy in the queue.

m There are no qualified agents available, busy, or working offline in the queue.

m There are no qualified agents available, busy, working offline, or on break in the queue.
m There are no qualified agents logged in.

m There are n number of calls in the queue ahead of this call, where n is the number specified in the
test.

m The current call has been waiting in this queue for more than specified time.
m There is a call waiting longer than the specified time in the queue.

m The instantaneous expected wait time calculation for a call exceeds the specified time.
The expected wait-time calculation is useful only when there are more than 20 qualified agents
assigned to the queue and active. Mathematical uncertainty with fewer than 20 active, similarly-
skilled agents may produce unexpected results.
One of the many ways the condition matched and condition not matched exit points can be used is to
either trigger another test, provide the caller with a choice of waiting in the queue when no agent is
available, leave a voicemail, or inform the caller of an approximate waiting time, and then forward to
the queue.
For example, if there is a call in the queue that has waited longer than 120 seconds, you can insert the
Play object under the Condition matched exit point to play a message informing the caller of an expec-
ted waiting time for the call to be answered. You can then use the Forward to Queue object to route the
call to a queue.

Forward to | Use the Forward to Queue object to forward a phone interaction to a specific phone queue.
queue Parameters:
= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the IVR
script.
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The object tag can contain a maximum of 21 characters, and must be unique within an IVR script.

m |nthe Queue name list, choose the target phone queue to receive the call.
For more information about modifying the default queue forwarding behavior, see the information
about the Take the Overload path if area below.

= Inthe Queue timeout enter the number of seconds that call waits in the queue (5 to 20000).

m Use the Queue Conditions area to determine routing choices based on agent availability or queue
performance. For Queue Conditions, select one or more options below. The following options are
presented when you enable There are NO agents:

o Available: Select this option to route the call differently, or to provide the caller with choices
when there is no qualified agent available to immediately accept the interaction.

o Available or Busy: Select this option to route the call differently, or to provide the caller with
choices when there is no qualified agent available to immediately accept the interaction. The
agents may be temporarily busy and cannot immediately take the call.

o Available, busy, or working offline: Select this option to route the call differently, or to
provide the caller with choices when there is no qualified agent available to immediately
accept the interaction. The agents may be temporarily busy or working offline and cannot
immediately take the call.

o Available, busy, working offline, or on break: Select this option to route the call
differently, or to provide the caller with choices when there is no qualified agent available to
immediately accept the interaction. The agents may be temporarily busy, working offline, or
on break and cannot immediately take the call.

o Logged in (assigned but may not be enabled): Select this option to route the call
differently, or to provide the caller with choices when there is no qualified agent logged in
(assigned but may not be enabled) to immediately accept the interaction. Qualified agents
refer to agents set up to receive interactions from the queue specified in the Queue nhame
list.

o To evaluate the condition of a selected queue and then route the call based on the test
results of that performance, perform one or all of the following tests:
m Select The number of calls waiting ahead of this call is greater than ----- , then
enter the maximum number of calls that can be ahead of the current call.
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m Select The longest wait time for any call in this queue is greater than ---
(seconds), then enter the maximum time that a call in the queue has waited in the
queue.
m Select The instantaneous expected-wait-time calculation exceeds --- (seconds),
then enter a time duration in seconds.
Exit points:
= In Queue is true if a call has entered the queue. You can define the in-queue treatments for each
queue. Callers are served with the treatments and options defined under each queue while
waiting to be served. You can add Loop and initial action under In Queue:

o Initial Action: Under In Queue, select to add an initial action, such as announcing the Flu
clinic details. Add a Play object and select an audio file to be played to callers once they
enter the queue.

o Loop: Under In Queue, add a Loop object. Inside a loop, you can define multiple in-queue
treatments using time intervals. These treatments are repeated for a specified number of
times, or for a given duration.

= Queue Timeout is true if the call waiting exceeds the timeout period set.

m Overload is true if any of the overload paths are met.
The Forward to Queue object transfers control to the script sequence specified under the
overload exit point as follows:

o There are no qualified agents available in the queue.

o There are no qualified agents available or busy in the queue.

o There are no qualified agents available, busy, or working offline in the queue.

o There are no qualified agents available, busy, working offline, or on break in the queue.
o There are no qualified agents logged in.

o There are n number of calls in the queue ahead of this call, where n is the number specified
in the test.

o There is a call waiting longer than the specified time in the queue.

o The instantaneous expected wait time calculation for a call exceeds the specified time.
The expected wait-time calculation is useful only when there are more than 20 qualified
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agents assigned to the queue and active. Mathematical uncertainty with fewer than 20
active, similarly skilled agents may produce unexpected results.

The overload exit point can be used to provide the caller with a choice of waiting in the queue
when no agent is available, or to leave a voicemail.

For example, in the Forward to Queue object's overload exit point, insert the Forward to voice
mail object to route the call based on the caller's response to a prompt of the form "Press 1
to leave a message or remain on the line to speak to the next available agent"; if the caller
does not press 1, the script transfers the call to the queue specified in the Queue Name list.

Loopand | These new in-queue-only objects control the pattern of announcements, queue music, and conditional
Time Inter- | contact center tests while waiting in queue.

val m Loop: Under In Queue, add a Loop object. Inside a loop, you can define multiple in-queue
treatments using time intervals. These treatments are repeated for a specified number of times,
or for a given duration.
Parameters:

m Object tag: Enter the alphanumeric label used to uniquely identify the element in the IVR Script.

= Loop repeat count: Select the number of times to repeat the treatments defined in the loop.
Exit Points:
Time Interval: The Intervals inside a Loop can be used to define multiple prompts. Use a Time Interval
to define the length of an in-queue action. For example, define an interval to be 60 seconds long and

select to play an in-queue prompt for 20 seconds. The queue music plays for the rest of the interval dur-
ation.

Callback The Callback object allows callers waiting in a call queue to opt out of the queue and be called back
when an agent becomes available. This feature fetches the caller's phone number from the calling line
ID, the absence of which requires the caller to input the callback number before exiting the queue. The
system retains the queue position of the call and offers an outbound call to an available agent serving
the queue. When the agent accepts the call, the call is dialed out to the caller using the callback num-
ber. The call is routed through an outbound queue. For details, see our content on queued callback.
Parameters:

m Queue name: Select an existing outbound queue to route the call.

m Call back CLI/CN: Select a channel number for outbound caller ID. Using the option [Current
Channel], you can display the original channel number, which the caller used as the caller ID for
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the callback. This option is selected by default. If you wish to display any other channel number
during the callback, you can select from the list of available channels.

m Dial plan: Select from an existing dial plan.

m In Callback parameters, select the number of callback tries, specify the delay time between tries
in seconds or minutes, and enter the duration (in seconds, minutes, or hours) after which the
callback request needs to be canceled.

o Callback tries: Select the number of attempts to call back. The call failure is determined by
the following factors:

m Agent did not answer the call.
m Agent answered, but the outbound leg dials out and experiences a busy network.
= RNA (Ring no answer)

o Callback retry delay: Specify the callback retry attempts in seconds or minutes.

o Cancel callback after: Enter the duration in seconds, minutes, or hours. The requested
callback remains in an outbound queue for the duration of that time (up to maximum six
hours). Any callback attempt is prevented after the time expires. The callback request is
removed from the outbound queue after Cancel Callback duration has expired.

Exit Points:
m Callback Queued: Informs the caller that the callback request is queued for further processing.

= Invalid Phone Number: Informs the caller that the number entered is invalid, and can offer
options for further corrective actions.

Forwardto | Use the Forward to voice mail object to transfer phone interactions to a selected voicemail queue.
voice mail | If the Forward to voice mail object is inserted under the overload exit point of a Forward to Queue
Queue object, the caller can choose between waiting in the queue or transferring to voicemail.
Parameters:
= Inthe Object Tag text entry area, type the label used to uniquely identify the element in the IVR
script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.
= Inthe Invite Message list, choose the audio file that directs the caller to press 1 to leave a

voicemail message.
The audio file must direct the caller to press 1 to leave a voicemail; no other number will work.
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If the Access to voice mail is mandatory option, described below, is selected, then the IVR script

forcibly transfers the call to voicemail.
= Inthe Queue name list, choose the voicemail queue that receives calls transferred to voicemail.

m Select Access to voice mail is mandatory to have the IVR script forcibly transfer calls to the
voicemail queue.
Exit points: None
Forward to | Use the Forward to External IVR object to forward a phone interaction to an external IVR server. This
External IVR | redirects an incoming call to an external SIP URI address, or a phone number, which lands on an
external IVR system. You can complete a self-service authentication on an external IVR server, and
resume the call as desired by the customer. The entry point for an incoming call remains the 8x8
Contact Center IVR, with external IVR as an additional tree node within it.
The object allows data exchange between the external IVR server and the 8x8 Contact Center server
through a RESTful API interface. The data flow requires a SIP connection.
Parameters:
= Inthe Object tag text entry area, type the alphanumeric label used to uniquely identify the
element in the IVR script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.
= Inthe Phone number text entry area, type the complete phone number the IVR script dials when
transferring a phone interaction.
The Phone number text entry area accepts only the numeric characters 0-9.
o Inthe United States, phone numbers, must be of the form (1 + three-digit area code + seven-
digit phone number).
In the United States, when typing numbers into text entry areas, always preface the area
code with 1.
o Qutside the United States, must be of the form (Country Code + phone number).
Exit points:
Resume: Provides the capability to resume within the 8x8 Contact Center IVR tree on detecting a hang-
up event on the External IVR server, and redirects a call to a predefined or assigned destination.

Forwardto | Use the Forward to external number object to forward a phone interaction to a phone number that is
External not managed by 8x8 Contact Center.
Number Parameters:
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= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

= Inthe Phone number text entry area, type the complete phone number the IVR script dials when
transferring a phone interaction.
The Phone number text entry area accepts only the numeric characters 0-9.

o Inthe United States, phone numbers, must be of the form (1 + three-digit area code + seven-
digit phone number).
In the United States, when typing numbers into text entry areas, always preface the area
code with 1.

o Outside the United States, must be of the form (Country Code + phone number).
Exit points: None

Label Use the Label object in combination with the Goto object, described later in this table, to redirect call
processing to any location in the IVR script. The Goto object redirects the interaction to the parameter
of a Label object.

Parameters:

In the Label text entry area, type the alphanumeric label used to uniquely identify the element in the
IVR script.

Labels can contain a maximum of 21 characters, and must be unique within an IVR script.

Exit points: None.

Goto Use the Goto object to redirect the script to continue running at some labeled location in the script.
Parameters:
In the Destination list, choose a labeled script location.
Exit point: None

Set Variable | The ability to set variables allows programming abilities within IVR scripts, enabling better caller exper-
ience. You can use variables to remember the user input and use them to drive the call flow. You can
create variables to store values of string and number types, and reference them anywhere and any
number of times in the script.
8x8 Contact Center allows two types of variables in IVR:

m System Variables: These are predefined variables which cannot be edited:
$QueuePosition: Returns the current position of a call within the queue.
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ScallerPhoneNumber: Returns the caller's phone number based on caller ID.
ScallbackPhoneNumber: Returns the call back number input by the caller.
m User-Defined Variables: These are variables defined by users. You can initialize these variables
with a certain value, and modify them later.
Parameters:
m Object Tag: Enter a label to uniquely identify the element in the IVR script.
m Variable: Select a predefined variable from the drop-down list, or create a new variable.
m Value: Select a desired value for the variable.
For example, to offer callers suitable choices based on the queue position, set a variable and check:
m |f the queue position is greater than 10, offer to call back when an agent is available.
m |f the queue position is less than 10, play promotional messages and retain callers in the queue.
Exit Points: None
Test Vari- | The Test Variable object allows you to test an already defined variable and test it against a set value.
able To test a variable, select either a system variable or a user-defined variable, and test it against a spe-
cific value. For example, test how many calls are ahead of a call using the system variable $QueuePos-
ition. If there are more than ten calls ahead of this call, announce the position to the caller, and offer
the caller to receive a call back. If there are fewer than 10 calls ahead of this call, keep the caller in the
queue.
To access the Test Variable object within the script, click Add next to a node, and select the Test Vari-
able object from the Insert Object list.
Exit Points:
m True: equals true if it meets the condition set for the variable
m False: equals true If it does not meet the set condition
Randomize | The Randomize object allows us to randomly pick callers and offer a different treatment from the

norm. For example, in a customer survey program, you may want to randomly select 50% of callers, and
direct them to a survey. You will need to use the randomize object that randomly picks callers and
offers a specific treatment based on the path chosen.

Parameters:

= Object tag: Enter the alphanumeric label used to uniquely identify the element in the IVR Script.

m Path A Percentage: Slide the pointer on the scale to indicate the percentage of callers to be
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directed to the Path A treatment.
Exit Points:
m Path A: Allows you define the treatment for callers randomly directed to path A.
= Path B: Allows you to define the treatment for callers not chosen for path A.
Hang up Use the Hang up object to disconnect a phone interaction.
The IVR disconnects a phone interaction if the call has not been forwarded to a queue, voicemail, or an
external number, and the script flow contains no further script objects.
In the Label text entry area, type the alphanumeric label used to uniquely identify the element in the
IVR script.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.
Exit points: None
Default Ter-| The IVR tree has two objects:
mination

= Main IVR

m Default Terminating Node
The default terminating node is the last node in the IVR tree, and cannot be deleted from the tree. You
can only add and remove IVR objects between the first and last nodes. The Default Terminating node
catches all calls that would drop on reaching a non-terminating exit criterion, such as Play or Label in
the IVR script, and routes them with four exit options:

Forward to Queue: Directs the call to a queue

Forward to Voice Mail: Directs the call to a voicemail queue

Forward to External Number: Forwards the call to an external phone number

Hang up: Terminates the call
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An 8x8 Contact Center IVR script plays audio files to prompt a caller for information and uses the caller's responses to

route the interaction to a specific phone queue.

The following procedure illustrates scripts in 8x8 Configuration Manager that contain increasingly complex
combinations of IVR script objects and control flow features:

m Build a Simple Greeting and Routing Script
m Create Menus of Options
m Use Caller Information to Process Interactions

m Enable a Phone Channel and Associated VR Script

Before you begin

The procedure in this section assumes that you have used 8x8 Configuration Manager to create:
m At least one phone queue; for details on creating phone queues, refer to Create Inbound Phone Queues.
m At least one voicemail queue; for details on creating voicemail queues, refer to Create Voicemail Queues.

m At least one contact center schedule; for details on creating schedules, refer to Define Business Hours and

Schedules.

Best Practice: Before editing a 8x8 Contact Center IVR script, disable the IVR channel.

To disable the phone channel:
1. From the Configuration Menu, open Channels.

2. Gotothe Phone tab.

3. Find the desired channel, and click

4. Inthe Properties tab, clear This channel is enabled.

5. Click Save.

Build a Simple Greeting and Routing Script
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Perform the procedure in this section to build a simple IVR script that:

m Checks a schedule for the contact center's current hours of operation.

m Plays a greeting message to the caller.

m Routes the call to a queue if the contact center is open.

m Offers the caller the chance to leave a voicemail message if the contact center is closed.

To select a schedule, play a greeting, and route a call to a queue:

1.

N o o &~ w

Version 9.14

From the Configuration Menu, open Scripts.

Go to the Phone tab.

Find the desired script, and click

Open the Script tab.

Click an object to see [add].

In the object add list, select Schedule.
In the object configuration area:

a. Forthe Label text entry area, type <BusHours>.

b. Forthe Select Schedule list, choose a previously defined schedule.

IVR phone script examples
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Click Save.
8x8 Configuration Manager inserts the Schedule object below the MainlVR label.

Scripts » Phone » Script

Support Script

< Back to script list

Properties Script
Script Cancel
& <> MainlVR
B- @ Schedule [SupportSchedule] [ edit | add | copy | remove )
- Close
#1
#2
i #3
- #a Edit object
o #8 o Schedule
- ¢» DefaultTermination [Hang Up]
Objecttag: SupportSchedule
Select Schedule : Default Schedule
Chat design
OK Cancel

If a call arrives when the contact center is open, play a greeting message:

a
b.

C.

In the Schedule object, select the open exit point.

In the object Add list, choose Play.

In the Name text entry area, type <PlayWait01>.

In the Played Message list, choose Wait for next agent.

The procedure refers to audio files from the 8x8 Contact Center default set of audio files. Your IVR scripts

may reference one or more default audio files, or reference the customized audio files you uploaded to 8x8
Configuration Manager.

Click OK.
8x8 Configuration Manager inserts the Play object below the open exit point.

9. Choose the queue that the caller is routed to.
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b.

o

Select the Play object under schedule.
Click add.
Select Forward to Queue.

In the Label text entry area, type <PhoneQ01>.
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e. Inthe Queue name list, choose a phone queue.

f. Click OK.
8x8 Configuration Manager inserts the Forward to Queue object below the Play object.

10. If the call arrives when the contact center is closed, route the call to a voicemail queue.

IVR phone script examples

a. Inthe Schedule object, select the closed exit point, then in the object selection list, choose Forward to

Voice Mail Queue.

b. Inthe Label text entry area, type <Vmail01>.
c. Inthe Invite Message list, choose Voice mail invite.
d. Inthe Queue name list, choose a voicemail queue.

e. Select Access to voice mail is mandatory.
f. Click OK.

8x8 Configuration Manager inserts the Forward to Voice Mail Queue object below the Close label.

Scripts » Phone » Script

Support Script

< Back to script list

Properties Script
Script Save Revert Cancel
B <> MainlVR
- Schedule [SupportSchedule]
- Open
i P Play [PlayWait]
B 3% Forward to Queue [Support]
i+ in queue
- queue timeout Edit Dbject
- overload
- Close : P
R Forward to Voice Mail Queue
i 3% Forward to Voice Mail Queue [WVMQ] [ edit | Q
- # Object tag : VMQ
- #2 )
- #3 Invite message : Agent voice mail invite
- B4 This message will permit to stay in previous queue if mandatory is
#5 not set
#6 Queue name: Support Voicemal

7 <> DefaultTermination [Hang Up] Access to voice mail is mandatory

oK Cancel

Create Menus of Options

The procedure in this section illustrates how to implement menus of options, and builds on the IVR script example in

Build a Simple Greeting and Routing Script.

To script a set of menu options:
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In the script you created in the procedure in Build a Simple Greeting and Routing Script, delete the current open

hours script logic. In the script:

a.

b.

Select the Forward to queue object <PhoneQ01>, then click Remove.

Select the Play object <PlayWait01>, then click Remove.

2. When the contact center is open, play a menu of options.

Version 9.14

a
b.

C.

In the schedules object, select the open exit point.
In the object add list, choose Menu.
In the Label text entry area, type <OpenMenu01>.

In the Invite Message list, choose Optional queue Selection.

When a caller first connects to the contact center, the Menu object's Invite message audio file orients them to
the set of menu choices. In most cases, this implies the need for an invite message that has been customized
for your contact center.

In the Invalid message list, choose Invalid selection.
If a caller provides an invalid response to the invite message, the Invalid message audio file informs them
that 8x8 Contact Center cannot interpret their response.

In the Empty message list, choose Wait for next agent.
If a caller does not respond to the prompt within ten seconds, the Empty message audio file informs them to
respond.
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g. Click OK.
8x8 Configuration Manager inserts the Menu object below the Open label.

Scripts » Phone » Script
Support Script
£ Back to script list
Properties Script
SCI’ipt Save Revert Cancel
B¢ MainlVR
BE Schedule [SupportSchedule]
= Open
- Menu [OpenMenu] [ edit | add | copy | remove ]
- 0 . R
1 Edit object
2
w3 Menu
- Object tag: OpenMenu
? Invite message : Optional queue selaction
8 This message will be played when entering the Menu
- ? Invalid message Invalid selection
- This message will be played if the entry is invalid
a exte:yswn (obsolete) Empty message: Invalid selection
o emp e . . )
- too many invalid his message will be played if the entry is empty.
Close
- #1 oK Cancel

3. Configure the message played when the caller responds to the initial menu by pressing 1:
a. Inthe Menu object, select the 1 exit point.

b. Inthe object selection list, choose Play.

e

In the Label text entry area, type <CallRecordWarn>.

o

In the Played message list choose the Call monitoring warning audio file.

e. Click Save.
8x8 Configuration Manager inserts the Play object below exit point labeled 1.

4. Configure the queue the caller is routed to if they respond to the initial menu by pressing 1:
a. Inthe Menu object and under the 1 exit point, select the Play object.
b. Inthe object add list, choose Forward to queue.
c. Inthe Name text entry area, type <PhoneQ02>.

d. Inthe Queue name list, select a phone queue.
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e. Click OK.

8x8 Configuration Manager inserts the Forward to Queue object below exit point labeled 1.

Scripts » Phone » Script

Support Script

~

Back to script list

Properties Script
Script Cancel
Bk < MainlvR
&- & Schedule [SupportSchedule]
= Open . .
B+ = Menu [OpenMenu] Edlt ObJeCt
-0
B-1 Forward to Queue
i~ B Play [CallRecordWarn] Object tag - : .
- 3% Forward to Queue [SupportQ ectiag: upportQ
- inqueue Queue name : Support Inbound
ti t
: gs::sa(ljmeou Queue timeout : 100 |{5 to 20000 seconds)

- @ Get Value [GetAcctNumber] Queue Conditions:
i contact found If any of the selected tests are true, the result will be overload

i empty There are NO agents:
i too many invalid

The number of calls waiting ahead of this call is greater than
The longest wait time for any call in this queue is greater than : (seconds)

The instantaneous expected-wait-time calculation exceeds (seconds)

oK Cancel

HOAOONO M AW

5. Continue to the next example, Use Caller Information to Process Interactions, to build on this script.

Use Caller Information to Process Interactions

Use the procedure in this section to prompt a caller for information that is used to find a caller's record in the Local CRM

database, then use information contained in that record to determine how to route the call. The following procedure
builds on the IVR script example in Create Menus of Options.

To create an IVR script that prompts a caller, tests for the caller's Local CRM record, and routes the call:

1. Prompt the caller for information, such as an account number. In the Menu script object, select the exit point

labeled 2, then in the object selection list, choose Get Value.

8x8 Contact Center displays the parameters for the GetValue object in the object configuration area:
a. Inthe Label text entry area, type <GetAccountNumber>.
b. Inthe Invite Message list, choose Enter mandatory account number.
c. IntheInvalid message list, choose Invalid selection.
d. Inthe Empty message list, choose Invalid selection.
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e. Inthe Data to collectlist, choose Customers: Account Number.

f. Select Entry is mandatory.
g. Click OK.

8x8 Configuration Manager inserts the Get Value object below the exit point labeled 2.

Scripts » Phone » Script

Support Script

< Back to script list

Properties Script
Script
& ¢ MainlVR
= @ Schedule [SupportSchedule]
= Open

2~ = Menu [OpenMenu]

81

i B Play [CallRecordWarn]

=38 Forward to Queue [Support(]
- in queue

i queue timeout

- overload

g 2

- contact found

- empty
‘- too many invalid

o~ oo

B[ Get Value [GetAcctNumber] [ edit | ad

Save Revert Cancel
Edit object
Get Value
Object tag: GetAcctNumber

Invite message : Enter mandatory account ...
This message will be played when entering Get Value.

Invalid message: Invalid mandatory accoun...
This message will be played if the entry is invalid

Empty message: Enter mandatory account ...
This message will be played if the entry is empty

Data to collect: customers: Account Num...

Entry is mandatory

Ok Cancel

You can also use the GetANI script object to look in the Local CRM for existing customers.

2. Add aLabel object to the portion of the script that processes customer accounts.

a. Inthe GetValue object, select the Contact found exit point.

b. Inthe object add list, choose Label.

c. Inthe Label text entry area, type <AcctFound>.

d. Click OK.

IVR phone script examples

Labeling the portion of the script that processes customer account interactions enables other script objects to
use the Goto script object to transfer control jump to that portion of the IVR script.

3. Check the customer's status. Select the Label object, then in the object selection list choose Picklist.

8x8 Contact Center displays the parameters for the Picklist object. In the object configuration area:

a. Inthe Label text entry area, type <ChkCustID>.
b. Inthe Data to test list, choose Record Type.

c. Inthe Select operator list, choose Is equal to.

Version 9.14



IVR phone script examples

8x8

d. Inthe Select values list, choose Customer.
e. Click OK.
The 8x8 Configuration Manager inserts the Picklist object below the found label.
m The configuration of your Local CRM determines the types of data the Picklist script object can test for.

m Use the Picklist script object's matched and unmatched labels to use the result of the Picklist's comparison
operation to route the call.

m The Label script object enables other objects to use a Goto script object to transfer control to the Picklist script
sequence.

= You can also use the GetANI function to use the caller's Automatic Number Identification (ANI) to look for
existing Local CRM data.

Perform the following procedure to enable a phone channel and the channel's IVR script.

To enable the Phone channel:
1. From the Configuration Menu, open Channels.

2. Gotothe Phone tab.

3. Find the desired channel, and click

4. Inthe Properties tab, select This channel is enabled.
For details, refer to Configure Phone Channel Properties.

5. Click Save.
8x8 Contact Center puts the IVR channel and associated script into service.

You can now make test phone calls to the phone channel to validate the operation of the IVR script.
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Copy and paste IVR script objects

While defining or editing an 8x8 Contact Center IVR script in 8x8 Configuration Manager, 8x8 Contact Center
administrators have the flexibility to copy and paste IVR script objects, reducing the time spent writing the script. You
can use the copy and paste icons to copy any part of the IVR tree and paste it to a desired area. You must then apply
the changes for them to take effect. The copy-and-paste feature is especially useful if you introduce similar call
treatments with slight variations. You can write once, and copy as many times as you desire within the script.

To copy and paste a part of the IVR object:
1. From the Configuration Menu, open Scripts.

2. Gotothe Phone tab.

3. Find a script and click

4. Gotothe Script tab.

Scripts » Phone » Script

Support Script

< Back to script list

Properties Script
Script
- <> MainlVR
B- [ Schedule [SupportSchedule]
- Open

2~ = Menu [OpenMenu]

P Play [CallRecordWarn]

move up | ]

- in queue

b queue timeout

‘- overload

B @ Get Value [GetAcctNumber]
- contact found

5. Select an object, and click Copy.
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Select an IVR tree node you wish to paste the copied object to.

Click Paste. The segment is pasted immediately.

Click Save to apply the changes.
OR
Click Revert to remove all changes since the last save.

Copy and paste IVR script objects
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Create inbound phone scripts

8x8 Contact Center inbound phone scripts are grouped under Scripts > Phone in 8x8 Configuration Manager. 8x8
Contact Center administrators can create a user-defined script or use the system default script:

System default script

IVR script default: The default phone script provided by the system. You can copy and then edit the default script
when creating a new user-defined script.

User-defined script

A phone script created by the user. It can be Inbound phone, Outbound phone, or Post Call Survey script. You can
create, edit, or delete a user-defined phone script by going to Scripts > Phone.

To create or edit a user-defined phone IVR script:

1. From the Configuration Menu, open Scripts.
Scripts are grouped by media in separate tabs: Phone, Chat, Email, and Social.

2. Gotothe Phone tab.

.f:'\

3. Click ~ orAdd new phone script.

4. Enterthe properties for the phone script.
The following table summarizes the options under Scripts > Phone > Properties:

Phone/
Chat/Email L.
X Description
Script
Property
Script Type = Phone: Select a script type: Inbound phone, Post Call Survey, or Outbound phone.

m Chat and Email: A read-only reminder of the script type. It displays if it is a phone, chat,
or email script.
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Phone/
Chat/Email
Script
Property
Script Name

Category

Copy script
from

Comment

This scriptis
enabled
Assigned
Channels
/Assigned
Queues

Description

Enter a unique name for the script.

A category helps you organize your scripts better. For example, if you have multiple scripts
serving Support and Sales needs, you can group scripts under separate categories. You can

select an existing category or create a new one.

To create a new category:

1. Select Edit Categories from the drop-down menu.

2. Inthe

Choose this option to place a copy of the default or an existing IVR script into this channel.

This option

(+)

Category dialog box, add a new category by clicking =

appears when you are creating a new script.

Add comments or additional notes, if desired.

Selecttopl

= When you select Script Type > Outbound Phone, you must assign one or more new

ace this script definition into service.

outbound phone queues.

= When you select Script Type > Post Call Survey or Script Type > Inbound phone, you

must assign one or more channels to the script.

To assign new channels:

1. Click on the link to bring up the list of channels.

2. Select the desired channels from the list.

3. Click Assign.
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Phone/
Chat/Email L.
X Description
Script
Property
£~ Note: All channels in the list are associated with a script whether default or
E :f user-defined. If you assign and save a new script, the old script is :
— permanently replaced by the new selected script.
E Note: It is recommended to restrict your assignment to 100 channels at a
E:j time.
5. Click Save.
Upon saving the properties, 8x8 Configuration Manager takes you to the Script tab, where you can define the
script.
6. Inthe Scripttab, click MainlVR.
The [add] option appears.

7. Add the desired IVR Objects such as Schedule, Check ANI, and Get Value.
See Summary of Phone IVR Script Objects for the complete list of available objects and their description.

8. Click Save.
9. To edit the details, click any object and select edit. An edit window opens up. To view the details, double-click any
object. The View details window appears. You can also click edit from inside the View details window.

10. Toundo the changes click Revert.

For a primer on writing IVR scripts, refer to the guide on Interactive Voice Response for samples, refer to IVR
Phone Script Examples.

L
=
11. Clickthe on the script page to generate a PDF image and save it locally. The PDF printout is generated

containing the script name, date, and time of print. Supervisors and administrators can review and modify the
script as needed.
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Create inbound phone scripts

Note: When creating or modifying a script, disable the script by clearing This script is enabled in
the channel's Properties tab. This ensures that 8x8 Contact Center does not run an incomplete
script. After completing the script, enable it again.
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Create outbound phone scripts

In many contact centers, queued inbound calls are more important than queued outbound calls. In situations where
there is an ample supply of 8x8 Contact Center queued outbound calls waiting, all agents are kept busy all of the time.
When a new inbound call comes in, chances are, the caller has to wait for an agent to finish their less important
outbound call. Using an outbound phone script, you can now reserve a number of agents, in the available and idle state,
to improve the probability of quickly attending to a new inbound call. While there are fewer than the assigned number of
reserved available and idle agents, no queued outbound calls will be presented to agents. Whenever the available and

idle agents reserve is exceeded then the most idle agent will receive a queued outbound call.

Reserve idle agents for inbound queues

In 8x8 Contact Center, to improve handling of inbound queues when queued outbound calls are less important,
administrators must define an outbound phone script in 8x8 Configuration Manager and assign it to an outbound phone
queue. In the outbound phone script, specify the inbound queue you wish to prioritize and the number of reserved

agents at a time to be prevented from handling queued outbound calls.

5 . Note: This feature only applies to outbound calls that are assigned to go through an outbound queue. a
| click-to-dial call is a direct outbound call that does not go through a real outbound queue.

To reserve agents for an inbound queue:
1. From the Configuration Menu, open Scripts. Scripts are grouped by media in separate tabs: Phone, Chat, and
Email.

2. Gotothe Phone tab and click Add new phone script.
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3. In Script type drop-down menu, select Outbound phone.

Scripts » New Phone Script » Properties ®

New Phone Script
< Back to scriptlist
Properties

“ Script type Inbound phene Assigned channels

*Scriptnsme  Inbound phone
Post call survey
Category Outbound phone oo

Warning: Plea: ur assignment to 100 channels at o time

Copy script from

Comment

B This script is enabled

Save Cancel

4. Enter a Script name for the script.

5. In Assigned Queues, link the outbound phone script to the outbound phone queue the agents are going to serve,
and click Save.

6. Gotothe Script tab.
7. In Test Queue, select the inbound phone queue you like to protect and test the availability of its agents.

8. Specify the Number of agents to reserve and save.

Scripts » Phone » Script (6]

Sales Phone Outbound
< Backto scriptlist

Properties Script

Script Save Cancel

* Test queue sales Inbound

Whenever an outbound interaction such as a customer callback needs to be made, it will be offered to the longest
idle agent only if there are enough reserved idle agents for that queue. For example, if you designate four agents
as reserved in an inbound queue, the outbound interaction will be offered to the longest idle agent whenever the
fifth agent becomes available in the queue.
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Assign scripts to channels

An 8x8 Contact Center chat script defines the behavior from the time a website visitor enters the website, initiates and
completes a chat. For details on chat scripts, refer to Create a Chat Script. For a chat channel to be operational, 8x8
Contact Center administrators must link it to a chat script that defines the chat flow process.

You can assign a script to the channel in 8x8 Configuration Manager in two ways:
m From the Scripts page

m From the Channels page

From the scripts page
1. From the Configuration Menu, open Scripts.
2. Goto a media tab, such as Phone, Email, or Chat.
3. Select a script from the list, and double-click to open.
4

In the Properties tab, click Assigned Channels.
The list of existing channels appears.

5. Select a desired channel, and click Assign.

From the channels page
1. From the Configuration Menu, open Channels.
2. Go to a media tab, such as Phone, Email, or Chat.
3. Select a channel from the list, and double-click to open.
4. Inthe Properties tab, select a script from the list of scripts.

? Note: In phone and email channels, a default script is automatically assigned if you do not select
{ any user-defined scripts.

5. Click Save.
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Enable Direct Agent Routing (DAR)

8x8 Contact Center's Direct Agent Routing (DAR) is a powerful and flexible set of script functions to allow agent’s call

handling. In addition to legacy DAA call handling, DAR provides a powerful and flexible set of script functions which

allows refined selection and control of calls to be directed to an individual agent. The following new Direct Agent

Routing (DAR) objects and enhancements are introduced in 8x8 Configuration Manager:

Get Value is extended to be able to capture an agent’s assigned DAA number. The caller is prompted to input a
valid DAA number which is then validated.

Set Agent finds agents based on:
o Channel linked to Direct-In-Dial (DID) number
o Look up Local CRM for case created by, case last worked by, and case assigned to
o Set afixagent selection

Transfer to Agent directs a call to an agent. It can be used in conjunction with Set Agent to find an agent or by
itself. This supports separate logic as why a call may not reach the target agent depending on the agent’s real-time
state.

Transfer to Agent Voicemail transfers call to an agent’s voicemail typically if Transfer to Agent is not

successful.

DAA call handling constraints

The following list presents the DAA constraints which are now overcome by the new DAR.

Version 9.14

DAA requires callers to enter an agent’s DAA number exclusively during IVR Menu treatments.
DAA calls are always presented to an agent regardless of the agent’s current state.
Unanswered DAA calls may be directed to an agent’s voicemail with primitive opt-out controls.
Queue calls are presented to agents who are Available even if they are on a DAA call.

Forward to Agent logic is difficult to comprehend due to its implied action within IVR Menus.
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Features

= |dentify the agent the customer should talk to based on:
o Who created the case associated with the customer
o Who is assigned to the case
o Who last worked on the case
o Agent DID number that was shared with the customer
m Transfer the customer call to the right agent based on agent status, and change agent status to busy after
accepting the call
= Control agent’s status during a DAR Call
= Allow the caller to leave a voicemail for the agent if the agent is not available
= Allow caller to take an option to divert if they prefer not to leave a voicemail

= Ability to adjust post-processing time for direct-to-agent calls from five seconds to a maximum of 60 minutes

Limitations

DAR calls do not yet support Transaction Codes.

Requirements

The 8x8 Contact Center agent must be assigned a Direct Access Number to be eligible for Direct Agent Routing. For
details on setting up Direct Agent Routing, see our content on creating user-defined phone IVR scripts.

Process flow for direct agent routing

A typical process flow for Direct Agent Routing involves the following steps:

1. Get input such as case ID or Account number (GetValue) from the caller or caller ID (Check ANI). The system then
searches CRM for matching records.

2. Onfinding a matching customer or case record, pick agent who worked on the case or created the case or is
assigned to the case. For details on options, refer to Set Agent object.

3. If agent is found, transfer the call to the agent. You can transfer to agent irrespective of agent's current status

OR
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If agent is not available, transfer to agent's voicemail.

Direct Agent Routing (DAR)

The following table summarizes the new DAR objects:
DAR
Object

Description

Set Agent | Set Agent object facilitates direct agent routing. Before using Set Agent object in your script, you must

Transfer

Version 9.14

get value (account number or case number) from the caller or check ANI. If these objects succeed in

finding a match, you can then use Set Agent object to pick the agent you wish to reach based on the

following parameters.

Case created by: Find the agent who created the case.
Case last worked by: Find the agent who last worked on the case.
Case assigned to: Find the agent who is assigned to the case.

Channel linked to: Find the agent who is linked to the channel the call was channeled through. Use
this option to direct an incoming call to an agent directly.

None: Find an agent by name. By selecting this option, you can select a specific agent to direct the
call to using Fix Agent.

Fix Agent: Click the Choose Agent link and select an agent from the list.

The Transfer to Agent object connects the caller to the agent.
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EE——— S
DAR .
. Description
Object
to Agent | -Use this object with Set Agent. For this to work, you must have picked an agent using Set Agent.
-Use this object without Set Agent to transfer calls directly to the agent with a personal channel. The
agent must be assigned with a personal channel.
Transfer to Agent object provides options which support transferring a call to agent even if status is:
m busy
m on break
= working offline
= logged off
If you do not select any option, then the call is transferred only if the agent status is Available.
Transfer | This object allows a caller to leave a voicemail for an agent. It assumes the agent is already chosen
to Agent | using Set Agent object or Get Value object.
Voicemail
Get Value | Use the Get Value object to request the caller to provide an agent's extension number. On selecting this

option, the checkbox 'Entry is mandatory' is checked automatically and greyed out. You will be given the
option to set the maximum length of extension. By default, it takes 8 digits.

Generate report on direct agent calls

The agent is not offered any post-processing activity for a DAA call. 8x8 Contact Center supervisors can track DAA calls

through the Detailed Transactions Activity report.

To generate the Detailed Transactions Activity report:

N o a0 > 0 Dd =

Version 9.14

In 8x8 Agent Console, select Report from the menu.

Generate a report using the existing reporting template.

Select New Report on the top right corner.

Select Detailed Transaction Activity master report from the list.
Click Next.

Enter the desired data and time range.

Click Selection Window and select the desired queues.
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Select Save and Run.

A new report generates and opens in Excel. Look under Type to find DAA calls.

Detailed transactions activity
Period: 08/21/2014 - 08/27/2014
Granularity: day

153247
original

Period Transaction Transaction Media |Create time Direction __Type channel Queue
8/22/2014 57 Phone 6/22/2014 22:36 inbound 5252111 phatin
8/22/2014 8 Phone 8/22/2014 22:37 inbound 5252111 phatin
8/22/2004 5 Phone 8/22/2014 22:37 inbound s252111
8/20/2014 & Phone 8/24/2014 21:18 inbound s2s2111
8/24/2014 o Phone 8/24/2014 21113 inbound 5252111 phatin
8/24/2004 n Phone 8/24/2014 21:20 outbound

Enable Direct Agent Routing (DAR)
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Enable Text to speech

The 8x8 Contact Center IVR engine converts text to speech using the Say object in 8x8 Configuration Manager. The
Say object relays static free text or dynamic value of a variable (phone number, queue position) to the caller. These text
to speech announcements can play dynamic or static data in multiple languages.

Features

m Convert static text or dynamic value of a variable to speech using the Say object in IVR.
= Announce text to speech in multiple languages.

m Offer basic and prime text to speech services.

8x8 Contact Center offers two levels of Text to Speech service with the following options:
m Basic Text to Speech

m Prime Text to Speech

Text to Speech Options Basic Prime
Languages English (US), French, Italian, German, Span-| 40+
ish For a list of language supported, click
here.
Voices 1 60+
Datatype Not supported digit, number, phone, currency,date, time
Character limit 130 210
Number of Say instances unlimited unlimited

allowed in IVR

Arabic

Bahasa

Basque

m Cantonese
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Catalan
Czech

Danish

Dutch
English (AU)
English (GB)
English (India)

(

(

(

English (Ireland)
English (Scotland)
English (South Africa)
English (US)
Finnish

French (Canada)
Galician

German

Greek

Hebrew

Hindi

Hungarian

Italian

Japanese

Korean

Mandarin (China)
Mandarin (Taiwan)
Norwegian

Polish

Portugese (Brazil)
Portugese (Portugal)
Romanian

Russian

Enable Textto speech
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Slovak

Spanish (Castillan)
Spanish (Columbia)
Spanish (Mexico)
Swedish

Thai

Turkish

Valencian

Enable Textto speech
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Enable Queued Callback

The 8x8 Contact Center Queued Callback allows callers waiting in a call queue to opt out of the queue and be called
back when an agent becomes available. This feature which is configured in 8x8 Configuration Manager, detects the
caller phone number or allows the caller to input the callback number before exiting the queue. The system offers an
outbound call to an available agent serving the queue. When the agent accepts the call, the call is dialed out to the
caller using the callback number. The call is routed through an outbound queue.

Features
= Allows callers to opt out of the queue and be called back when an agent becomes available.
m Detects the caller phone number, or allows the caller to input the callback number before exiting the queue.
m Caller can input the desired callback number or caller's phone number (ANI) is used.

m Callback is initiated as soon as an agent is available.

Use case

At AcmeHealth, callers have an option to avoid long call waiting times and receive a call back from the advise nurse
team for a better experience. In addition to the exit choices of operator assistance and leaving a message for the care
team, the caller is given a choice to be called back by the advise nurse team. If a caller opts to be called back, they are
prompted to input the call back phone number. This number is then restated for confirmation. The following diagram
shows the updated call flow for Queued Callback.
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_________________ A
!
Wiaiting to be served In queus !
_________ > I
a4l
Agent I
I
Play [Queue Position] |
ently 1

ty
- For Billing, press 4.
remain on line for assistar
an optien from the foll
Advise Murse
[ your care 4\
- Press 2 to receive a prompt call back from |
our advise nur |
Opt uutlof queue |
Callback

request queued
I
I
“ |
. Caller's actions Enter callback f
N ERITE — — — —

. System Announcement P and confirm it.
Operator ‘ ’
8x8 Queued Callback

To enable call back, 8x8 Contact Center IVR offers the following scripting capabilities.
m  Get Value supports an additional parameter to collect caller's phone number

m Callback object supports calling the customer back after the caller exits the queue, by initiating an outbound call
when an agent serving the queue is available.

Add Callback option to IVR

To add a callback option to the existing IVR script:
1. Follow the steps 1 through 3 explained in In-Queue Treatments and Controls.

2. Modify the Say statement that announces the exit queue choices to include the option for callback.
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3. Under Get Digit, add an option to Get Value. For Data to Collect, select customers: Phone Number.

- in queue
= initial action
&g Play [Flu_Clinic_Infa]
= () loop [Loopone]
- @ time interval [Time Interval - LoopOnej

® Szy [High_Call_Valume] falada
® Say [Announce_Q_Position] Get Value
® Szy [Exit_Q Choices]
-~ T Get Digit [ExitQChoices] Object tag : CallBack_Phoneumber
-0 )

I, None
2 st Agent [ToOperator]

- agent found
g+ Go To [To_Operator] -» To Operator I,
agent not found

1
2+ Go To [Message For_CareTeam] -> ToVoicemail

2 s e played if the entry is empty
@ Say [EnterCallbackNumber] Data :  |customers: Phone Mumber
- d

O [ Entry is mandatory

OK Cancel

il ol M Y

Add a few Say statements to announce the call back number input by the caller.
With Get Digit choices, allow the caller to confirm the phone number or prompt to enter the phone number again.

Add a label for callback execution.

N o o &

Under the label for Callback, add the Call back object and select the following parameters:
m Queue name: Select an existing outbound queue to route the call.

m Call back ANI: Select a channel number for outbound caller ID.

Dial plan: Select from an existing dial plan.
m Expiration time: Set an expiration time for call back. After the specified period, the call back is abandoned.
m Under Dial back parameters, you can specify the number of retries and the duration for time out.

o Try to reach callback party: Select the number of attempts to call back. The call failure is determined
by the following factors:

- Agent did not answer the call.
- Agent answered, but the outbound leg dials out and experiences a busy network.
- RNA (Ring no answer)

o Minimum delay between tries: Specify the time delay between tries.
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o Cancel callback after: Enter the duration after which call back request needs to be canceled.

T
= PE Forward to Queue [To Pediatrics]
- inqueue
= initial action
8¢ Play [Flu_Clinic_Info]
= (Q loop [LoopOne]
- @ time interval [Time Interval - LoopOne]
@ Say [High_Call_Volume]
© Say [Announce_Q_Position]
@ Say [Exit_Q _Choices]
= T Get Digit [ExitQChoices]
-0
= 7 Set Agent [ToOperator]
= agent found
2+ Go To [To_Operator] -> To Operator
agent not found
-1
=+ Go To [Message_For_CareTeam] -> TaVoicemail
-2
@ Say [EnterCallbackNumber]
= % Get Value [CallBack_PhoneNumber] «——— Receives the call back number
contact found
empty
too many invalid
@ Say [NumberValid]
@ Say [SayPhoneNumber]
® Say [NumberCarrect]
= T Get Digit [ConfirmCallbackNumber]
0
S ¢
@ Say [CallbackConfi
| GuyT[u [Callback] —:neggllback +—— If confirmed, executes the call back process
-2
 Say [WrongCallbackNumber]
- T Get Value [CallbackNumberAgain]
contact found
empty
too many invalid
® Say [NumberValid]
@ Say [SayPhoneNumber]

+— Announces the call back number
for confirmation

If unconfirmed, prompts for call
back number again

Details

Call back

# HOONOU AW

Object tag : |Execute Callback

unassigned digit
empty Call back type :

When agent becomes available

Queue name : |Adwse Nurse Queue

d
Call back CLI/CNAM - |5242987¥524—2987 D
ad

Dial plan : |System Dial Plan: US Nerth Am.

Dial back parameters

$ ErOONOUN AW

Try to reach callback party : (1-4)times

unassigned digit
_ emply | Minimum delay between tries
queue timeout
overload || Cancel callback after - 400
EF Label [Message_For_CareTeam]
VE Forward to Voice Mail Queue [Messages_CareTeam] oK | |
& Label [Callback]
%2 Call back [Execute Callback]
" callback queued
~ invalid phone number

(60 - 800) seconds

(20 - 2000) seconds

Cancel

#—— (allback execution
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8. Save the script and assign it to a channel.
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Enable Post Call Survey

A Post Call Survey is a questionnaire presented to the caller at the end of a call, typically to collect feedback about the
quality of service offered by the company. Companies use a survey to gather feedback from customers, and analyze the
collected data to help improve their services. You can get feedback on the overall product quality or service quality, get
to know the customer satisfaction, and take corrective actions. Here are a few typical survey questions:

m Customer Satisfaction: "How satisfied are you with the overall experience of our service?"
m Agent Performance: "How do you rate the service quality of the agent who served you on the call?"
m First Call Resolution: "Was the issue resolved at first call or did you call more than once?"

= Net Promoter Score: "Would you recommend our service to your family or friends?"

Features

m Offers a questionnaire to the caller at the end of a call to collect feedback about the quality of service.

= Provides IVR-controlled surveys which are defined by an IVR script. The behavior and questions in IVR-controlled

surveys are not controlled by agents.

m Provides agent-assisted surveys which are offered by agents via transferring a call to an inbound phone queue or a
dedicated Post Call Survey channel.

m Provides stand-alone/Independent surveys which are taken by customers voluntarily and is directed to the survey

from a web page.
m Offers surveys to callers while they are on a call, at the end of the call, or call back at a later time.

m Presents survey questions as scale, yes/no, and voice comment questions.

For details about use cases and survey questions, see our 8x8 Contact Center Post Call Survey User Guide.
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Enhanced Data Augmentation

In 8x8 Contact Center, data collected by External CRMs and third party integrations can now be used in a meaningful
way. The 8x8 Data Augmentation API allows you to tie data between external applications and call data. It facilitates
greater resolution on what drives call volumes and handling times. Prior to this release, the two nodes: 8x8 IVR, and
forward to external IVR, have been limited in terms of data variables.

Features

= Allows 8x8 customers to tie data between external applications and call data.
m Facilitates routing calls to the correct queues based on data collected.
m Drives down call misroutes and call handling times.

m Results in richer data and better insights in 8x8 Analytics for Contact Center.

Use cases

The followings are some common use cases for Data Augmentation:
= Route calls to queues by name, ID, or intention of the call
m Use for advanced Auto Attendant systems
m Route to different stores, locations, or offices

= Route to the last agent who handled the call previously (by integrating to a system that recorded the last
interaction)

An example workflow

1. Avariable is created based on the call flow or data need.

2. (Call arrives at the 8x8 Contact Center.

3. The call is then forwarded to external IVR (el VR).

4. elVR asks questions or queries a background integration or CRM, based on caller inputs.
5

. The intent of the call is assessed by elVR.
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© © N o

elVR assigns a queue ID value to the call.
elVR posts the queue ID value to VCC API.

Calls are terminated in el VR.

The call is resumed in VCC with the queue ID value assigned.

10. A phone script tests to see if the variable matches.

11. The call is then routed to a queue based on data collected from elVR.

vVCC

elVR

Create variable
_queuelD

4

Go to forward to
elVRA procass

B

elVR queries caller

S

A 4
ey

Makes assessment of
caller intent

Y

VCC

Scripts "tests”
varaiable value

!

-~

Assigns queue ID
value

Script routes caller to
correct queue

Y

Posts queue ID
Ivalue to VCC API

Steps to forward calls to an external IVR (el VR)

Enhanced Data Augmentation

The following steps explain how you can forward calls to an external VR such as intelligent IVR. Using the phone script
in the 8x8 Configuration Manager, forward an incoming call to the external IVR, assign a queue ID inside the intelligent
IVR, check the queue ID inside the phone script, and forward the call to the right queue.

Step 1: Forward calls to an external IVR

When a call comes in to a Contact Center channel, the first step is to forward the call to an external IVR. In the 8x8
Configuration Manager, go to Scripts > Phone to create or edit a new script. For details, see our documents on how to
create an inbound phone script. When creating or editing a phone script, use the Forward to External IVR object to
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forward the phone interaction to an external VR server such as intelligent IVR.
1. Go to Scripts from the main menu in 8x8 Configuration Manager.

2. Select Phone > Add new phone script.

3. Inthe Scripttab, add Forward to External IVR.

m Inthe Object tag text entry area, type the alphanumeric label such asilVR.
Labels can contain a maximum of 21 characters, and must be unique within an IVR script.
= Inthe Phone number text entry area, type the complete phone number the IVR script dials when transferring
a phone interaction.
The Phone number text entry area accepts only the numeric characters 0-9.
o Inthe United States, phone numbers, must be of the form (1 + three-digit area code + seven-digit phone
number).
In the United States, when typing numbers into text entry areas, always preface the area code with 1.

o Qutside the United States, must be of the form (Country Code + phone number).

4. Click OK.

Serpts Properties

Save Revert Cancel View Variables

=- resume

st & Say [iIVR return greeting]
£ Test Variable [rest queue D] Edit Objec‘t
B True

&- £ Forward to Queue [zdfs) Forward To External IVR
in queue
i queue timeout Object tag ivR
“- overload
d - False
¢» DefaultTermination [Hang Up]

Phane number : 999-999-9999

oK Cancel

Step 2: Assign a queue ID inside the external IVR

Within the external IVR such as intelligent IVR application, the caller selects a menu choice that assigns a queue 1D or
variable, then sends the call back to the 8x8 IVR. The queue ID can be assigned based on:
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= Anintegration between 8x8 and elVR solutions
= A menu selection

m The caller identity verification

The simple menu below shows the selection to attach the variable. The caller selects 1 or 2 to be directed to either the
Sales or Support queue. A queue ID is assigned and the call is sent back to the Contact Center. Inside the intelligent
IVR integration, multiple variables can be attached based on the customer needs, such as queue names or phone
numbers. 8x8 uses the basic authentication method or SIP call ID as the primary key to correctly identify the caller and
apply the right variable to the call.

. Star .
[IU menu_462712 | »
Sales 2(Support)

Wy, integration_388.. E Qyp, integration_388.. E

o P O hanou

When the call returns to the 8x8 IVR, it goes back to the resume path with variables attached. Resume provides the
capability to resume within the Contact Center IVR tree on detecting a hang-up event on the external IVR server, and
redirects a call to a predefined or assigned destination. For details, see our content regarding how to Forward to
External IVR.
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i Scripts » Phone » Script

Acmelets
< Back to script list

Scripts Properties  Script

Script Save Revert

8- ¢ MainlVR

amp ©- 88 Forward To External IVR [iIVR test]
n & resume
. & say [IVR Return greeting]

Inf n = gy Testvariable [test queus D]
2 True
& 8 Forward te Queue [queus103]
Tr in queue
I+ queue timeout
overload
P & False
«~ Hang Up [disconnect]
¢ DefaultTermination [Hang Up]

Cancel

View Variables

[«

Enhanced Data Augmentation

Use the phone script Test Variable object to run a simple variable test with a true or false statement. If the queue 1D
matches the variable assigned in the external IVR, the call is routed to the correct queue. You can also check a call by
name or a phone number. The simple task below shows the ability to take action based on a variable returned by 8x8

Data Augmentation API:

1. Inthe Scripttab, add the Test Variable Object.

2. Set the Condition and use the newly created variables in the Test Variable. To test a variable, select either a
system variable or a user-defined variable, and test it against a specific value. For example, you can test the
position of your call in the queue, the caller phone number, or the call back phone number by selecting a system
variable. Type $ to list the system variables or type _ to list user variables. For details see Test Variable object.

3. Click OK.

Test Variable

Object tag : Test queuelD
Condition : _queueld (num/str)
Type % to list the system variables or type _ to list user variables

Expression Preview : _queueld ="103"

OK

Cancel

103

Edit object

Step 4: Forward the call to the right queue

If the variable test is passed, we forward the call to the correct queue within the same script using the Forward to Queue

object.
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1. Inthe Scripttab, add the Forward to Queue Object.

2. Enterthe Object tag, Queue timeout, and Queue Condition. For details, see Forward to Queue object.

3. Click OK.

Scripts » Phone » Script Q

Acmelets

< Back to script list

Scripts Properties Seript
CRM .
Script Save Revert Cancel View Variables &

Bl ¢ MainlvR
0- 3% Forward To External IVR [iIVR test]
- resume
1§D Say [IVR Return greeting]
&~ gy, Test variable [test queue ID]

£ True
©- 83 Forward to Queue [queuel03) | edit | add | copy | remove ]

T quete
queue timeout
overload

- False
#~ Hang Up [disconnect]
<» DefaultTermination [Hang Up)
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Create a chat script

An 8x8 Contact Center chat script defines the path of a chat interaction from its initiation until it is accepted by an

agent. Using chat scripts, 8x8 Contact Center administrators can define how to present a chat, when to present it, what

information they need to collect before initiating the chat, and which queue to direct the chat interaction to. They can

create a new script and assign it to any number of channels. Chat scripts are grouped under Scripts > Chat in 8x8

Configuration Manager. The enhanced chat script allows you to design and control the chat flow in a contact center. To

see the chat workflow diagram, refer to Chat Overview.

Let's say Bob, a contact center administrator at AcmeJets, wants to define a chat workflow that allows website visitors

to initiate a chat with friendly representatives from his company. To enable a smooth chat flow, Bob must create a chat

script that enables the following workflow:

1.

© g &> w D

Allow web page visitors during business hours to click the chat button and initiate a chat.
OR
Invite visitors to chat once they have spent some time on the page.

When they click the chat button, present a short pre-chat form that helps identify the customer's interests.
Once the customer submits the pre-chat form, direct the chat interaction to an appropriate chat queue.

If the wait is too long, allow the customer to skip waiting in the queue and send an offline message.
Present the customer with a chat window they can use to interact with a representative.

Allow the visitor to send an email message, if reached during closed hours.

To achieve the above goals, Bob must create a chat script like the one below. The objects can be entered in any order,

as 8x8 Contact Center arranges them in the correct order.

To create a chat script:

1.
2.

Version 9.14

From the Configuration Menu, open Scripts.

Go to the Chat tab.
.f:'\

Click ~ or Add new chat script.

Follow the steps below:

Go to the Properties tab.
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New Chat Script

Queues/Skills

< B

iptlist
Channels

Seripts

CRM
Script type

* Script name
Category

Copy script from

Broa
Integration

Statu: des

Scripts » New Chat Script » Properties ®

Chat Assigned channels
Acmelets Chat

Click to view or edit

% This seript is enabled

2. Enterthe properties for the script.
The following table summarizes the options under Scripts > Chat > Properties:

Version 9.14

Phone/
Chat/Email
Script
Property

Script Type

Script Name

Category

Copy script
from

Comment

Description

= Phone: Select a script type: Inbound phone, Post Call Survey, or Outbound phone.

m Chat and Email: A read-only reminder of the script type. It displays if it is a phone, chat,
or email script.

Enter a unique name for the script.

A category helps you organize your scripts better. For example, if you have multiple scripts
serving Support and Sales needs, you can group scripts under separate categories. You can
select an existing category or create a new one.

To create a new category:

1. Select Edit Categories from the drop-down menu.

2. Inthe Category dialog box, add a new category by clicking

Choose this option to place a copy of the default or an existing IVR script into this channel.
This option appears when you are creating a new script.

Add comments or additional notes, if desired.
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Phone/
Chat/Email

Description

Script
Property

This scriptis | Select to place this script definition into service.

enabled

Assigned n
Channels
/Assigned -
Queues

When you select Script Type > Outbound Phone, you must assign one or more new
outbound phone queues.

When you select Script Type > Post Call Survey or Script Type > Inbound phone, you
must assign one or more channels to the script.

To assign new channels:
1. Click on the link to bring up the list of channels.
2. Select the desired channels from the list.

3. Click Assign.

¥ Note: All channels in the list are associated with a script whether default or
= ?f user-defined. If you assign and save a new script, the old script is '
: permanently replaced by the new selected script.

= _.f Note: It is recommended to restrict your assignment to 100 channels at a
time.

3. Click Save.

1. Goto the Script tab.
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6.

7.

8.

Version 9.14

Create a chat script

Click Chat. The [add] option appears. For a complete list of objects and their descriptions, refer to Summary of
Chat Script Objects.

Click [add].

Select Schedule from the chat objects.
This object performs a particular sequence of script operations when the contact center is open or closed.

a. Enteraname forthe Object Tag.
b. Select an existing schedule from the list of Select Schedule.
c. Click OK.

Click [add] next to Open and then:

a. Select Forward to Queue, enter a name for the object tag, select a queue, and click OK.
This object forwards a chat interaction to a specific chat queue, such as the sales or main queue.

b. Select CVB Online, enter a name for the object tag, and click OK.
CVB Online refers to a chat design element, such as a chat button, chat invitation, chat form, or chat window,
which can be used on your website during the business hours.

c. Select Greeting Message and click OK.
This object displays the greeting message to invite customers to the chat session. Append <@skipQueue@>
to your message to offer the option to skip queue in the chat window.

d. Select Skip queue, enter the relevant parameters, and click OK.
This object gives customers the option to opt out of waiting in the chat queue and send an email offline. It can
only be triggered in the greeting message object.

For the CVB Online, click [add]:
a. Select Online button, enter a name for the object tag, and click OK.
b. Select Invitation, enter a name for the object tag, and click OK.
c. Select Pre-chat form, enter a name for the object tag, and click OK.
d. Select Chat Window, enter a name for the object tag, and click OK.
Click Close, then click [add].

a. Click CVB Offline, enter a name for the object tag, and click OK.
This object refers to a chat design element, such as a chat button or chat form, that activates on your website
during closed hours.

b. Click add offline button next to CVB Offline, enter a name for the object tag, select a button, and click OK.

Click Save to save your chat script.
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9. To edit the details, click any object and select edit. An edit window opens up. To view the details, double-click any
object. The View details window appears. You can also click edit from inside the View details window.

10. To undo the changes click Revert.
¥
11. Clickthe on the script page to generate a PDF image and save it locally. The PDF printout is generated

containing the script name, date, and time of print. Supervisors and administrators can review and modify the
script as needed.

Scripts » Chat » Script

Support Chat Script

¢ Back to script list

Properties Script Code
Script
B-<» Chat

- (B Greeting Message [Welcome]

B~ & Schedule [SupportChat]

- Open

i3 Skip Queue [SkipQ]

% Forward to Queue [SupportQ)]
CVB Online [SupportChat]

[ Pre-chat form [PreChat]

[E]) Invitation [Chatinvite]

[=] Online button [ButtonOnline)
P Chat window [ChatWindow]
=~ Close

2[5 CVB Offline [SupportChatOffline]
i Offline button [ButtonOffline]
W Offline form [ClosedForm]

Outbound
Ph

Note: As long as you have all the objects in the script, the sequence does not matter. 8x8 Contact
Center arranges the script in the correct order.

Run and Use the Script
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Go to the Code tab.

Select the chat channel from the list.

Channels

Seripts

CRM

Scripts » Chat » Code

Support Chat Script
< Back to script ist
Properties Seript Code

Code snippet

Please, copy and paste this code exactly on the place you want to insert the chat button into your website: {remember to select the right channel before generating the code snippet)
Refer that, for each channel selected, a new code will generate

*Channel  AcmeSupport Chat

I~ Place this code snippet anywhere you want the button to appear in your page. If no button has been configured in the chiat scrit, [ will not show up nor take any space. —>
div id="__8x8-chat-button-cont: ript_: 5b08351919a6a5. 0929"></div>

I-- This script will not interfere with the button layout, you just need to include it in the same page. It must also be within the <body> section of the page, preferably just before the
ending tag. -->
script type="textfjavascript'>
window._Bx8Chat = {
uvid: "script_2066089468550835191936a5.29870929",
tenant: "dmNjdGVjaHB1YnM",
channel: "AcmeSupport Chat',
domain: "https:/vee-vm4b.Ex8.com’”
path: /",
buttonContainerld: "_8x8-chat-button-cont: ript_206608946850083519192635.20870929",
align: "right"

ffunction() {
var se = document createElement("script);
setype = "text/javascript’;
se.async = true;
se.src = window.__BxBChat.domain + window.__8xBChat.path + "JCHAT/common/jsfchat js"

Click Generate Code. The code appears in the window.

Copy and paste the code to a page where you want to insert a chat button on your website.

Note: This script does not interfere with the button layout. It must be included in the same page and
within the body section of the web page, preferably just before the ending tag.

Create a chat script
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5. Click the Chat button you just created. The Chat window opens.

Acmelets Support

Language |

Lorem ipsum dolor sit amet

f a1 iy "y . i -
Lorem ipsum dolor sit amet

Loram jpsum dolor sit amet

Lorem ipsum dolor i

E000

powered by Bx& Inc.

See Chat Overview to learn about Embedded Chat Design.
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Summary of chat script objects

The following table summarizes the 8x8 Contact Center chat objects available in the chat scripts and accessible via 8x8

Configuration Manager:

Chat
Script
Object

Description

Schedule | Use the Schedule object to perform a particular sequence of script operations when the contact center is

Skip
Queue

Version 9.14

either open or closed.
Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in the
IVR script.
m Labels can contain a maximum of 21 characters, and must be unique within a script.
m Inthe Select schedule list, choose a schedule definition.
Exit points:
The Schedule object uses the Select schedule value to transfer control to the script sequence specified
within the following exit points:
m open equals true if the phone interaction has been received within the selected schedule's open
hours.
m close equals true if the phone interaction has been received outside the selected schedule's open
hours.
m #1 through #6 equal true if the schedule specified in Select Schedule includes an exception

condition, numbered 1 through 6, and today's date is within the exceptions from and to dates.
For details on creating schedules, refer to Define Business Hours and Schedules.

Use this object to give the customers the option to opt out of waiting in the chat queue and send an email
offline. This option can only be triggered in the greeting message object.

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.

m Email Prompt Msg: The prompt message offered to a customer waiting in the chat queue. It can
appear as a link in the chat window (for example, "All our agents are busy helping other customers.
Would you like to send us an email?").



8x8

Chat
Script
Object

Forward
to Queue

CVB
Online

CVB Off-
line
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Description

m Select form: Select an offline form from the list. An offline form presents an option to send an
email message during the chat's offline hours.

m Send info by: Shows whether you want to send the information you collected in the form using an
email channel or a dedicated email.

o Email channel: Select this option to choose an email channel. The email channel directs the
customer's email to the right agent.

o Plain email: Select a dedicated email to send the customer's email to.
= Email Channel: If you choose to use a Channel, you must select an email channel from the list.

m Forced email header message: Specifies the Subject line in the email message sent by a
customer skipping the chat queue.
Exit Point: None

Use the Forward to queue object to forward a chat interaction to a specific chat queue, such as the
sales or main queue.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.

m Inthe Queue name list, choose the target chat queue to receive the chat.
Exit points: None

Chat Visual Block Online refers to a chat design element, such as a chat button or chat form which can
be used on your website during business hours.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None

Chat Visual Block Offline refers to a chat design element, such as a chat button or chat form that activ-
ates on your website during closed hours.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.

The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None
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Chat
Script Description
Object
CvB Chat Visual Block Default refers to a chat design element, such as a chat button or chat form available by

Default | default from 8x8 Contact Center.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None

Greeting | Use this object to type a greeting message to invite the customers to the chat session. Use
Message  @skipQueue@ to present the message that is previously set in the skip queue.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.

m Inthe Greeting Message, type the message you like to appear in the chat window. For example:
<We will be with you shortly. click here to send an email.>

= Use auto-translation: This option is selected by default and is used to automatically translate the
greeting messages using Google Translate. If this option is disabled, you can bypass the automatic
translation, and let the user provide a customized translation instead.
Exit points: None

Test Use the Test Queue object to check the condition of a queue before entering a queue. Test queue
Condition | provides a set of conditions which, when met, trigger specified actions. The test queue object gives the
of Queue | IVR designer much more routing and announcement flexibility by allowing them to repeatedly test queue
status.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
Labels can contain a maximum of 21 characters, and must be unique within a script.

= Inthe Queue name list, choose the phone queue to test the condition.

m Use the Condition Matched check boxes to determine routing choices based on agent availability
or queue performance.
o To route the chat differently, or to provide the customer with choices when there is no qualified
agent available to immediately accept the interaction, select there are no enabled agents
waiting.

Version 9.14 393



Summary of chat script objects

8x8

Chat
Script Description
Object

o To route the chat differently, or to provide the customer with choices when there is no qualified
agent logged in to immediately accept the interaction, select there are no assigned agents
logged in.

Qualified agents refer to the agent setup to receive interactions from the queue specified in the
Queue name list.

o To evaluate the condition of a selected queue, and route the chat based on the test results of
that performance, select Enable queue overload tests below.
Perform one or all of the following tests:
= Number of chats in queue ahead of this chat: Enter the maximum number of chats that
can be ahead of the current chat.
m there is a chat in this queue that has been waiting longer than (seconds): Enter the
maximum time that a chat is waiting in the queue.
m the instantaneous expected wait-time calculation exceeds: Enter a time duration in
seconds.
Exit points:
Test Queue has two exit points:

m Condition Matched

= Condition not Matched
The Test Queue object transfers control to the script sequence specified under the exit points based on
the following test results:
m There are no enabled agents waiting in the queue.
m There are no assigned agents logged in.
m There are <n> number of chats in the queue ahead of this chat, where <n> is the number specified in
the test.
m There is a chat waiting longer than the specified time in the queue.
m The instantaneous expected wait time calculation for a chat exceeds the specified time.
The expected wait-time calculation is useful only when there are more than 20 qualified agents
assigned to the queue and active. Mathematical uncertainty with fewer than 20 active similarly-

skilled agents may produce unexpected results.
Some of the many ways the exit points can be used are to trigger another test, provide the customer with
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a choice of waiting in a queue when no agent is available, leave a voicemail, or inform the customer of an
approximate waiting time, and then forward to queue.
For example, if there is a chat in the queue that has waited longer than 120 seconds, you can insert the
Play object under the Condition matched exit point to play a message informing the customer of an expec-
ted waiting time for the chat to be answered. You can then use the Forward to Queue object to route the
call to a queue.
Chat as a| Allows the pop-up chat window to appear. The pop-up chat applies to the Pre-Chat Survey and the Chat
Pop-up | Window options.
Parameters:
= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.

The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None
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Using script variables in chat channels

Before initiating a chat interaction in 8x8 Contact Center, customer information such as account numbers or case
numbers collected via the pre-chat form, can be used to determine routing of the chat interaction. 8x8 Contact Center
administrators can collect customer data, store them into system and user-defined variables, and use values stored in
these variables to direct the interaction to the appropriate queue all using 8x8 Configuration Manager. It improves the
efficiency of handling chat interactions.

Let’s say your company wants to route interactions based on the customer language. Collect the preferred language
choice in a variable, and use this data in the IVR to direct them to the appropriate language queue.

Or, let’s say your company wants to route interactions based on the department such as Sales or Support, you can
collect this information during the pre-chat, and use it to route the interaction to the right queue.

In this topic, we’ll demonstrate the usage of script variables in chat channels based on the following use case.

Acmelets Inc. is a premium jet service company that serves its customers via chat channels. When a customer initiates
a chat, AcmeJets collects basic information such as customer name, account number, and the preferred language for
chat. AcmedJets serves customers in English and Spanish, and have dedicated queues for each language. They want to
direct customers to the appropriate queue based on the language choice. Additionally, the company wants to
personalize their conversation for best customer satisfaction.

Assumptions

Let’s assume that AcmeJets contact center has:
m Configured a chat channel
m Configured chat queues

m Designed chat elements (chat button, pre-chat form, and chat window)

To support the use case, follow the steps discussed here:

In this step, we create a new pre-chat form which collects a customer’s name, and preferred language for chat. Store
the values in a custom variable and a translation variable respectively. Important: For custom variables, note down the
variable names to be used in chat scripts.
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1. Login to the 8x8 Configuration Manager.
2. Goto Chat Design > Form.

3. Click +Pre-chat to begin creating a pre-chat form.

[ryandemo0101] vec Configura

QY cogriod @

& Nalini Ananthamurthy (ryandemo0101) My Profile  Co-t g Logout

Home » Summary 6]

Summary Profile Audio Files Schedules Dial Plans Agent's Idle Timer

Incoming Channels Agent Groups
Phone 31 ungroup 29
M Emai QE 1

Outbound Chat

Social
Campaigns M
Broadcast

o o & R~

Inbound Queues
Phone

Emai

Chat

SRR RENERN

Voice Mail

Outbound Queues
Chat design Phone 29

4. Enter a name and description for the pre-chat form.

5. Add your first question to collect customer information.
a. Format: Select <Open-ended>.
b. Question: Enter the question: <Enter your name>.

c. Variable: Note that the variable name is automatically generated. Edit as you want <_name>.
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Click Add.

& Nalini Ananthamurthy (ryan:

Chat design » Add pre-chat form

< Back toform list

Button Invitation Form Window
“Name Acme-chat *Description  Pre-chat form to collect customer data
Survey
Format Open ended
* Question Enteryourn| |
Mandatory

Multiple lines answer

Include a separator on the end

“Variable
Add
Chat design Drag 2nd drop to change the display order of questions inside  form.
M Question Variable Format
No items to show
LEGEND: e does not begin v updating the neme to have this data availabie for routing within your chat Scripts.

Cancel

Using script variables in chat channels

Step 1>Step 2

Next >>

Add a question to collect the customer's language preference.
a. Format: Select <Translation>.
b. Question: Enter the question: <Enter your language>
C. Select language choices from the list: Select <English> and <Spanish>.
d. Variable: Note that the system variable ($language) is automatically populated

the system variable names.

. You are not allowed to edit
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e. Click Add.

< Back to form list

Chat design » Add pre-chat form

& Nalini Ananthamurthy (ryandemo0101)

Button Invitation Form Window
* Name Acme-chat * Description | Prechat form to collect customer data
Survey
0 ound
Outbound F—
Setup
* Queston &
Campaigns
Mandatory
Broadcast
Include a separator on the end
* Variable
Dragand drop to change the display order of questions inside a form
M Question Variable Format
Wallboard Enter your name _name Open ended
Chat design
LEGEND: Variable does not begin with dollar sign ($) or underscare (). Consider updating the name to have this data availsble for routing within your chat scripts.

Using script variables in chat channels

Step 1> Step 2

Cancel Next >>

7. Optionally, add a question to gather either account number or case number. Select the format CRM field.

8. Click Next>> to proceed to define the visual design of the pre-chat form. Select the colors and labels. Save your

preferences.

Chat design » Edit pre-chat form

< Back to form list

Button Invitation Form Window

Label

Preview

* Window title Acmelets Help Center

* Button label Submit

Intraduction text

Color

* Window background ~ #CCFFCC * Text
* Border #99CC00

Logo customization

Choose Files | No file chosen

The file must be an image and can not exceed 200kE.
The image will be resized for the proportion of 100x30 pixels

#555555 [l

Acmelets Help Center

Enter your name

Enter your language

Submit

powered by 88 Inc.

Step 1> Step 2

Step 2: Create a chat script

In this step, you will define a script that determines the routing of each chat interaction from your customers. When a

customer initiates a chat session, they are prompted to submit data through the pre-chat form. Based on this data, they
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are then directed to the appropriate queue.
1. Go to Scripts from the main menu in Configuration Manager.
2. Select Chat > Add new chat script.

3. Inthe Properties tab, enter a name, category, and comment. Optionally, add the chat channel you wish to apply
the script to. Save the properties.

Step 2a: Add a custom variable to the variables list
If you added custom variables in your pre-chat form, you must add them to the variable list here. By default, the View
variables lists all system variables. To add a custom variable you have already added in your chat design,

1. Inthe Script tab, click View variables. A list of system variables shows up.

2. Click Add new and enter the custom variable name defined in the pre-chat form.

.....................................................................................................................................

Important: Ensure the custom variable defined in the pre-chat form is added here.

& Nalini Ananthamurthy (ryandemo0101)

Scripts » Chat » Script (6]

Acme-Chat
< Backtoscript list

Saripts Properties Seript Code

[

Script Save Revert Cancel View Yariables

Step 2b: Begin crafting the script

The chat script will embed a greeting message which includes the customer name. Use a test variable to identify the
language choice and direct them to the right queue.
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. Add Test variable > Tests if the variable value of language equals Spanish. Tests if a customer selects to chat in

Spanish.

m If True, add Forward to Queue. choose to forward it to the queue serving customers chatting in Spanish
language.

m [f False, add Forward to Queue, choose to direct the interaction to the queue serving customers in English.
Add a greeting message to the customers. Example: Welcome to AcmeJets. We will be with you shortly.
Add all the chat visual block elements you have defined.

m Chat button (Triggers chat interaction)

m Pre-chat form (Collects information from the customer; Add the newly defined pre-chat form here.)

m Chat-window (Allows a customer to interact with the agent)



8x8

4.

5.

6. Click Generate Code. Copy the code and embed in your website which hosts the chat.

Save the script.

Scripts » Chat » Script
Acme-Chat

< Back to script list

Froperties Script Code

Script

- <» Chat
El‘ﬁ, Test Variable [language choice]
- True
15 Forward to Queue [to Spanish Q]
=)~ False

- &% Forward to Queue [to English Q]
L B Greeting Message [greeting] ﬁh
=+ CVE Online [cvb] ﬁ
“ =] Online button [Chat trigger button)
- J Pre-chat form [Acme-pre-chat]
~ @ Chat window [Acme-chat-window]
- ¢f» DefaultTermination

In the Code tab, select the chat channel to apply this script to.

Step 3: Verify the chat workflow

1.

Version 9.14

To verify the chat workflow, simply initiate a chat as a customer.

Using script variables in chat channels
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2.

Version 9.14

In the pre-chat form presented, enter your name and select the language - English.

Help Center

Enter your name
Robin

Enter your language

English

Espanol

Submit

powered by BxE Inc.

Click Submit.

Using script variables in chat channels

Log in as an agent serving customers in English. You should now receive the interaction in English.

Trigger a second chat interaction as a customer and select Spanish in the pre-chat form and submit.

Log in as an agent serving customers in Spanish. You should now receive the interaction in Spanish.

If you received interactions via the correct queues, your setup is correct and complete.
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Create an email script

An 8x8 Contact Center email script is used to route incoming email interactions to the correct email queue. 8x8 Contact

Center administrators can create a new script and assign it to any number of channels. Email scripts are grouped under

Scripts > Email in 8x8 Configuration Manager.

You can create a user-defined script or use a system default script. 8x8 Contact Center offers Email script default.

The default email script is provided by the system. You can copy and then edit the default script when creating a new

user-defined script.

To create or edit an email script:

1. From the Configuration Menu, open Scripts.

Scripts are grouped by media in separate tabs: Phone, Chat, and Email.

.f:'\

2. Inthe Email tab, click =~ or Add new email script.

3. Enterthe required properties for the script.
The following table summarizes the options under Scripts > Email > Properties:

Phone/
Chat/Email
Script
Property

Script Type

Script Name

Category

Description

= Phone: Select a script type: Inbound phone, Post Call Survey, or Outbound phone.
= Chat and Email: A read-only reminder of the script type. It displays if it is a phone, chat,
or email script.
Enter a unique name for the script.

A category helps you organize your scripts better. For example, if you have multiple scripts
serving Support and Sales needs, you can group scripts under separate categories. You can
select an existing category or create a new one.

To create a new category:

1. Select Edit Categories from the drop-down menu.
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Phone/
Chat/Email L.
X Description

Script

Property
+)
WS

2. Inthe Category dialog box, add a new category by clicking

Copy script Choose this option to place a copy of the default or an existing IVR script into this channel.

from This option appears when you are creating a new script.

Comment Add comments or additional notes, if desired.

This scriptis | Select to place this script definition into service.

enabled

Assigned = When you select Script Type > Outbound Phone, you must assign one or more new
Channels outbound phone queues.

/Assigned = When you select Script Type > Post Call Survey or Script Type > Inbound phone, you
Queues must assign one or more channels to the script.

......................................................................................................

......................................................................................................

To assign new channels:
1. Click on the link to bring up the list of channels.
2. Select the desired channels from the list.
3. Click Assign.

 —) Note: All channels in the list are associated with a script whether default or
- ?f user-defined. If you assign and save a new script, the old script is
: permanently replaced by the new selected script.

= _/ Note: It is recommended to restrict your assignment to 100 channels at a
time.
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4. Click Save.
Upon saving the properties, 8x8 Configuration Manager takes you to the Script tab, where you can define the
script.

5. Inthe Script tab, click Email Routing.
The [add] option appears.

6. Add the desired objects.
See Summary of Email Script Objects for the complete list of available objects and their description.

I:h::-me. SC ri ptS » Emall » SC ri pt

Support Email

¢ Back to script list

Properties Script
Script
- ¢/» Email Routing
=& Schedule [Support]
=~ Open
&~ 3% Forward to Queue [SupportQ)
----- routed
- overload
----- closed
----- #1
..... #2
----- #3
..... #4
----- #5
...... #6

7. Click Save.

8. To edit the details, click any object and select edit. An edit window opens up. To view the details, double-click any
object. The View details window appears. You can also click edit from inside the View details window.

9. Toundo the changes, click Revert.
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&

=
10. Clickthe on the script page to generate a PDF image and save it locally. The PDF printout is generated

containing the script name, date, and time of print. Supervisors and administrators can review and modify the
script as needed.

I Note: When creating or modifying a script, disable the script by clearing This script is enabled in the§
E:_f channel's Properties tab. This ensures that 8x8 Contact Center does not run an incomplete script.

After completing the script, enable it again.

For a primer on writing IVR scripts, refer to the guide on Interactive Voice Response. For examples, refer to
Email Script Examples.
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Summary of email script objects

Summary of email script objects

The following table summarizes the 8x8 Contact Center email script objects. You can access the email scripts by going
to Scripts > Email > Script from the Configuration Menu. Click Email Routing, and then click [add] to see the drop-down

menu.
Email
Script Description
Object
Schedule |Use the Schedule object to perform a particular sequence of script operations when the contact center
is either open or closed.
Parameters:
= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the IVR script.
m Labels can contain a maximum of 21 characters, and must be unique within a script.
m Inthe Select schedule list, choose a schedule definition.
Exit points:
The Schedule object uses the Select schedule value to transfer control to the script sequence spe-
cified within the following exit points:
m open equals true if the phone interaction has been received within the selected schedule's open
hours.
= close equals true if the phone interaction has been received outside the selected schedule's open
hours.
= #1 through #6 equal true if the schedule specified in Select Schedule includes an exception
condition, numbered 1 through 6, and today's date is within the exceptions from and to dates.
For details on creating schedules, refer to Define Business Hours and Schedules.
Check Use the Check CRM email script object to check the value of the Local CRM for existing customer
CRM information: new customer, new case, or followup fields.

Parameters:

In the Label text entry area type the alphanumeric label used to uniquely identify the element in the
email script. Labels can contain a maximum of 21 characters and must be unique within an email
script.
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Object
Exit points:
The Check CRM script object transfers control to the script sequence specified within the following
labeled conditions:
= new customer equals true if the email interaction's From field contains an email address that is
not in the Local CRM.
m new case equals true if the email interaction's From field contains an email address that is in the
Local CRM, and the email does not contain an existing case number in the Subject line.
m followup equals true if the email interaction’'s From field contains an email address that is in the
Local CRM, and the email contains an existing case number in the Subject line.
For details on the Local CRM, refer to Configure Local CRM.
Check Pri- | Use the Check Priority email script object to inspect the priority of the incoming mail message.
ority The Check Priority object inspects the incoming email message's header for the value of X-Priority,
Importance, and Priority. If 8x8 Contact Center cannot locate these areas in the message, it assigns the
message a priority equal to 3 - Normal.
Parameters:
= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the email script. Labels can contain a maximum of 21 characters, and must be unique within an
email script.
= Inthe Priority value list, choose the priority setting of the incoming email message, where 1 is
the highest priority and 5 is the lowest priority.
m Select Negate comparison to make inspection true if the priority specified in the Priority value list
does not match the priority of the incoming mail message.
Exit points:
The Check Priority script object transfers control to the script sequence specified within the following
labeled conditions:
m matched equals true if the Negate comparison is not selected, and the email interaction's priority
equals the value of Priority.
= not matched equals true if the Negate comparison is not selected, and the email interaction's
priority does not equal the value of Priority.
Check Use the Check Recipient email script object to inspect the To or CC areas of the incoming mail for a
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Email

Script Description

Object

Recipient | name or other text string.

Parameters:

In the Label text entry area, type the alphanumeric label used to uniquely identify the element in
the email script. Labels can contain a maximum of 21 characters, and must be unique within an
email script.

In the Select recipient field list, choose whether the Email script inspects the To or Cc
addressee field of the incoming email message.

In the Select operator list, choose a comparison operator. Choices available are Contains,
Begins with, Ends with, or Is equal to.

In the Use pattern as a POSIX extended regular expression text entry area, type a pattern as a
text string or a POSIX extended regular expression.

Select Negate comparison to make the recipient check true if the Email Script does not find the
string specified in the Pattern text entry area.

Select Case sensitive to enable the pattern search to differentiate between upper and lowercase
characters.

Exit points:

The Check Recipient script object transfers control to the script sequence specified within the fol-

lowing labeled conditions:

matched equals true if the Negate comparison is not selected, and the email message's recipient
equals the value of Pattern.

not matched equals true if the Negate comparison is not selected, and the email message's
recipient does not equal the value of Pattern.

Check Use the Check Sender email script object to inspect the From area of the incoming mail for a name or

Sender other text string.

Parameters:

In the Label text entry area, type the alphanumeric label used to uniquely identify the element in
the email script. Labels can contain a maximum of 21 characters, and must be unique within an
email script.

In the Select operator list, choose a comparison operator. Choices available are Contains,
Begins with, Ends with, or Is equal to.
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Script Description
Object
= Inthe Use pattern as a POSIX extended regular expression text entry area, type a pattern as a
text string or a POSIX extended regular expression.
m Select Negate comparison to make the recipient check true if the email script does not find the
string specified in the Pattern text entry area.
m Select Case sensitive to enable the pattern search to differentiate between upper and lowercase
characters.
Exit points:
The Check Sender script object transfers control to the script sequence specified within the following
labeled conditions:
= matched equals true if the Negate comparison is not selected, and the From area of the email
message equals the value of Pattern.
= not matched equals true if the Negate comparison is not selected, and the From area of the email
message does not equal the value of Pattern.

Check Sub-| Use the Check Subject email script object to inspect the Subject area of the incoming mail for a par-
ject ticular text string.
Parameters:
= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in
the email script. Labels can contain a maximum of 21 characters, and must be unique within an
email script.
m Inthe Select operator list, choose a comparison operator. Choices available are Contains,
Begins with, Ends with, or Is equal to.
= Inthe Pattern text entry area, type a pattern as a POSIX extended regular expression.
m Select Negate comparison to make the recipient check true if the string specified in the Pattern
text entry area is not found.
m Select Case sensitive to enable the pattern search to differentiate between upper and lowercase
characters.
Exit points:
The Check Sender script object transfers control to the script sequence specified within the following
labeled conditions:

m matched equals true if the Negate comparison is not selected, and the Subject area of the email

Version 9.14 411



Summary of email script objects
8x8

Email
Script Description
Object
message equals the value of Pattern.
= not matched equals true if the Negate comparison is not selected, and the Subject area of the
email message does not equal the value of Pattern.
Check Use the Check Flood email script object to detect an unusually high volume of similar incoming email
Flood messages, due to a denial of service attack or spamming an email channel. The Check Flood object is

intended to detect such emails with the help of two parameters: time interval (the duration of an
observation window), and the maximum number of emails needed to trigger the flood detection. For
example, when an email is processed, the Check Flood object determines if other similar emails have
been created in the system in the last x number of minutes, where x is the time interval.

: = Note: We consider emails similar when they have the same sender (From), the same
- recipient (To), and the same subject (Subject) fields.

Parameters:

= Inthe Object tag text entry area, type the alphanumeric label used to uniquely identify the element
in the email script. Object tags can contain a maximum of 21 characters, and must be unique
within an email script.

= Inthe Time Interval list, choose the time period during which the email script counts the number
of email messages arriving at the email queue. Choices available are Disabled, 15 minutes, 30
minutes, 45 minutes, 1 hour, 2 hour, 3 hour, 4 hour, 6 hour, 12 hour, and 1 day.

= Inthe Maximum number of emails list, choose the maximum number of incoming emails that
occur within the time period specified in the Time Interval list. Choices available are 2, 5, 10, 20,
or 50 emails.
Exit points:
The Check Flood script object uses the values of Time Interval and Maximum number of emails to
transfer control to the script sequence specified within the following possibilities:

m flood detected equals true if the Maximum number of emails that appear to be similar have been
received within the Time Interval or the similar emails have reached the threshold. For example, 6
number of similar emails were found where the maximum number to trigger is set to 5 or more.

m first email equals true if the most recently received email message appears to be new, that is no
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Script
Object

Check
Spam

Check
Virus

Forward to
Queue

Description

similar email was found before this email.

= other emails equals true if the most recently received email message is similar to at least one
other email processed within the specified Time Interval, but the quantity of these messages has
not yet exceeded the value of the Maximum number of emails. For example, 4 number of similar
emails were found where the maximum number to trigger is set to 5.

Use the Check Spam email script object to enable the script to perform different operations depending
on the incoming email message's status as spam or not spam.

Parameters:

In the Label text entry area, type the alphanumeric label used to uniquely identify the element in the
email script. Labels can contain a maximum of 21 characters, and must be unique within an email
script.

Exit points:

The Check Spam script object transfers control to the script sequence specified within the following
labeled conditions:

m is spam equals true if 8x8 Contact Center classifies the email message as spam.

m is not spam equals true if 8x8 Contact Center does not classify the email message as spam.
For details on the 8x8 Contact Center spam threshold level, refer to Summary of Profile Settings.

Use the Check virus email script object to enable the script to perform different operations depending
on the incoming email message's status as infected or not infected.

8x8 Contact Center uses McAfee VirusScan to inspect incoming email messages.

Parameters:

In the Label text entry area, type the alphanumeric label used to uniquely identify the element in the
email script. Labels can contain a maximum of 21 characters, and must be unique within an email
script.

Exit points:

The Check Virus script object transfers control to the script sequence specified within the following
labeled conditions:

m infected equals true if 8x8 Contact Center detects a virus in the email message.
= not infected equals true if 8x8 Contact Center does not detect a virus in the email message.

Use the Forward to queue email script object to check how many incoming messages are waiting in
the queue, and if a maximum number is exceeded begin forwarding messages to a different email
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Email

Script
Object

Label

Goto

Description

queue.
Parameters:

= Inthe Object tag area, type the alphanumeric label used to uniquely identify the element in the
email script. The object tag can contain a maximum of 21 characters, and must be unique within
an email script.

= Inthe Select queue list, choose which email queue receives forwarded messages.

= Inthe Maximum number of emails waiting text entry area, type the integer number of emails

that can accumulate in the current email queue before the script begins forwarding messages to
the queue specified by the Select queue list.
A 8x8 Contact Center email queue can contain a maximum of 900 messages. If an email queue
contains more than 900 messages, and the email queue's email script includes the Forward to
queue script object, then 8x8 Contact Center initiates overflow processing.

Exit points:

The Forward to queue script object transfers control to the script sequence specified within the fol-

lowing labeled conditions:

= routed equals true if the email queue does not contain more messages than specified by the
Maximum number of emails waiting text entry area, or no more than 900 messages.
8x8 Contact Center places the new message in the current email queue.

m overload equals true if the email queue contains more messages than specified by the
Maximum number of emails waiting text entry area, or more than 900 messages.
8x8 Contact Center places the new message in the queue specified in the Select queue list.

Use the Label email script object to insert a named point into the email script. The labeled script object
can then be accessed by other script statements, such as the Goto script object, described later in this
table.

Parameters:

In the Label text entry area, type the alphanumeric label used to uniquely identify the element in the
email script.

Labels can contain a maximum of 21 characters, and must be unique within an email script.

Exit points: None

Use the Goto Email script object to direct the script to continue running at some labeled location in the
script.
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Parameters:
= In the Name text entry area, type the alphanumeric label used to uniquely identify the element in
the email script.
Labels can contain a maximum of 21 characters, and must be unique within an email script.
= Inthe Destination list, choose a labeled script location.
The Goto object can reference object labels located "lower" in the email script.
Exit points: None
Reply to Use the Reply to Email email script object to define the email's Subject, From, CC, BCC, etc.
Email Parameters:

In the Label text entry area, type the alphanumeric label used to uniquely identify the element in
the Email Script. Labels can contain a maximum of 21 characters.

In the From text entry area, type the return address for the outgoing email message.
You must type a valid email address or select Use channel email address as From to save the
Reply to Email email script object.

Select Use channel email address as From to place the email channel's address in the outgoing
email message's From area.

You must select Use channel email address or type a valid email address in the From text entry
area to save the Reply to Email email script object.

In the CC text entry area, to send a carbon copy of the outgoing email message to one or more
additional recipients, type the recipients' properly-formatted email address. The CC text entry area
allows you to type up to 80 characters.

In the BCC text entry area, to send a blind carbon copy of the outgoing email message (a copy
whose email address is concealed from other addressees) to one or more additional recipients,
type the recipients' properly-formatted email address.

The BCC text entry area allows you to type up to 80 characters.

In the Subject text entry area, type an optional subject line for the outgoing email message.

The Subject text entry area allows you to type up to 40 characters.

In the Content text entry area, type the message contents.

Exit points:

The Reply to email script object transfers control to the script sequence specified within the following

labeled conditions:

Version 9.14

415



Summary of email script objects

8x8
Email
Script Description
Object
= sent equals true if 8x8 Contact Center did not receive an error when it sent the reply email
message.
= not sent equals true if 8x8 Contact Center received an error when it sent the reply email message.
Delete Use the Delete Email email script object to delete the email message being processed by the Email
Email script.
Because the Delete Email script object deletes the current email message, use the object as the final
action in an email script.
Parameters:
In the Label text entry area, type the alphanumeric label used to uniquely identify the element in the
Email Script. Labels can contain a maximum of 21 characters.
Exit points: None.
Stop Pro- | Use the Stop Processing email script object to stop performing the email script.
cessing Parameters:
In the Label text entry area, type the alphanumeric label used to uniquely identify the element in the
email script.
Labels can contain a maximum of 21 characters.
Exit points: None
Check Pick- Use Check Picklist to filter emails based on the customer type and send them to their respective

list

queues for better customer experience. For example, if a company wishes to prioritize their premium
customers and offer to assist them quickly, agents can prioritize and route the emails from customers
based on their account type, say Platinum, Gold, and Bronze. Emails received from Platinum customers
can be routed to a dedicated queue for faster processing. To take advantage of the check picklist
object, you must first define the desired Customer field of picklist data type in the Local CRM and then
select this field in the email script.
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Email script examples

An 8x8 Contact Center email script uses the information contained in an email message to route the message to one or
more email queues. Use 8x8 Configuration Manager to create email scripts.

The following procedure illustrates how to combine 8x8 Contact Center email script objects with script object control

flow features:
m Delete email messages that contain viruses.
m Inspect an email message subject line.
m Route email messages to queues.
m Insert stop processing objects into email scripts.

m Enable an email channel.

Before you begin

The procedure in this section assumes that you have used 8x8 Configuration Manager to create at least one email
gueue. For details on creating email queues, refer to Create Email Queues.

Best Practice: Before editing a 8x8 Contact Center script, disable the email channel.

To disable the email channel:
1. From the Configuration Menu, open Channels.

2. Gotothe Email tab.

3. Find the desired channel, and click

4. Inthe Properties tab, clear This channel is enabled.

5. Click Save.
For details on email channels properties, refer to Configure Email Channel Properties.

Delete Email Messages that Contain Viruses

If your email server does not provide protection against email viruses, include the Check Virus script object at the top of
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all your email scripts to help protect your contact center from malicious email messages.

To inspect the email messages for viruses:

1. From the Configuration Menu, open Scripts.

2. Gotothe Email tab.

3. Find the desired script, and click

4. Inthe Scripttab, click Email Routing, then click [add].
5. Inthe Insert object selection list, select Check Virus.

6. Enter an Object tag, such as <CV01>, and click OK.

8x8 Configuration Manager adds the Check Virus script object to the script. The Check Virus script object contains
the exit points labeled infected and not Infected.

7. Delete any email messages infected by viruses:
a. Under the Check Virus script object, click [add] next to infected.
b. Inthe Insert object selection list, select Delete Email.

c. Enteran Object tag, such as <Delete Infected>, then click OK.

Use the same script design principles to incorporate the Check Spam and Check Flood objects into an email script.

Use the Check Subject in the email script to inspect the subject line of incoming email messages for a particular string.

To inspect an email message's subject line:
1. Inthe above example, click [add] next to not infected.
In the script object selection list, select Check Subject.
Enter an Object tag, such as <CS01>.
In the Select Operator list, choose Contains.
In the Pattern text entry area, type <ADV>.

Clear Use pattern as a POSIX extended regular expression and Negate comparison.

N o g b~ 0D

Select Case Sensitive.
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8. Click OK.
8x8 Configuration Manager inserts the Check Subject script object below not infected.

Home Scri p‘ts » Ema“ » S{: ri p‘t

Security

Agent Grou pS

Agents .
. Support Email

Queues/Skills
< Back to script list

Channels

Scripts Froperties Script

CRM .

Support Scri pt

Center - «/» Email Routing

Outbound - @ Check Virus [CheckVirl]

& infected
L@ Delete Email [Delete]
=~ not infected
=~ Check Subject [CheckSubl)]
----- matched
L pot matched

Setup

Route Email Messages to Queues

Use the comparison results returned by the Check Subject to route email messages.

To use the results Check Subject to route the message:
1. Delete email messages that contain a certain string, such as <ADV>, in the subject area.
a. Under Check Subject, click [add] next to matched.
b. Select Delete Email from the Insert object list.

c. Enteran object tag, such as <DelADV>, then click OK.
The email script deletes all incoming email messages that contain <ADV> in the subject line.

2. Forall messages that do not contain <ADV> in the subject area, route the message to an email queue.

a. Under Check Subject, click [add] next to not matched.

b. Select Forward to queue from the Insert object list.
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C. Enteran object tag, such as <EmailQ01>.

d. Inthe Select Queue list, choose an email queue.

e. In Maximum number of emails waiting, type <100>, and click OK.

Home Scrip‘tg » Email » S{:rlpt

Security

Agent Groups

Support Email
¢ Back to script list

Froperties Script

Script

B- </» Email Routing
B @ Check Virus [CheckVirl)
& infected
. (D Delete Email [DeleteVir]
Campaigns B not infected
B[ Check Subject [CheckSubl]

sroadcast -
Broadca = matched

Integration . (@ Delete Email [DeleteSub]

B~ not matched [ add ]

- routed
- overload

= 3 Forward to Queue [SupportQ)

Email script examples

3. If the message does not exceed the value specified by Maximum number of emails waiting, then stop script

processing:
a. Under Forward to queue, click [add] next to routed.
b. Select Stop processing from the Insert object list.

c. Enteran Object tag, and click OK.
After routing the message, the script stops.

4. If the message exceeds the value specified by Maximum number of emails waiting (in the email queue), then send

the email to an overload queue:
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a. Under Forward to queue, click [add] next to overload.
b. Select Forward to Queue from the Insert object list.
C. Enteran Object tag.

d. Enterthe Maximum number of emails waiting.

e. Click OK.
Use the Forward to Queue script object to specify a secondary email queue that receives messages that
exceed the primary queue's Maximum number of emails waiting setting.

f. Click to Save your script.

The procedure discussed in Route Email Messages to Queues illustrates the use of the Stop processing email script
object to end the operation of an email script.

Insert Stop processing objects at all points where you intend the script to stop. Doing so ensures that the script always
behaves as designed.

Perform the procedure in this section to enable an email channel, and run the channel's email script.

To enable the email channel:
1. From the Configuration Menu, open Channels.

2. Gotothe Email tab.

3. Find the desired script, and click

4. Inthe Properties tab, select This channel is enabled.

5. Click Save.
The 8x8 Contact Center puts the email channel and associated script into service.
You can now send test messages to the email channel to validate the operation of the script. For details on email
channel properties, refer to Configure Email Channel Properties.

Version 9.14



Create intelligent VR

8x8

Create intelligent IVR

8x8 Contact Center provides speech recognition and natural language processing on all incoming calls. A set of pre-
built templates can be modified to easily implement solutions, such as appointments, bill reminders, and inbound IVR
call treatment with integrations.

The intelligent IVR supports:
m Automated speech recognition (ASR)

= Natural language processing (NLP)

Features

The Intelligent IVR provides the following advantages:
= Allows customer requests without using Dual-tone multi-frequency (DTMF) interface.
m Increases efficiency of agents.
m Reduces cost of business.

m Improves customer experience.

Check out the instructions in the following pages to learn how to set up intelligent IVR.
m Studio Reference Guide
m Studio APl Documentation

m Nodes or building blocks in call flows
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Configure Local CRM

The 8x8 Contact Center's local Customer Relationship Manager or Local CRM, gives you the ability to manage
customer and case data. Use the CRM page in 8x8 Configuration Manager to define the Customer and Case fields to
identify and characterize interactions. For your contact center, you have the option to use Local CRM or a third-party
CRM such as Salesforce or Zendesk that 8x8 Contact Center supports out of the box.

E Note: You must select either the Local CRM or a third-party integration for customer relationship
(- :| management. They cannot be used together.

Features

m Manage customer and case data in your contact center using the Local CRM. It is perfect for organizations that do
not already use a CRM.

m Deliver screen pops of critical customer information to make every agent interaction more efficient.
m  Solve customer problems more quickly and increase customer satisfaction.
= Integrate and combine information from other software and sources in the same screen.

m Define custom fields in the CRM to suit the needs of your organization.
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Configure Local CRM

To configure Local CRM, click CRM in the Configuration Menu. In the Fields tab, the Predefined column identifies the

default set of customer and case fields.

CRM » Fields

Fields Escalation Rules  Properties Import
Field Lists
Customer Fields Case Fields Follow-up Fields Task Fields

Add Customer Field: (¥) Customer Field

Order Customer Fields Label Internal Id  Data Type
customers.|ast_name “Last Name
customers.email Email
customers.password Password

customers.generate_pass.. Generate Pas.. -

customers.voice Voice
customers.fax Fax
customers.alternative Alternative

customers restrict_custom... Restrict Custo... -

1 customertype Customer Type cf contactt... Picklist(1)
2 phene Phane cfo1 Text(50)
3 email2 Email {Additio... cf02 Text(50)

Note: Drag and drop to change display order of fields an Agent Desktop.

Predefined
yes{System)
yes{System)
yes(System)
yes{System)
yes{System)
yes(System)
yes{System)
yes{System)
yes

no

no

Unique
no
no
no
no
no
no
no
no
no
no

no

Read Only

Hidden
no
no
no
no
no
no
no
no
no
no

no

Used in Outbound Setup

i
VAl

Configuring Local CRM involves:

Version 9.14

Understanding customers, cases, follow-ups, and tasks

Understanding types of CRM Fields
Configuring CRM fields

Configuring case natification
Configuring CRM properties
Importing data into CRM
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Understand Customers, Cases, and Tasks

8x8 Contact Center provides customer and case management capabilities using its Local CRM. The Local CRM
provides a model for managing the contact center's interactions with customers and stores the contact center's
customer, case, and follow-up data.

The phone, chat, and email scripts in 8x8 Contact Center can use information such as phone number, case number, or
email ID, to locate and display a customer or case record stored in the Local CRM. To manage customer relationships,
the Local CRM provides the following hierarchy of standard objects:

m Customer
m Case
m Follow-up

m Task

Customer

A customer object allows creating customer instances with unique account numbers. A customer record stores
information such as name, address, and phone numbers, and offers the capability to customize the customer object
with custom fields.

Case

A case object describes customer feedback, queries, or issues. Agents can create cases to systematically track and
solve customer issues. Agents can quickly create, update, and view cases. They may indicate the status of a case as
open or closed. The standard definition of a case allows adding additional attributes to a case by stating its status,
visibility, severity, and priority.

For example, a support agent at AcmedJets creates a case when a customer calls in reporting scheduling issues with
private jets. The support agent captures and records the customer-reported issue by creating a case.

Follow-up

A case may have multiple follow-ups before it is resolved. Each communication regarding the case from its creation
until it is closed may be recorded as individual follow-up instances. This may include notes as well as email
communications regarding the case. The Follow-up object allows tracking how a case is resolved by creating multiple
follow-up records.
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Task

A Task refers to a call, email, meeting, chat, or any other type of contact made with a customer. A task organizes and
helps agents track all interactions associated with a customer. The task object serves to create and manage all tasks
agents plan to perform or have performed, such as making calls or sending mails. For example, agents can create a
task to schedule a phone call to a customer, and set a reminder. A reminder pops up a few minutes before the
scheduled call.

Integrate with External CRM

The 8x8 Contact Center also supports integration with External CRMs, such as NetSuite and Salesforce. If your 8x8
Agent Console integrates with an External CRM, your contact center supervisor provides you with the information you
need to use the CRM to manage your customers, cases, and follow-up activities.

Version 9.14

426



Understand types of CRM fields

8x8

Understand types of CRM fields

8x8 Contact Center administrators can view, create, and configure Local CRM fields in 8x8 Configuration Manager.
Once configured, agents can access the CRM information via 8x8 Agent Console. 8x8 Contact Center supports
customization abilities in the Local CRM for your convenience and better usability.

The CRM fields are categorized into three types in 8x8 Configuration Manager:

m System-Predefined Fields: View-only system fields. You cannot create, edit, or delete System-Predefined
Fields. They are marked by yes (System) under the Predefined column in 8x8 Configuration Manager.

m Predefined Fields: You can view and edit predefined fields, but cannot create or delete them. They are marked
by yes under the Predefined column in 8x8 Configuration Manager.

m Custom Fields: You can create, view, edit, or delete custom fields. They are marked by no under the Predefined
column in 8x8 Configuration Manager.

To view the system-predefined fields:

1. From the Configuration Menu, open CRM.

2. Gotothe Fields tab.
The system-predefined fields are visible under all tabs: Customer Fields, Case Fields, Follow-up Fields, and Task
Fields.

Fields Escalation Rules  Properties  Import

er Fields Case Fields Follow-up Fields Task Fields I

Add Customer Field: (¥ Customer Field

Order  Customer Fields Label Internalld  DataType Predefined  Unique  ReadOnly  Hidden Used in Outbound Setup
customers last_name “LastName - - yes(System} f| no no no no -
customers.emat Emai - - yes(System) | no no no no
customers.password Password - - yes(System) | no no no no
customers.generate_pass.. Generate Pas... - - yes(System) f| no no no no
customers.voice Voice - - yes(System) | no no no no
customers.fax Fax - - yes(System) f| no no no no
customers.alternative Alternative - - yes(System) | no no no no

- customers.restrict_custom... Restrict Custo... - - yes(System) | no no no no

1 customertype Customer Type cf_contactt... Picklist(1)  yes no no no no P

2 phone Phone cfo1 Text(50)  no no no no no 2w

3 email2 Email [Additio... cf02 Text(s0)  no no no no no 2w

Note: Drag and drop to ¢h play order of fiekds on Agent Desktop.
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The following table summarizes the options available when creating or editing a field under CRM > Fields:

CRM Field
Option

Data Type

Field Name

Display
Label

Default
Value

Maximum
Length

Mandatory

Value Must
be Unique

Read Only
Hidden

Description

Choose the type of data to add:
m Text
= URL

Number

Date

m Pick List
As you select a data type, 8x8 Configuration Manager enables or disables Add Field options.

Type the name of the custom field. It can be a maximum of 32 alphanumeric characters.

Type the label that the 8x8 Contact Center displays for this field in 8x8 Agent Console. It can be a
maximum of 32 alphanumeric characters.

For Text, URL, Number, and Date data types.
Type the default value of the CRM Field. It can be a maximum of 85 alphanumeric characters.

For Text, URL, and Number data types.
Type the maximum number of characters that an agent can type into this field. The value varies
based on the data type of the field, as follows:

m Text: Up to 4000 characters (4000 bytes)
m URL: 200 characters

m Number: 255 characters

For Text and Number data types.
Select this option to make the field mandatory.

For Text and Number data types.
Select this option to require the Agent to supply a unique value for the field.

Select to prevent users from modifying the value of this field.

Select to hide this field on 8x8 Agent Console.
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CRM Field
Option
Show on
Customer
View

Pick List
Values

Existing
Records
Value (N/A)

Include this
value in Pick
List

Show as a
tree

Description

This feature is not accessible via the Customer Fields tab.
Select to see this option to be visible in customer view.

This option is available for the Pick List data type only.

Click Edit Pick List Values from the drop-down menu, and enter the desired values for pick list
field. For example, if your pick list field is Car Type, your values could be Sedan, SUV, Van, and
Pickup Truck.

This option is available only for the Pick List data type.

While adding pick list values, you can select one of the values for the existing customer records.
This automatically populates existing records, with the selected value visible on 8x8 Agent
Console.

This option is available only for the Pick List data type.
This option includes the pick list value in the list.

This option is available only for the Pick List data type.
Selecting this option will present the choices in a tree (multi-level) format in 8x8 Agent Console.

3. Enterthe field properties, and Save.
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Follow the above instructions to create new Case, Follow-up, and Task fields.
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Configure CRM fields

The 8x8 Contact Center Local CRM allows administrators to create custom fields, such as customer instances with
unique dates of birth or dates of employment. A customer record stores information such as name, address, and phone
numbers, and offers the capability to customize the customer object with custom fields. Use the Fields tab in 8x8
Configuration Manager to specify a custom field for the Local CRM.

S Note: You can create up to twenty custom fields within each CRM object: Customer, Case, Task, or
gy Follow-up.

Create New CRM Customer Fields
1. From the Configuration Menu, open CRM.
2. Gotothe Fields tab.

3. Click Customer Field.
The Add New Custom Field (Customer) page appears.

4. Enter the field properties, and Save.
Follow the above instructions to create new Case, Follow-up, and Task Fields.
For a summary of the options, refer to Types of CRM Fields.

S Note: You can create up to twenty custom fields within each CRM object: Customer, Case, Task, or
= Follow-up.

Customize the Display Order of CRM Fields

You can change the display order of CRM fields. The CRM fields appear under the Customer, Case, Task, and Follow-
up objects in 8x8 Agent Console. This feature is available to both custom and predefined fields. The system-predefined
fields cannot be moved. For example, in Customer Fields, you can only move the customertype predefined field, in
addition to the custom fields you have created.

To customize the display order of the CRM fields:
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1. From the Configuration Menu, open CRM.
Go to the Fields tab.

3. Select a predefined or custom field and drag it to the desired row, then drop.
The new order appears in 8x8 Agent Console.

CRM » Fields [0}
Fields Escalation Rules  Properties Import

Field Lists
Customer Fields Case Fields Follow-up Fields Task Fields

Add Customer Field: (¥ Customer Field

Order  Customer Fields Label Internalld  DataType Predefined  Unique  ReadOnly  Hidden Used in Outbound Setup
customers last_name *LastName - - yes(System)  no no no no -
customers.email Emai - - yes(System)  no no no no
customers.password Password - - yes(System)  no no no no
customers generate_pass.. Generate Pas.. - - yes(System)  no no no no
customers.voice Voice - - yes(System)  no no no no
customers.fax Fax - - yes(System)  no no no no
customers alternative Alternative - - yes(System)  no no no no

- customers restrict_custom... Restrict Custo... - - yes(System)  no no no no

1 customertype Customer Type = ~onor q1)  yes no no no no Vi

2 phone Phone B i no no no no no 7@

3 email2 Email [Additio... cf02 Text(s0)  no no no no no 2w

Note: Drag and drop to change display order of fields on Agent Desktap

Save Order Reset

Make Mandatory CRM Fields

You can make any existing or new predefined and custom field as mandatory. Mandatory fields can be added to
Customer, Case, Task, and Follow-up objects. When creating new customer records or cases in 8x8 Agent Console for
example, agents must enter data into fields that are mandatory (such as Name, Email, or Address). Mandatory fields

cannot remain blank.

Note: System-predefined fields are view-only and cannot be edited.

To make a mandatory predefined or custom field:
1. From the Configuration Menu, open CRM.
2. Gotothe Fields tab.

3. Open Customer Fields, Case Fields, Follow-up Fields, or Task Fields.

4. Click to add a custom field, or to edit an existing field.

5. Enter the field properties.
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6. Select the Mandatory check box.
7. Click Save.

CRM » Add a Custom Field

Field Lists

Customer Fields  Case Fields  Follow-up Fields
Add New Custom Field (Customer)
Data Type ® Text © URL O Number
Field Properties

* Field Name phone

* Display Label Phone

* Maximum Length characters

Fields Escalation Rules Properties Impaort

Task Fields

Pick List

Mandatory

Value Must Be Unique
Read Only
Hidden

Save Cancel

Configure CRM fields

In 8x8 Agent Console, a red * appears next to the mandatory field to indicate that a value must be added.

Hide CRM Fields

You can hide any existing or new predefined and custom fields. The hidden fields can be part of the Customer, Case,

Task, and Follow-up objects.

To hide a CRM field:

1. From the Configuration Menu, open CRM.

2. GototheFields tab.

3. Open Customer Fields, Case Fields, Follow-up Fields, or Task Fields.

4. Click to add a custom field, or

5. Enterthe field properties.
6. Select the Hidden check box.
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7. Click Save.
@

CRM » Add a Custom Field

Fields Escalation Rules  Properties Import

Field Lists

Customer Fields

Case Fields Follow-up Fields Task Fields

Add New Custom Field (Customer)

Data Type ® Text © URL O Number O Date © Pick List
Field Properties
* Field Name mytask Mandatory

Value Must Be Unique

* Display Label My Task
Read Only

Default Value

* Maximum Length characters

Save Cancel
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Configure case notification

8x8 Contact Center supervisors can receive an email notification if a customer case has been inactive for some time.

CRM escalation rules allow you to configure case notification in 8x8 Configuration Manager for cases that have been

open but not updated within the specified time.

To configure case notification:

A 0D

o

Version 9.14

From the Configuration Menu, open CRM.
Go to the Escalation Rules tab.
Select the Enable notification check box.

Enter the number of days and hours that a case must be closed before sending an email notification to the

supervisors.
Enter the supervisor's email address.

Select the day and time to receive the notification.

Click Apply.

CRM » Escalation Rules 0]

The following table summarizes the options under CRM > Escalation Rules:

Escalation Rules Option  Description

Enable notification (Time | If enabled, 8x8 Contact Center sends an email notification to the supervisor if a
to Close Notification) case has not been closed within the time specified time.

If the case is not closed in | Select the time interval, in hours and days, that a case must be closed.

Send an email notification | Enter an email address to which 8x8 Contact Center sends the email notification
to when a case has not been closed within the specified period.
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Escalation Rules Option

Notification Frequency

Enable notification (Stall
Time Notification)

If there was no case
activity for more than

Send an email notification
to

Notification Frequency

Description

Select the frequency with which 8x8 Contact Center sends email notifications
about unclosed cases to the specified email address.

If enabled, 8x8 Contact Center sends an email notification to the supervisor if a
case has been stalled (no activity) for the duration time specified.

Select the time interval, in hours and days, during which a case activity must occur.

Enter an email address to which 8x8 Contact Center sends the email notification
when a case has been inactive for the specified duration of time.

Select the frequency with which 8x8 Contact Center sends email notifications
regarding cases that are not closed or do not have any activities.

An email notification is sent to the supervisor.

The following untouched cases
have exceedead the maximum
time of 7 days, = 0 hours:

Showing 2 oldest cases out of
3

Last Assigned|| Case £ Priority || Severity Status Company||Subject

Updated ||To

06/04/18||Sasha 3 Medium || Information |[Open Specialty || Customer

10:33 Solovey Cookies ||Request
Mew Additional
Yaork

06/04/18 4 Medium || Information |[Unassigned ||Specialty || Customer

10:23 Cookies |[Request
Mew Additional
Yaork Follow-up

06/04/18||Sasha 5 High Information || Qpen Specialty |[ Customer

12:59 Solovey Cookies |[Request 2
MNew
Yark
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Configure CRM properties

8x8 Contact Center administrators configure the Properties tab in 8x8 Configuration Manager to specify CRM behavior

in the following areas:
m To define time limit to reopen closed cases
m To assign reopened cases to agents
m Todisplay case and follow-up records using HTML in 8x8 Agent Console

m To disable opening files attached to emails by clicking attachment

To configure CRM Properties:
1. From the Configuration Menu, open CRM.
2. Gotothe Properties tab.
3. Configure the desired setting, and click Apply.

CRM » Properties ®

Fields Escalation Rules Impert

Apply Reset

Integration

The following table summarizes the options under CRM > Properties:

CRM Properties .
X Description
Option
Closed case- | Select the time interval that a closed case automatically reopens within a specified time limit.

automatic re- Specify one of the three possible values:
opening time- m Never: Never opens a closed case automatically.
limit m Always: Always reopens a closed case in the event of a customer follow-up via email.

= Time limit: Specifies the maximum amount of time a case can be closed before it
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CRM Properties
Option

Automatically
assign re-
opened cases
to next agent
handling the
case

Display cases
and follow-ups
using HTML

when available

Disable file
open on
clicking
attachment

Description

automatically reopens.
If a follow-up is received within the time limit, the case reopens automatically. The case
remains closed if a follow-up is received after the time limit. For example, if you set the time
limit to 10 days, a case that is closed today can potentially be reopened within the next ten
days in the event of a customer follow-up by email. Once the time limit expires, the system
creates a follow-up case, but will not reopen the case.

..........................................................................................................

..........................................................................................................

If enabled, assigns reopened cases to the next receiving agent automatically. Reopened
cases normally retain their previous agent assignment.
If disabled, assigns reopened cases to the agent who handled the case previously.

If enabled, supports HTML formatting during the following tasks:
m Creating and editing case records.
m Creating follow-up records.

m Creating notification emails.
If disabled, an agent is restricted to plain-text data while creating or notifying case and follow-
up records.

If selected, the email attachment sent by the CRM customers cannot be opened from within
8x8 Agent Console. Agents can still save the attachment, but are prevented from opening the
insecure attachments.
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Understand CRM import

If 8x8 Contact Center administrators receive customer data in a CSV file, they can import the data to their 8x8 Contact
Center customer file using the Imports tab of the CRM page in 8x8 Configuration Manager. To import data from a CSV
file, map each column name from the CSV file to an existing customer contact field. If you have additional fields that do
not map to the existing fields in the contact record, you must create custom fields to hold this data.

The data import feature allows a maximum of 50,000 records to be loaded per session, and the records are loaded in
increments of 100. Use the Imports tab to view the progress of the current import, including error message for records
that cannot be loaded.

To prevent any failure, complete the following tasks before importing:
= Match the columns in the CSV file with the existing CRM fields.
m Create custom fields for additional fields in the CRM page.
m Verify that the email information is unique for each record.
m Confirm that the records with pick list values match the pick list values defined in the CRM field of pick list data
type.
= Enterdatesin MM/DD/YYYY format.

= Verify you have data for all mandatory fields, such as First Name and Last Name.

= Confirm the data length of mapping column in the CSV file matches the data length of the mapped customer field
in the CRM.
The following table provides the data length of CRM customer fields:

CRM Customer Field Data Length
First Name 30
Last Name 30
Email 40
Company 50
Voice 38
Fax 38
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CRM Customer Field
Alternative
Password
Comments

Primary Address, Secondary Address
Street (line 1)

CityStreet (line 1)

State

Zip

Country

Custom field - Text

Custom field - Number

Data Length
38

15

400

50
50
40
30
15

up to 4000 (4000 bytes)
255

Understand CRM import
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Import customer data into Local CRM

Import customer data into Local CRM

8x8 Contact Center administrators follow the procedure below via 8x8 Configuration Manager to import customer data
into Local CRM.

To import customer data into Local CRM:

1.

From the Configuration Menu, open CRM.

2. Gotothe Importtab.

Version 9.14

Campaigns

Broadcast

CRM » Import

Fields Escalation Rules

Step
1 Import CSV File

-

Properties Import

*Importacsvfile | Choose Files | No file chosen

Next >>

Click Choose Files to select the Comma-Separated Value (CSV) file containing your customer information from

your file system.

Click Next.
The mapping screen appears. This screen allows you to map a column in the CSV file to a field in the customer file

of the 8x8 Contact Center CRM. The column names from the CSV file are available in the pull-down menu, as

shown below. Select a column name of the CSV file from the pull-down menu, and map it to the matching field in
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the 8x8 Contact Center customer file.

Import customer data into Local CRM

Fields

* First Name

* Last Name
Email
Company
Customer Type
Voice

Fax
Alternative
Password

PBX

Comments

General Information

CRM » Import

Escalation Rules

Step
2 Customer Information

-

Primary

Street(line1)
Choose an item Street{line2)
Choose an item City
Choose an item State

Choose an item Zip
Choose an item Country
Choose an item
Choose an item
Choose an item
Choose an item

Choose an item

Properties Import

Choose an item
Choose an item
Choose an item
Choose an item
Choose an item

Choose an item

Secondary Address

Streetfline1)
Streetfline2)
City

State

Zip

Country

Choose an item
Choose an item
Choose an item
Choose an item
Choose an item

Choose an item

Custom Fields
Customer Type
Phone

Email (Additional)

<< Back

Choose an item
Choose an item

Choose an item

Next >>

5. Click Next.

The summary page opens and shows the mappings selected.

Fields

First Name
Last Name
Email
Voice

Fax

CRM » Import

Escalation Rules

Properties Import

Step

-

General Information
UserFirstName (col1)
UserLastName (col2)
UserEmail (col3)
Useroice.Number (cold)

UserFaxNumber {col6]

<< Back

Start

6. Click Start to initiate the import.

OR

Click Back to modify the settings.

On initiating the import, the progress is displayed on the screen. The import is committed to the database in

increments of 100 records at a time. Statistics about the import are displayed as well.

7. You can save the import report on the local file system.

Version 9.14



3 B About 8x8 Auto Dialer with campaign management
X

About 8x8 Auto Dialer with campaign management

8x8 Auto Dialer with campaign management enables retrieving data from your Local CRM or importing data from an
External CRM, creating campaigns, running campaigns, and tracking responses.

8x8 Contact Center supports preview, progressive, and predictive dialing modes to better manage outbound
telephone-based campaigns to meet your business needs. Automate your outbound dialing and maximize the
productivity of your contact center agents. Empower your agents to connect with prospects and customers more
effectively, and boost conversion rates as well as customer satisfaction. The progressive and predictive dialing modes
call numbers automatically from campaign calling lists, screen for busy signals, voicemail, no-answers, and
disconnected numbers, connecting agents to only live-answered calls.

Learn more about the dialing modes.

A campaign enables you to search, generate, and feed a campaign call list to an outbound phone queue, facilitating
automated outbound dialing. Campaigns pull data from the customer object of the Local CRM, or any CRM object,
such as lead, account, or contact containing phone data from the Salesforce CRM. Campaigns are assigned to
outbound phone queues, while agents assigned to these queues are offered campaign calls.

. &—_ Note: 8x8 Auto Dialer supports generating campaign call lists directly from the Salesforce CRM if 8x8
E:ﬁ Contact Center integration for Salesforce is set up. For all other External CRM integrations, the data
must be imported from the External CRM into the Local CRM to generate campaign call lists.

Features

8x8 Auto Dialer provides capabilities to generate a campaign call list, create, run, and recycle campaigns. The Dialer
allows you, as an administrator, to:
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m Manage and automate outbound dialing campaigns extracting data directly from yourLocal CRM or imported from
an External CRM application.

= Support blended call centers; agents can be setup to process inbound and outbound calls with priorities, skills, and
skill levels.

m Define global properties for campaign management, which include selecting CRM objects and fields, and
uploading audio messages for campaigns.

= Assign a campaign to an outbound queue.
= Upload and assign pre-recorded messages to campaigns.

m Search and retrieve records from the Local CRM or Salesforce CRM to generate a campaign call list, and feed the
list to an outbound queue.

m Map transaction codes to automated disposition actions to schedule a call back, or try to call again.

= Control and monitor campaigns.

Limitations

m  8x8 Auto Dialer is limited to customers who use the Local CRM and Salesforce CRM.

= Available only to agents who are logged in to the Salesforce CRM Multi Channel interface. CTl Connect is not
supported.

Dialer campaigns work in cycles

A key characteristic of nearly all dialer campaigns is that it is rare to reach the desired number of contacts after a single
pass through a list. Therefore, campaign lists are recycled again and again using disposition codes from earlier cycles to
alter selection and sort strategies to create new campaigns.
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Dialing modes

The dialing mode of a campaign determines the pace at which calls are dialed out and connected with contacts.
Whether you want to connect calls to agents first and then dial out to the contacts or want to connect agents to live
answered calls, the dialing modes offer options to meet your business needs.

Prior to the 8x8 Contact Center 9.12 release, the 8x8 Auto Dialer was available in preview dialing mode. In the 9.12
release, we have introduced progressive and predictive dialing modes.

In preview dialing mode, agents are presented with customer records for preview before dialing out. The agent is given
a choice to select the phone number and start the call, reject the call or skip the call if allowed, and view the next
customer record. If no choice has been made within a certain predefined time limit, the system automatically dials out
to the customer, provided the dial call action is configured within the campaign properties. If the agent chooses to skip
the call, the next record is presented, and the procedure is repeated, until the records in the campaign have been
exhausted.

The preview dialing mode is most suited to campaigns which require preparation before the conversation. For example,
In a complex sales call where the agent needs to decide the best approach to the call preview dialing is more suited.

The diagram below shows the call flow in preview dialing mode. The agent previews the customer record and begins the
call. The agent may preview and reject the call which forces the agent to go on break, The agent may skip (if allowed)
the offered call and move to the next record.

Preview Queue

/

[ Customer 3 ][ Customer 2 }[ Customer 1 ]

Preview dialing allows agents to view the information they need to serve customers efficiently with a complete history of
previous customer interactions and notes to review before calling them. This experience may vary if you are using
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Salesforce in the Outbound Setup. Preview dialing provides agents with enough context to complete the interaction,

instead of expecting agents to gather context during the call.

Preview dialing allows the system to initiate the call if the agent does not, and enhances agent productivity via answer

machine detection, persistent agent connection, automatic transaction codes for unanswered calls, and carrier call

blocking on the Do Not Call lists prior to connection.

The

8x8 Preview Dialer:

8x8 Progressive Dialer is an automated telephone dialing system that only connects agents to calls answered by a live

person. The system automatically paces dialing and only dials when an agent becomes available. The dialer screens

out busy lines, answering machines, and no answers automatically so that agents are connected to a live caller.

The progressive dialing method is straightforward. In every moment we compute the number of agents who are

available and can receive calls at this moment. The corresponding number of calls are made.

The
n
| ]

The

8x8 Progressive Dialer:

Automates the time-consuming process of dialing numbers and removes the need for manual dialing.
Reduces wait time, eliminates errors in manual dialing and dramatically increases productivity.
Connects only live answered calls to agents.

Ensures each connected outbound call is delivered to an available agent.

Detects calls with busy signals, answering machines, and disconnected numbers and dispositions them
automatically with wrap-up codes.

Supports sequential dialing of up to 22 phone numbers for each contact on the call list.

diagram below shows the progressive dialing mode call flow.

Finds an available
Agent

Agent available ~ Waits for 8
Customer to
Al

System Dials

- X A

Progressive Queue

Connected

-[ Customer 3 ] [ Customer 2 ] [ Customer 1 ]

Selects next
entry in
Queue

Filters

+ No-Answer 8
- Engaged

- Answer Machine

- Unobtainable

- etc..

Agent views
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The progressive dialing mode is more efficient than the preview method, since it connects agents to live calls and
automatically screens failed calls. On the other hand, agents do not have the opportunity to preview and prepare for the
call.

8x8 Predictive Dialer initiates outbound calls based on a preset dialing ratio before the agent is free to handle the next
call. Predictive dialing is the most productive and most aggressive dialing mode. In predictive dialling mode the system
dials multiple records simultaneously and connects answered calls to agents. Unanswered calls are automatically
dispositioned with appropriate wrap-up codes.

The predictive dialer uses a complex algorithm to keep agents as productive as possible. It predicts the rate at which it
will find live calls and adjusts the number of calls being overdialed so that an agent is available to handle the calls. As
soon as an agent finishes one call they can move on to the next call right away. If you want to maximise agent talk-time,
the predictive dialing mode typically provides the best results. This will greatly improve agent efficiency and campaign
productivity.

The diagram below shows the progressive dialing mode call flow.

Anticipated Agent
Availability
controls dial rate

na
Agent

Waits for

Predictive Queue SystemDials  Customer to

Multiple numbers  Answer
—( Customer 3 ] ( Customer 2 ] [ Customer 1 ]

X

I Filters
Schedules Selects next Controls
entries in
Re-dials i dialrate . No-Answer
+ Engaged

Agent views Customer
Customer

Screen Pop

Answer Machine
Unobtainable
etc.

Belbelbelbe
]
S

Features

8x8 Predictive Dialer offers the following features:
= Dials more calls than the number of agents available, only ever presenting live answered calls to the agents.
m Estimates how many calls need to be placed, in order to get idle agents busy on live calls as quickly as possible.
m Automates the dialing of the campaign calls, in quick succession.

=  Supports sequential dialing of up to 22 phone numbers for each contact on the call list.
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= Allows campaign admins to customize (from default 3% ) the Abandoned Rate which refers to the rate at which
calls are being abandoned due to non-availability of agents.

= Allows campaign admins to customize (the default 15) seconds of ring-time; Usually when answer-rate is low,
customers want to increase ring time.

m Detects unanswered calls, such as answer machines, bad numbers, number busy or unanswered and automatically
dispositions them.

= Allows campaign admins to customize how many retry attempts the system will make for unanswered calls and
abandoned calls.

= Improves agent efficiency and campaign productivity via automatic answer machine detection, persistent agent
connection, and carrier call blocking.

m  Monitors the calling statistics in real time using the pacing algorithm.

= Supports safe harbor audio messages for abandoned calls.

Risks

While delivering a significant performance boost to contact centres, predictive dialing may result in connected calls with
live individuals which do not have available agents. In this scenario, the dialer allows you to mitigate the risk by playing
a pre-recorded safe harbor message. The message typically should identify the company running the campaign or the
company they are calling on behalf of, provide a free or standard cost call back number, and contain no marketing or
sales information.

= Abandoned call: If the live call fails to connect to an available agent within two seconds, but plays a pre-recorded
safe harbour message, it is considered as an abandoned call.

m Silent call: If the live call fails to connect to an available agent within two seconds and doesn't play a pre-recorded
safe harbour message, it drops. It is considered as a silent call.

Predictive dialers are routinely used in telemarketing, market research, debt collection, and customer service follow-up.

Next steps

After reviewing the capabilities of each dialing mode, you are now ready to begin configuring the 8x8 Auto Dialer. Learn
how to set up the dialer.
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Configure the 8x8 Auto Dialer

As an 8x8 Contact Center administrator, configuring an 8x8 Auto Dialer requires you to define outbound queues, set an
appropriate dialing mode for each outbound queue, define global properties for outbound campaigns, and then create

campaigns by assigning them to the outbound queues.

Configuring the 8x8 Auto Dialer involves the following steps:

If your tenant is provisioned with 8x8 Auto Dialer, the Configuration Menu shows the following tabs:

Version 9.14

m Step 1: Set up an outbound phone queue

m Step 2: Add custom phone fields in the Local CRM (Optional)

m Step 4: Create and control campaigns

m Step 3: Define global properties for outbound campaigns

m Campaigns allows you to create and control campaigns.

m  Outbound Setup allows you to define global properties for managing all campaigns.

Summary Profile
—

Incoming Channels
Phone

Email

Chat

Social

Inbound Queues
Phone

Email

Chat

Woice Mail

Outbound Queues

Phone

Home » Summary

Audio Files

(=T = R =

[ R N

Schedules Dial Plans

Agent Groups
Ungroup
Sales

Support
Marketing

[= TR TV IV
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Step 1: Setup an outbound queue for dialer
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Step 1: Set up an outbound queue for dialer

Every 8x8 Contact Center outbound campaign is directed via an outbound queue. The queue must define the dialing
mode which determines how calls are handled when this queue is assigned to a campaign. It can be set to preview,
progressive, or predictive mode.

To add an outbound queue and set up the dial mode:
1. Log into 8x8 Configuration Manager.
From the menu, go to Queues.

Select to add an outbound queue.

A @D

Define the following queue properties.

& Robin Smith (ryandemo0101)

Queues/Skills » Add Outbound Phone » Properties

< Back to queue list

Properties
Queue type Phaone
Queue direction Cutbound
* Queus name Predictive queue
Outbound Phone script Mone
Default priority g 1=Low 10=High
Post-processing timeout 5 seconds
Voice Recording 25 ]
Dial Mode (for campaigns)  Predictive @
Abandon Percentage 3% @
Agent whisper audio |Acme Sales |

® play Audio

Save Cancel

5. Enter a name, set a default priority, indicate the percentage of calls on this queue to be recorded.

6. Dial Mode (for campaigns): Select the dialing mode for campaigns from the drop-down list of choices. Dial
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Step 1: Setup an outbound queue for dialer

mode defines how calls will be handled when this queue is assigned to a campaign.

! S Note: This progressive or predictive dial mode when applied to a queue impacts the dialing mode in§
| call back scenarios via the API or the IVR. |

m Preview dialer: Offers agents the preview of the customer record before dialing out, either automatically or via
agent action.

m Progressive dialer: Reacts to agent state and uses available data to make calls on behalf of agents in the
background. Dials at a 1:1 ratio (one call for every agent in available status), making calls until a live customer
answers. There is a reduced risk of abandonment but higher agent wait times.

= Predictive dialer: Monitors all agents status for high-performance outbound dialing, predicting the availability
of agents before they end their current call in order to reduce wait times as much as possible. This mode offers
built-in compliance checks for abandonment rate.

If you select progressive or predictive dial mode, you will be presented with a Dialer compliance warning. At the
prompt for dialer compliance, click accept. To learn more about the rules and regulations for dialer compliance
click here.

! S Note: The compliance warning is presented only the first time you use that mode prompting for your§
acceptance. |

Abandon percentage: When you set the dial mode to predictive, you need to specify an acceptable percentage
for abandoned calls. In Predictive mode the dialer will automatically lower the dialing pace when this threshold is
exceeded to decrease the number of dialed calls in order to decrease the percentage of abandoned calls. If the
rate drops far enough below the target then the opposite is true and the dialer will continue to increase the pace
until the maximum percentage is reached or all agents are busy.

................................................................................................................................

................................................................................................................................

Select the audio file for agent whisper. This audio is played to the agent on accepting a call from the queue,
typically used to quickly remind the agent about the intent or context of the call. Learn how to add an audio file for
agent whisper.


https://support.8x8.com/us/cloud-contact-center/virtual-contact-center/administrators/Dialer_Compliance
https://docs.8x8.com/8x8WebHelp/VCC/configuration-manager-general/content/agent-whisper-phone-queues.htm
https://docs.8x8.com/8x8WebHelp/VCC/configuration-manager-general/content/agent-whisper-phone-queues.htm

Step 1: Setup an outbound queue for dialer

8x8

10. Click Save to save the queue properties.

11. Proceed to the remaining steps to identify members serving the queue, to add rules for interaction priority, and to
set an SLA for the queue.
A message displays that the queue is created successfully. Learn more about creating an outbound phone queue.
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Step 2: Add custom phone fields in the Local CRM
(Optional)

By default, the Customer object in 8x8 Contact Center Local CRM offers two predefined voice phone fields: Voice, and
Alternative. You can add additional phone fields to the Customer object to improve the chances of contact with the
customer during a campaign. Let’s say a debt collection company has to track an individual, they may have phone

numbers of relatives listed as well.

To add a custom field to the Local CRM:
1. Log in to 8x8 Configuration Manager.
Go to CRM from the menu.
In the Customer Fields list, click + Customer Field. The Add a Custom Field (Customer) page appears.

Select Text for data type of phone fields.

o w0 DN

Enter the field properties, and click Save. You have now created a custom field. Repeat this task to add more
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custom phone fields if needed.

Adding a custom phone fField in the Local CRM

Learn more about how to configure custom CRM fields.

You will need to mark the new custom fields as phone fields in the Outbound Set up to ensure they are included in
campaigns and dialed in a specified order. Learn more.
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Step 3: Configure the outbound setup

8x8

Step 3: Configure the outbound setup

For campaigns to function successfully, they need to connect to the 8x8 Contact Center Local CRM or Salesforce CRM,
extract data from a specific CRM object, and generate a target call list.

Note: 8x8 Auto Dialer supports generating campaign call lists directly from the Salesforce CRM if 8x8
Contact Center integration for Salesforce is set up. For all other External CRM integrations, the data
must be imported from the External CRM into the Local CRM to generate campaign call lists.

Learn about the prerequisites and how to import the customer list in CSV format and how to add

customers using the CRM API.

Outbound setup enables you to define global properties for campaigns by:
1. Specifying the target CRM properties
2. Defining CRM objects and fields relevant to campaigns
3. Uploading pre-recorded messages to be accessed by campaigns

4. Mapping transaction codes to disposition actions
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Specify target CRM properties
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Specify target CRM properties

A campaign requires a call list of customers or contacts for automated outbound dialing. To generate a call list, you
must access and extract data from the Customer object of 8x8 Contact Center Local CRM or any object in the

Salesforce CRM. To access data from your CRM, you must configure CRM information under Outbound Setup >
Properties.

The Properties tab in 8x8 Configuration Manager enables you to:

m Select a target CRM to extract the call list data.

? Note: 8x8 Auto Dialer supports generating call lists from Local CRM and Salesforce CRM only. For§
| all other External CRMs, the data must be imported to the Local CRM. ;

m Provide and validate the login credentials of your Salesforce CRM account.

To extract customer data from your Local CRM:

1. From the Configuration Menu, open Outbound Setup.
The Properties tab opens.

2. Select Local from the Target Type. Target type specifies the CRM application that stores the data used for
campaigns.

3. Click Save.

To extract data from your Salesforce CRM account:

- Note: 8x8 Auto Dialersupports generating campaign call lists directly from the Salesforce CRM if 8x8
& =) Contact Center integration for Salesforce is set up.
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1.

Select Salesforce from the Target Type drop-down list.

Outbound Setup » Properties

Properties  CRMObjects  AudioFiles  Disposition Action

N
| Targes ype Salesforce |
CRM User Name

CRM Password

- Please use Integration > Screen Pop module to change Target Type.

Specify target CRM properties

Enter your Salesforce CRM User Name and CRM Password to log in to the account. For Salesforce, add the

security token to the password. 1

Click Login Test to validate Salesforce account credentials. If the username and password are correct, the login

test passes.
Click Save.

10btain your authentication token from the original Salesforce email communication or from your Salesforce administrator.
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Add CRM objects and fields

You can create campaigns by extracting call list data from the Customer object in the 8x8 Contact Center Local CRM,

or any object in your Salesforce CRM provided the object has a phone field. To generate a call list based on an object,
you should configure the object with its desired fields in the 8x8 Configuration Manager Outbound Setup. Let's say your
customer record has three phone fields and you want to select them all for campaigns; additionally you want to display

the customer name and email address in the transaction panel for agents to access the facts quickly; you will need to

add these CRM fields in the Outbound setup for campaigns.

Outbound Setup > CRM Objects enables you to define CRM objects and fields to be used in campaigns.

To add a CRM object:

1. From the Configuration Menu, open Outbound Setup.

2. Gotothe CRM objects tab.

Outbound Setup » CRM Objects

CRM Objects

Add Object: () object
Enabled Name In CRM Data Type

object Customer (Object)

field First Name text

field Last Name text

field Phone text

field Emai text

field Fax text

use to reorder CRM Objects/Fields. Also you

Properties CRM Objects Audio Files Disposition Action

Label To Show Agents Phone Field
Customer

First Name

Last Name

Phone
Email

Fax

Test

Default Phone Transaction Field

Used

v

o e
o e
o e
o e
o e

L ®
3. Click Object.

If you selected to generate call list data from the Local CRM, then you can only select the data from the Customer

object. If you selected Salesforce CRM, you can select any object.

4. Enter an object name for Name in CRM.

The data type for the object is automatically populated.
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5. Enteravalue for Label to Show Agents in 8x8 Agent Console.
The following table summarizes the options under CRM Objects:

CRM Objects L.
Option Description
Add Object Lets you add an object from your CRM. If enabled, automatically populates the CRM
Objects field while creating a campaign. If disabled, prevents creating a campaign based
on the CRM object. Enter the following information to add a CRM object:
= Name in CRM: Enter the name of the object from your CRM. Make sure the object
name matches the value in the CRM.
= Data Type: Select the most appropriate data type from the drop-down list.
= Label to Show Agents: Enter a label to show on the transaction panel of 8x8 Agent
Console.
= Phone Field: Applies to a phone field only. If checked, displays the phone number to
the agent on the transaction panel.
= Default Phone: Applies to a phone field only. If checked, dials the number if an agent
fails to select a number.
= Transaction Field: Applies to any field. Shows the field on the transaction panel of
8x8 Agent Console.
= Revert Edits: Reverses edits before the last save.
Add Field Lets you add a field under the selected object. You can add any number of fields to filter

your campaign call list. If disabled, prevents filtering a call list based on the CRM field.
Enter the following information to add a CRM field under an object:

= Name in CRM: Enter the field name from your CRM. Make sure the name matches
the value in Field Name.

= Data Type: Select the most appropriate data type from the drop-down list.
= Label to Show Agents: Enter a label to show on 8x8 Agent Console.

= Phone Field: Applies to a phone field only. If checked, displays the phone number to
the agent.
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CRM Objects .
Option Description
= Default Phone: Applies to a phone field only. If checked, dials the number if an agent
fails to select a number.
= Transaction Field: Applies to any field. If checked, shows the field on the
transaction panel of 8x8 Agent Console.
= Revert Edits: Reverses the edits before the last save.
Move Up Moves a CRM object or field up from its current position.
Move Down Moves a CRM object or field down from its current position.
Delete Deletes a selected object or field. For more information on deleting objects and fields, see

how to delete CRM objects below.

......................................................................................................

—i Note: You cannot delete an object without deleting its fields.

.......................................................................................................

Save/Revert/Revert| = Save: Saves all changes.

Edits = Revert: Reverses all changes before the last save.

= Revert Edits: Reverses the previous edit.

Add a CRM field to the Outbound Setup

To add a CRM field:
1. From the Configuration Menu, open Outbound Setup.

2. Gotothe CRM objects tab.

i)
3. Click = next to the Object in the top row. Notice that another field is added.

4. Enteranamein Name in CRM for the field.

................................................................................................................................

................................................................................................................................
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5. Select Data Type to match the CRM field data type. If you do not find an exact match, enter the most appropriate
data type. The Dialer supports the Boolean, Integer, Text, Date, and DateTime data types.

................................................................................................................................

................................................................................................................................

6. Entera value for Label to Show Agents in 8x8 Agent Console.

7. Check the Phone Field to indicate if the data is a phone number. Phone Field is used to populate the list of phone
numbers for a particular contact. The number shows on the control panel of 8x8 Agent Console.

1After adding a custom phone field in the Local CRM, you must add it and identify it as a phone field in the Outbound
Setup. This marks the phone number for dialing during a campaign. If the Customer object has five phone fields three
of which are custom fields, and you want to dial all these numbers during a campaign, the custom fields must be
identified as phone fields.
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8.

Version 9.14

Check the Default Phone to assign a default phone number if a contact has more than one number. A default
phone number initiates an outbound call if an agent fails to select a particular number from the list. The number
shows on the control panel of 8x8 Agent Console.

Check the Transaction Field for the field data to show on the control panel of 8x8 Agent Console and in the
External Transaction Data field of Campaigns.

For example, you can select key information such as company name and phone number to show on the control
panel, minimizing the agent's effort to retrieve this information from the contact record details. Custom objects and

fields are supported as well. You can add any number of fields to filter your campaign call list.

Do _/"* Note: For custom objects and fields, suffix the object and field name with <_c>, such as in
. :—_:/j <Client_c>.
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Custom phone fields in campaigns

The following steps are essential to ensure the custom phone fields are included in campaigns and dialed in a specified

order.
Tag the custom field as a phone field in the Outbound Setup

After adding a custom phone field in the Local CRM, you must add it and identify it as a phone field in the Outbound
Setup. This marks the phone number for dialing during a campaign. If the Customer object has five phone fields three
of which are custom fields, and you want to dial all these numbers during a campaign, the custom fields must be

identified as phone fields.

Go to Outbound Setup > CRM Objects. In this tab, you can define the fields to be used in campaigns.

To mark a custom field as a phone number field:

1. Click  atthe end of any row to add a Customer field.

2. Select the custom field you added in the Local CRM previously.

3. Add a label and click the checkbox to mark it as a phone field. This is required to confirm the field as a phone field.
Enable this field for use in campaigns.

4. Optionally, enable Transaction field to select the fields to be shown to agents in the Control Panel > Transaction

information.
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5. Click Test to validate the fields added and click Apply to confirm the changes.

Adding and marking phone Fields for outhound campaings

Let’s say you have multiple phone numbers associated with each customer record and you want the dialer to try calling
all the listed numbers during a campaign to improve the chances of contact. With sequential dialing, the dialer can now
dial upto 22 phone fields. You will also need to determine the order in which they should be dialed. You want to reach a
customer on their business number first, if unsuccessful, dial their home phone; if unsuccessful, dial their mobile
number and so on; you need to list the phone fields in the order of business phone, home phone, and mobile phone by
simply dragging and dropping the rows as desired in the Outbound Setup > CRM fields.

To customize the dialing order of the phone fields:
1. From the Configuration Menu, go to Outbound Setup > CRM Fields.

2. Select the predefined or custom phone field and drag it to the desired row, then drop. Drag and drop all the fields

necessary in the desired order.
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3. Click Apply.

Reordering phone fFields for seguential dialing

Delete a CRM object

To delete CRM objects:
1. From the Configuration Menu, open Outbound Setup.
Go to the CRM objects tab.

3. Select afield or object from the list.

im|
4. Click or Delete. The field is deleted from the list.

5. Click Save.

6. Select the object and click Delete after deleting all the fields under the object.

.,
= :[/ Note: If an object is referenced in a campaign, the Delete button is disabled.

7. Click Save.
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To delete a CRM field:
Select the field, and click Delete.

Note: If afield is referenced in a campaign, the Delete button is disabled.
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Upload pre-recorded messages for campaigns

During a campaign call, an 8x8 Contact Center agent can access and play pre-recorded messages defined for that
campaign to ensure a uniform delivery of the campaign message to all customers. In the Outbound Setup, you can
upload a set of pre-recorded messages which can be accessed by campaigns. When you create a campaign in 8x8

Configuration Manager, you can assign messages specific to the campaign.

Abandoned calls in predictive campaigns need to play a message, typically stating the company the call is from and a
standard call back number. This abandoned message must be played within two seconds of a live answer for

compliance.

Note: Supports audio files in WAV format only.

To upload a pre-recorded message in Outbound Setup:

1. Goto Outbound Setup > Audio Files.

Outbound Setup » Audio Files

Properties ~ CRMObjects  AudioFiles  Disposition Action

Channels Directories Menu ~  Audio Files

Sripts Name Name Size(bytes)  Uploaded On Description
— -3 Outbound Setup Files Mo Records Found.
Support
Center
Outbound
Item Details
2 Add

*Name:

* Description

Upload : Choose Files

2. Select Outbound Setup Files in the Directories section.

3. Click Menu.

The menu provides options to add, delete, or rename a folder. You can add files to folders only.
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4. Select Add Folder.

You are prompted to enter a name for the new folder.

Upload pre-recorded messages for campaigns

Outbound Setup » Audio Files

Properties  CRM Objects  AudioFiles  Disposition Action
Directories Menu v Audio Files
Name [©) Size(bytes)
B3 Outbound Setup Files
=
W
Item Details
£ Add
*Name :

* Description :

Upload : Choose Files

Uploaded On Description

No Records Found.

Done

5. Enter a folder name, and select Create.

The folder appears under the Outbound Setup Files.

Note: Do not include special characters in the folder names.

Properties ~ CRMObjects  AudioFiles  Disposition Action
Directories Menu ~  Audio Files

B3 Outbound Setup Files

Name Size(bytes)
®
s
o

ftem Details

Uploaded On Deseription

No Records Found.

& Add

*Name:

* Description

Upload : Choose Files

Done

7. Entera Name and Description of the audio file.
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8. Click Choose File and select an audio file of the message to upload.

9. Click Play Audio to play and check content of the message.

10. Click Save. The audio file appears in the Audio File Iltems pane.

To upload an abandoned message:
1. Select the Abandoned message files folder, click Menu, and select Add File.

2. Click Choose File and select an audio file of the message to upload. Note: You can upload audio files in WAV
format only.

3. Click Play Audio to play and check the content of the message.

4. Click Save. The audio file appears in the Audio File Iltems pane.
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Map disposition code

Campaign calls seldom reach the desired number of contacts after a single pass through a list. Therefore, campaign
lists are recycled using disposition codes from earlier cycles to alter selection and sort strategies to create new
campaigns. The transaction codes, which indicate call outcomes, can be used to determine how a campaign call needs
to be processed further. 8x8 Contact Center administrators can map transaction codes to automated disposition actions
in 8x8 Configuration Manager for better processing of campaign calls.

Every attempted campaign call may be labeled with a disposition action for follow-up. The supported disposition actions
are Try Again, Schedule Call Back, and Do not Call.
The following table summarizes the resulting disposition actions with examples:

Disposition . .
. Resulting Action
Action

Schedule m Prompts an agent to schedule a callback time.

Call back m Sends a reminder to the agent before the scheduled time if the agent is logged in to their 8x8 Agent
Console or Salesforce account.
m Sends a past-due reminder If the agent logs in past the scheduled time.
m The agent has to manually place an outbound call at the scheduled time.
For example, if you mapped a '‘Busy, Callback' code with a 'Schedule Call Back' action, when an agent
selects the '‘Busy, Callback' code, the agent is immediately prompted to schedule a time for the call-
back. A reminder is sent half an hour before the scheduled time.

Try Again m Offers a call to the contact based on the Retry properties defined for that campaign.
m Retries the call as often and as many times as defined in the Retry properties.
m Drops the record from the campaign list after going through the stated number of retry attempts.
For example, if you failed to reach a contact, you mapped a ‘Reached Voicemail' code with a ‘Try Again'
action, the campaign offers a call to the same contact based on the retry properties defined for that
campaign.
Do not Call | allows marking records, and updating a CRM field with Do not Call disposition information.
For example, the Lead object in Salesforce CRM has a standard Do not Call field. During a campaign
call, you can update this field automatically by mapping a transaction code with Do not Call disposition
action.
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The disposition actions get recorded in the Campaign Transaction Details report. A supervisor can monitor this report,

and follow up with suitable actions.

To access the Disposition Action tab:

1. Goto Outbound Setup > Disposition Action. The tab opens the existing transaction code lists assigned to
queues.

Outbound Setup » Disposition Action

Selected Transaction Code List
Name: Transaction Code Lists

Description:  List of Transaction Codes

Support Outbound Transaction Code List

Center Menu text Report Text
Outbound - Transaction Code Lists

[ Support Inbound

[ Support Outbound

Properties CRM Objects Audio Files Disposition Action

Apply

Reset

Disposition Action *

Note: Disposition actions apply to transaction code lists assigned to queues only. You cannot map?
code lists assigned to agent groups. |

2. Select a code from the list, and assign an appropriate Disposition Action from the drop-down list. The supported
actions are Try Again, Schedule Callback, and Do not Call. Select None where other actions do not apply.

Outbound Setup » Disposition Action

Selected Transaction Code List
Name: Transaction Code Lists

Description:  List of Transaction Codes

Suppor Outbound Transaction Code List

Center Menu text Report Text
Outbound -3 Transaction Code Lists

& Support Inbound

-3 Support Outbound

©-[3 Issue Resolved Issue Resolved
&-[Y Follow Up Follow Up
&-[ No Answer No Answer
@[] Wrong Number Wrong Number
Note:
~ Hover over cellin disposition action column to start editing

Properties CRM Objects Audio Files Disposition Action

Apply

Reset

Disposition Action *

None

Schedule Callback
Try Again

Do Not Call
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Create a campaign

A campaign is an outbound phone-based dialer that enables you to search, generate, and feed a call list to an
outbound queue, facilitating automated outbound dialing. As and 8x8 Contact Center administrator, you can create a
campaign based on the customer object in your 8x8 Contact Center Local CRM or any object defined in your Salesforce
CRM, provided the object has a phone field. You can then define a search strategy to further filter the target call list. On
initiating a campaign, the campaign manager fetches the target call list from the CRM and feeds records to an
outbound phone queue. The agents assigned to the queue are offered campaign calls. If the campaign is in preview
dialing mode, an agent previews a record, and then accepts, rejects, or skips the call. A call can be initiated
automatically after the preview, if no action is taken, and if the auto dial feature is selected. If the campaign isin
progressive or predictive dialing modes, the calls are dialed out to the customers first, when answered live, are then
offered to the available agents.

The Campaigns tab in the 8x8 Configuration Manager lets you quickly create, execute, and manage campaigns.
Additionally, you can sort and filter campaigns based on custom searches.

Here is a checklist of tasks you should complete before creating a campaign:
m Create and identify an outbound phone queue to assign the campaign.
= Assign agents to the outbound phone queue.
m Create a transaction code list to capture campaign call outcomes and assign it to the outbound queue.

= |dentify and set up CRM objects and fields from the 8x8 Contact Center CRM, or Salesforce CRM in Outbound
Setup.

m Upload audio files.

m Identify and map call outcomes that require disposition actions.
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= Optionally you can:
o Determine a daily calling schedule for the campaign.
o Determine the campaign search and sort strategy.
o |ldentify a CRM field to capture the call outcome through transaction codes for recycling a campaign.
o ldentify a CRM field to capture the Do not Call disposition.

o ldentify supervisors to monitor and/or control a campaign.

Main tasks

Creating a campaign involves the following tasks:
1. Define campaign properties
Assign audio files to a campaign
Set preferences for abandoned campaign calls
Assign supervisors to a campaign

Define campaign search criteria

o o M » N

Specify a sort order for a campaign
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Define campaign properties

8x8 Contact Center administrators define properties of a new campaign via Campaigns page Properties tab in 8x8
Configuration Manager. Select an outbound queue to assign the campaign to, define the scheduling attributes (start
and end time of campaigns), and specify the number of retry attempts and more.

To define properties for a campaign:
1. Inthe Configuration Menu, click Campaigns.

o
=

2. Click  toaddanew campaign.

3. Inthe Properties tab, enter or select values for the following properties of the new campaign:

Campaign L.
Description
Property
General m Campaign Name: Enter a campaign name.

Properties. , Queue: Select the outbound queue to which the campaign is directed.

= Dial Plan: Select one of the default dial plans or a custom dial plan from the drop down list of
choices.

. Note: To ensure successful dialing of a campaign, select the appropriate dial
E plan based on the geographical region of the phone numbers included in the

L X / campaign. For example, if the contacts in your campaign are based in the US,
use the US North American Numbering plan or a custom plan.

m Caller ID: Select the phone channel number configured for the tenant to be presented as the
outbound caller ID, or select Anonymous.

= CRM Objects: Select a CRM object from the list configured in the Outbound Setup.

...........................................................................................................

..........................................................................................................
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Campaign
—_ Description

Property

Preview
Properties

This campaign is enabled: Select to enable the campaign.

Answer Machine Detection: If AMD service is provisioned for your tenant, the 8x8 Contact
Center administrators can activate it for the desired campaigns. When selected,

AMD identifies calls answered by a machine instead of people and allocates the calls
answered by people to the available agents. For a machine-answered call, AMD sends a one-
way message to the call routing to end that call and resolve it automatically. For details, see
our content on how to enable AMD.

Show skip button: If selected, it offers agents the choice to skip a call by clicking the Skip
button on 8x8 Agent Console's Control Panel. For details, see our content on how to skip
campaign calls while on Auto Answer.

Automatically apply Transaction Code to system ended calls. If this feature is
provisioned for your tenant, the 8x8 Contact Center administrator can activate it for the
desired campaigns. When selected, it automatically assigns transaction codes to campaign
calls when the destination party is not available to answer the call, or the call cannot be
completed, such as when there is a busy tone or dead line. This also includes identifying
calls that are answered by a machine. For details, see our content on how to automatically
apply transaction codes (Auto-TCL).

Override mandatory Transaction Code selection: If selected, you can let the system
enter system-defined transaction codes, such as blocked number instead of the mandatory
codes selected manually by agents.

Dynamic Campaign: If selected, you can add or remove records from an active campaign.
The new numbers can then be dialed within five minutes while maintaining the original list.
Removing a campaign record does not delete it from the list but will keep the record for the
future reports. For details, see our content on dynamic campaigns.

Carrier Call Blocking: If selected, it detects TCPA-listed phone numbers for US customers
and checking whether or not the phone number is listed on a Do Not Call (DNC) or mobile
block list. If listed, the call is terminated by the carrier and an appropriate Session Initiation
Protocol (SIP) code response is sent back to the interaction router. The call is then handled
by our Auto-TCL and completed. For details, see our content on Carrier Call Blocking.

Preview Timeout: Define a time limit for previewing records before accepting a campaign
call. You can select the agent's default preview time or enter a desirable preview time.




8x8

Version 9.14

Define campaign properties

Campaign

Property

Start and
End Time
(Optional)

Daily Call
Start &

End Time
(Optional)

Description

m Timeout Action: Allows the system to follow one of the options below:

o Dial Call: To place a call to the previewed party automatically once the preview time
elapses.

o No Action: To allow the agent to start, reject, or skip the call.

Select Start and End Date and Time values to schedule a campaign. You can specify a start date
and an end date. If start date and time is not provided, you must start the campaign manually. If
end date is not provided, the campaign stops after processing all the records.

Start Date: Specify a date to initiate the campaign.

Start Time: Specify a time of the day to initiate the campaign.

End Date: Specify a date to end the campaign.

End Time: Specify a time of the day to end the campaign.

...........................................................................................................

..........................................................................................................

Enable and select a daily schedule to further control the time campaign calls are offered to agents
daily. This setting ensures the calls are offered based on a default schedule, or a custom
schedule, and uses either the area code or the time zone of a destination number.

For example, if a campaign follows a default schedule with a daily start and end time configured
at 9:00 and 17:00, the application initiates calls daily only between 9:00 AM and 5:00 PM. The
current time at the destination is computed based on the area code of the destination number or
the time zone specified.

m Enabled: Select to enable the daily call start and end time.
m Schedule: Select a default schedule, or a custom schedule.

m Area Code (US & Canada only): Select this option to offer calls based on the area code of
the outbound phone number.

m Time Zone: Selecting a time zone from the drop down menu offers calls in the specified
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Campaign

Description
Property
time zone. Select from 35 different time zones catering to all over the world.
R — . E
AT Note: Default or custom schedule refers to the schedule specified for the tenant;
= under Home > Schedules. '
Retry Define retry attempts for unsuccessful campaign calls. You can define the retry frequency and

Properties | the maximum number of retry attempts before dropping the number from the call list.
(Optional) | When a campaign runs, the disposition action Try Again places retrial calls based on values
defined in Retry Properties.

Auto Select a CRM field to be updated with transaction code report text or short codes. This data may
Update be used to filter a campaign for further processing.

(0] 1T ) T

Note: The CRM field must be included in the Outbound Setup. You may create a
£—), new CRM field to capture the disposition of each attempted campaign call. For each
E ;f campaign cycle, create a new CRM field to capture the disposition for the cycle.

] -_—1 Otherwise, the disposition from the next campaign cycle overwrites the disposition
in the current cycle. '

Do not Select a CRM field to be updated with Do not Call disposition information.
Call

(optional)

4. Click Save.
You created a campaign successfully. Optionally, you may assign supervisors, create a search query, label a sort
order, and assign pre-recorded messages to the campaign.
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Enable autodial campaign calls after preview

Campaign calls can automatically dial numbers when an agent who has spent all the preview time has not taken any
action. At the end of the preview time if no action is taken, calls are initiated automatically eliminating the need for
manual action by the agent. The 8x8 Contact Center administrators can enable autodialing for each campaign when an
agent’s preview countdown ends. The minimum preview duration is 15 seconds.

To set up autodial for campaign calls after preview:

1. Log in to 8x8 Configuration Manager as an administrator.

Navigate to Campaigns from the menu.

A oD

Select to edit a campaign and scroll down to Preview Properties.

For the Preview Timeout (sec), select use Agent Offer Timeout. The default is 15 seconds.

& Techpy

Home H b
o Campaigns » Properties
< Back to Campaign List

Cha
T Properties
EEH General Properties

* Campaign Name This campaign is enabled

» * Queue Answer Machine Detection
- . Show Skip button
SELE * Dial Plan System Dial Plan: US Nort...
Automatically apply Transaction Code to system ended calls
Campaigns * CallerId Select ID -
Override mandatory Transaction Code selection

* CRM Objects Dynamic Campaign
TP Carrier Call Blocking
T o Preview Properties

* Preview Timeout (sec) Use Agent Offer Timeout Timeout Action Dial Call *
Outbound No Action

Dial Call

StartS-ErdTH
Cha Start Date (3 Start Time

End Date (3 End Time

Daily Call Start & End Time

Enabled Use Area Code (US & Canads only)

Schedule

Time Zone

5. For Timeout Action, select the Dial Call option.
Timeout action allows the system:
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m Dial Call: To place a call to the previewed party automatically once the preview time elapses.

m No Action: To allow the agent to start, reject, or skip the call.

Note: By default, the No action option is selected.
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Enable Answer Machine Detection (AMD) service

In 8x8 Contact Center when the dialer is used in its aggressive mode, it can call more numbers than available agents to
maximize agent efficiency. The dialer needs a service which detects the calls answered by a machine instead of people
and filters them. We have introduced the Answer Machine Detection (AMD) service to identify such calls and allocate
the calls answered by people to the available agents. When the AMD service identifies a machine-answered call, it
sends a one-way message to the call routing to end that call and resolve it automatically. AMD is a learning service and
it needs some time to build an effective library of known audio samples before it reaches the maximum efficiency. Once
the library is created, the AMD service resolves a machine-answered call quicker than the manual effort of an agent.
AMD resolves a machine-answered call when the following acceptance criteria are met:

m There is an active interaction on an outbound call (non-active interactions include wrong numbers, numbers not in
use, system messages).

m The call has a campaign ID from an AMD-enabled campaign.
m The elapsed time of an identified call can be terminated within the locally-configured threshold (two seconds in UK

and US).

Once AMD is provisioned for a tenant, the 8x8 Contact Center administrators can activate it for desired campaigns
under Campaigns.

To enable AMD in 8x8 Configuration Manager:
Log in to 8x8 Configuration Manager and go to Campaigns.
Click to create a new campaign or edit an existing campaign.

Under Properties, select Answer Machine Detection.

A 0 N =

Click Save.

AMD works in conjunction with our new Auto-TCL. The transaction code for such calls appears as "Answer
machine detected" in CRM Cases or under Historical reports.
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Robin (Robin)

@ ordngomane % Miechat,Mi.. X CéllLog (1242) X Geogle, Echip.. X  CallLog (1243) X  Macadaeg,le.. X Calllog )  _CallLog (1244) X _ Aaasani AR X () v
::m: m;:z;m Edit Task
Due Date: 08/05/2019 12:10 o] Status: Closed
Transaction : 1245 Campaign Name;  ACTISts-301-302.303.304-
Status Due Date Last Modified Date  Transaction Code
Closed 25/07/2019 11:3..  25/07/2019 11:36... System Codes: Mobile number blocked
Save Cancel Closed 25/07/2019 11:3..  25/07/2019 11:36:.. System Codes: DNC blocked
Fowereaty 8x8
24/07/2019 16:2. 24/07/2019 16:25.... System Codes: Call rejected
Closed 24/07/2019 16:0°F 019 16:08.... System Codes: Call rejected
Closed 15/07/2019 15:2..  15/07/2019 15:21:... | System Codes: Answer machine detected
; Note: The AMD service is only applicable to the calls routed via campaigns, but not the outbound
: calls placed by an agent.
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Enable Carrier Call Blocking (CCB) Service

8x8 Contact Center is able to detect TCPA-listed phone numbers via Carrier Call Blocking (CCB) service. This feature is
available for US customers only. The Telephone Consumer Protection Act (TCPA) designed to safeguard consumer
privacy restricts telemarketing communications via calls, SMS texts, and fax. To comply with TCPA, we have
introduced Carrier Call Blocking (CCB) service for campaign calls which allows the campaign manager in the Dialer to
apply special routing to two carriers: Brightlink and RSquared. They will then run dialer calls through a service that
checks whether or not the phone number is listed on a Do Not Call (DNC) or mobile block list. If listed, the call is
terminated by the carrier and an appropriate Session Initiation Protocol (SIP) code response is sent back to the
interaction router. The call is then handled by our Auto-TCL and completed.

Once CCB is provisioned for your tenant, the contact center administrators can activate it for the desired campaigns. If
CCB is enabled, the campaign dialer checks whether the outbound call’s phone number is listed on TCPA list.

To enable CCB in 8x8 Configuration Manager:
Log in to 8x8 Configuration Manager and go to Campaigns.
Click to create a new campaign or edit an existing one.

Select Carrier Call Blocking.

A 0 Dd =

Select Automatically apply Transaction Code to system ended calls. Transaction codes record the
outcome of each interaction using codes such as "Successful call", "Call back”, "Do not call back", "Reached
voicemail", "Faulty number", etc.

5. Select Override mandatory Transaction Code selection to allow the system enter system-defined transaction
codes such as "Mobile number blocked" or "DNC blocked" instead of mandatory transaction codes selected by
agents.

6. Click Save.

When you run a campaign, the campaign dialer begins calling numbers fed from the CRM. When it detects a
TCPA-listed phone number, the CCB terminates the call. A transaction code such as "Mobile number blocked" or
"DNC blocked" is then generated by the system and recorded in the call log via Auto-TCL.
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Automatically Apply Transaction Codes (Auto-TCL)

8x8 Contact Center automatically assigns transaction codes to campaign calls when the destination party is not
available to answer the call, or the call cannot be completed, such as when there is a busy tone or dead line. This
feature also identifies the calls that are answered by a machine. Auto-TCL works with Answering Machine Detection
(AMD) service to identify such calls and automatically disposition them. It then moves onto the next call with minimal
agent disruption. This feature allows 8x8 Contact Center agents to be more efficient with their time. Auto-TCL feature
must be provisioned to the tenant. Administrators can then set it up in 8x8 Configuration Manager.

If Auto-TCL is provisioned for your tenant, you can enable it at the campaign level.

To set up Auto-TCL for campaigns:
1. Log into 8x8 Configuration Manager and go to Campaigns.
2. Click to edit or create a new campaign.

3. Under Properties, select Automatically apply Transaction Code to System ended calls. Transaction codes
record the outcome of each interactions using codes such as "Answer machine detected", "Call rejected", "Mobile
number blocked", "Temporary failure", etc.

4. Select Override Mandatory Transaction Code selection to let the system enter system-defined transaction
codes such as "Blocked number", instead of the mandatory codes selected manually by agents.

& aS0opstest

Campaigns » Properties

Acmedets Campaign
< Back to Campaign List
S Properties  Supervisors  Search Sort Audio files

General Properties

Campaign ID 181 Status Manual Stopped

: * Campaign Name dfIPK25CIMI0AS 18 This campaign is enabled
: d * Quewe out Answer Machine Detection
D * Dial Plan System Dial Plan: Internat... E2Show Skip button _
Automatically apply Transaction Code to system ended calls

Bi * CallerId |_ Override mandatory Transaction Code selection
Ir on * CRM Objects Dynamic Campaign

Carrier Call Blocking
i
Codes Preview Properties
Outbound * Preview Timeout (sec) Use Agent Offer Timeout Timeout Action No Action

Start & End Time
Start Date o] Start Time
End Date o} End Time
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In 8x8 Agent Console, the call log or task under a customer logs the automatic transaction code such as "Answer
machine detected".

Robin (Robin)
093) X Mike chat,Mi.. X CallLog (1094) X  Google, Echip.. X ~CallLog (1095) X Macadaeg, Je.. X CallLog (1096) X ~AAASani, AA.. X CallLog (1097) X  Bhupathi,Sra.. X CallLog() X ¢ » v

e | acmen | _izpon | [
L m e & 0

Customers: Customers List
Al Fevorkes Recents TaskNumber: 100 * Created by: Robin Shasta
Q < * Assigned to: Robin Shasta * Phone: +4086912691
Email Subject Call Log
Queue € O
s DueDate:  08/02/201914:38 o) Status: Closed
No tems  shou
MediaType:  phone
Call Type: Outbound
Description:
Enable Reminder
Al Create Date:  08/02/2019 14:38:10 Last Modified Date: 08/02/2019 14:38:10
Transaction Id: 1097 Campaign Name: _ Acmelets-301-302
Q v Call Duration: 0 Transaction Code: Answer machine detected

® nem O e

No fems co show.

Show Status in: | OneTao ¥

Save Cancel

Powereaty Bx8
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Update live (dynamic) campaigns

In 8x8 Contact Center, Dynamic Campaigns allow administrators to add or remove records from an active campaign via
campaign API. Prior to this release you could not add or remove records from a campaign after it started running. This
supports integrated lead capturing systems which feed new prospects into the corresponding campaign in real time so
they can be dialed within five minutes. Removing a campaign record does not delete it from the list but keeps the record
for future reports.

For API configuration details, see our support article on how to configure 8x8 Contact Center dynamic campaign API.

Features

= Ability to add a record to an active campaign via campaign API. The new record appears at the end of the record
set.

= Ability to remove a record from an active campaign via campaign API.
= Ability to return a list of active records.
= Ability to return the status and information of a specific record.

m A record that is on a Do Not Call list (DNC) cannot be added into the campaign. An error message is returned for
that particular record on the multi-status response.

m Ability to schedule a callback for a maximum of seven days in advance via campaign API.
= Ability to schedule a maximum of five million records to be uploaded via campaign API.

m Copying a campaign with the Dynamic Campaign option does not copy this option for the new campaign.

To set up Dynamic Campaigns:
Log in to 8x8 Configuration Manager and go to Campaigns.
Click to edit an existing campaign or create a new one.

Select Dynamic Campaign.

A 0 Dd =

Click Save.
You can filter campaigns in the campaign list using the newly introduced columns: Campaign ID and Dynamic

Campaign. Right-click on the campaign list and select to show the desired columns. For example, Dynamic
Campaign appears in the campaign columns, but is not selected by default.
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Check out how you can Skip Campaign calls during a campaign.
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Skip campaign calls while on Auto Answer

8x8 Contact Center offers agents the option to skip the campaign calls during a campaign. To give the agents this
capability, 8x8 Contact Center administrators must enable the option in 8x8 Configuration Manager under Campaign
> Properties .

To set up the Skip Campaign option:
1. Log in to 8x8 Configuration Manager.
2. Goto Campaigns > Properties and click to create or edit an existing campaign.

3. Select Show Skip button.

& aS0opstest

Campaigns » Properties @

General Properties

* Campaign Name
* Queue

* Dial Plan System Dial Plan: Internat...

Campaigns ystem ended calls

* Caller Id

rerride mandatory Transaction Code selection
CRM Objects f—

Carrier Call Blocking

Preview Properties

* Preview Timeout {sec) Use Agent Offer Timeout Timeout Action No Action

Start & End Time

Start Date ] Start Time

End Date i) End Time

Daily Call Start & End Time

Area Code (US & Canada only)
Enabled -
ime Zone
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The campaign list also indicates if displaying skip button for agents is enabled or disabled for each campaign.
Make sure the Show Skip button is selected in the column settings.

Campaigns

Campaigns » Campaign List

Campaign List

Add Campaign: (® Campaign

Campaign Name *

Acmelets

Acmelets-301

Acmelets-301-
Acmelets-301-.
Acmelets-301-
Acmelets-301-.
Acmelets-301-
Acmelets-301-
Acmelets-301-.
Acmelets-301-
Acmelets-301-.

302
302-303
302-303,
302-303
302-303
302-303,
302-303
302-303,
341

dfIPK2SC3YH0AS

elaZuQrsfBD7xS0

elaZuQrsfED7x50-363

test

239aYZx2j93nXg
7392YZx2j93nX0-221

Note: 30 out of

Enabled

Status

Manual Stopped
Completed
Manual Stopped
Manual Stapped
Manual Stopped
Manual Stopped
Manual Stopped
Manual Stopped
Manual Stapped
Manual Stopped
Completed
Manual Stopped
Completed

New

Manual Running

Manual Stopped

Completed

Caller ID

1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-408-627-8909
1-736-673-6673
1-408-627-8909
1-408-627-8909

> 20

Show Skip button)

Control

AR IR IR YA YR YA

records b Configure Sort if Clear A

o
3]
3]
1]
3]
o
3]
3]
1]
3]
o
3]
3]
1]
3]
o
3]

Skip campaign calls while on Auto Answer

586080 6D e 8 e

=]

5]

=]
«
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Skip campaign calls while on Auto Answer

In 8x8 Agent Console and during a campaign call, if the Skip button is enabled, it offers agents the choice to skip a

call by clicking the Skip button on their Control Panel.

. m Robin (Robin)

® Outbound Call Offered

- & @

Qptions

Phone Transaction Agents
Transaction Infarmation
Phone 16507047542
MNumber:
Queus: Ot
Wait Time: 0Om:00s
Case |D:
Transaction

BE3
1D:
Campaign 530, vzxe2i93nXq
Mame:
Voice: 16507047542
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Assign audio files to campaigns

During a campaign, an 8x8 Contact Center agent can play pre-recorded audio messages defined for the campaign to
ensure a uniform delivery of the campaign message across all campaign calls. If as an 8x8 Contact Center
administrator, you have uploaded audio files of pre-recorded messages during Outbound Setup, you can assign those
messages to the campaign now using 8x8 Configuration Manager. An agent accepting campaign calls can access and
play pre-recorded messages at any point during the call. On reaching a voicemail, an agent can play a pre-recorded
message, then immediately switch back to available status, and attend the next interaction.

To assign a pre-recorded message to a campaign:
1. Log in to 8x8 Configuration Manager.
Go to Campaign > Audio Files.

In the Audio Files pane, select a folder. The voice messages in this folder appear in the list.

A 0D

Select the voice message you would like to assign to the campaign.
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5.

Click Assign above the check boxes.

A dialog box appears with a message confirming the assignment.

Properties  Supervisors

Audio Files:
£ Outbound Setup Files
5 Sales Outbound

&-[_|E3 Outbound Setup Files
£1-[_J Sales Outbound
s B0 Campaign Legal
[} Campaign Intro

Sort Audio files

Name Size(bytes)  Uploaded On Description

No Records Found.

Size(bytes) Uploaded On Description

178284 05/29/2018Legal details
256024 05/29/2018Intro message

Done

Play

Play

@e

Assign audio files to campaigns

6. To un-assign an audio file, select the file from the Assigned Audio Files window, and select Un-assign from the

7.

Assigning abandoned messages to campaigns

menu.

Click Done.

A campaign call is considered abandoned if a live answered call is not accepted by an agent. Abandoned calls in
predictive campaigns need to play a message within two seconds of a live answer for compliance. The message
typically should identify the company running the campaign or the company they are calling on behalf of, provide a

free or standard cost call back number, and contain no marketing or sales information.

To assign an abandoned message to a campaign:

1.
2.

Version 9.14

Go to Campaign > Audio Files.

In the Audio Files pane, select Abandoned Message files. The voice messages in this folder appear in the list.
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Assign audio files to campaigns

Select the voice message you would like to assign to the campaign.
i)
L

Click  Assign above the check boxes.

A dialog box appears with a message confirming the assignment.

To un-assign an audio file, select the file from the Assigned Audio Files window, and select Un-assign from the

menu.

Click Done.

Assigning audio files to a campaign
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Set preferences for abandoned campaign calls

An abandoned 8x8 Contact Center campaign call is a live answered call which fails to connect to an available agent
within two seconds, but plays a pre-recorded safe harbor message. As an 8x8 Contact Center administrator select an
abandoned message for the campaign in the Dialer tab , set the number of attempts to retry an abandoned call, define
the duration of ring time, and enable sequential dialing. To edit a campaign, go to the Dialer tab in 8x8 Configuration

Manager to define the following properties:

& Robin Smith (ryandemo0101) My Profile

Campaigns » Dialer

Acmelets-predictive-campaign

< Back to Campaign List
Properties Dialer Supervisors Filter Sort Audio files

Ring Time (sec) 15 @ Sequential Dialing
Abandoned Audio Message

Audio file None
NOTE: It must state where you are calling from and the reason you are calling about to aveid silent calls.

Abandoned Retry Properties

Abandoned Max. Retry Attempts |3

Save Cancel

m Ring Time: Ring time is the duration that passes from the time an outgoing call is initiated until the called party

answers the call. Ring time for campaigns must be set to a minimum of 15 seconds.

it does not impact the remaining calls.

Note: The ring time can only be set at the start of a campaign, if it is adjusted during a live campaigné

m Sequential Dialing: Set your campaign calls to sequentially dial all phone numbers associated with the customer

record improving chances of contact with the customer. You can define up to 22 phone fields and customize the

order to fit your dialing needs. Let’s say customer Tom’s record has three phone numbers listed - business number,

home number, and mobile number. Sequential dialing places a call to the business number first; If unsuccessful,
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Setpreferences for abandoned campaign calls

dials the home number; If unsuccessful, dials the mobile number. The order of dialing can be customized in the
Outbound Setup. Learn more.

Abandoned Audio Message: Select an audio file to play a safe harbor message for abandoned calls. When
progressive or predictive dialing is adopted, an abandoned message must be played to the called party (where
compliance requires) within two seconds of them starting to speak to avoid creating silent calls. A silent call is when
a call is answered by the called party, but no agent is available to take the call and no message is played to the
customer.

The content of the Abandoned Message typically should identify the company running the campaign or the
company they are calling on behalf of, provide a free or standard cost call back number, and contain no marketing
or sales information. Learn how to upload audio files.

Abandoned Retry Properties: Set the maximum number of attempts to retry calling an abandoned campaign
call. A configurable limit on the number of retry attempts can now be specified, with a maximum of 10 retry
attempts. Let’s say you set the retry limit on abandoned calls to three times; for every campaign call that is
abandoned, the dialer waits 72 hours before retrying that customer. After three retry attempts, the dialer stops to
dial that customer. This excludes the original attempt where the call is abandoned triggering the retry attempts.
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Assign supervisors to campaigns

An 8x8 Contact Center campaign supervisor controls and monitors real time campaign status. A supervisor can run
campaign reports to get statistical information on the campaign calls processed. 8x8 Contact Center administrators can
assign the following campaign supervising privileges to supervisors via 8x8 Configuration Manager at any time during
the campaign's life cycle.

m  Monitor: Allows a supervisor to monitor real-time statistics of the campaigns they monitor.

m Control: Allows a supervisor to start, schedule, pause, purge, resume, and purge campaigns they control.

To assign Supervisors to a campaign:

1. Click the Supervisors tab for a campaign.
A list of supervisors appears.

Campaigns » Supervisors (6]

AcmeSales
<

Properties Supervisors Filter Sort Audio files

Supervisors

Unmonitor All ] Control Al 1 20 records @ Configure Sort igf Clear All Sort
Outbound Supervisors Monitor Control
Setup

Corrin Mendez

Campaigns
Kaoru Minami

Zufi Singh

Save Cancel

2. Select the Monitor check box to allow supervisors to access real-time statistics about the campaigns.

3. Select the Control check box to allow supervisors to start, pause, purge, and stop a campaign through the

Campaign Management tab in their 8x8 Supervisor Console.

Note: You can alter supervisor assignments even after initiating a campaign.
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4. Click Save.

Campaign supervisors manage campaigns using the monitoring tool in the Supervisor console. They can review the
status of the campaigns, begin, schedule, pause, and purge campaigns. Additionally, they can access key metrics by
accessing historical reports for campaigns. Supervisors generate historical reports of the campaigns they supervise. For
details, go to monitoring campaigns.
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Define search criteria to filter campaign call list

Define search criteria to filter campaign call list

An 8x8 Contact Center campaign call list can be filtered based on a custom search query. 8x8 Contact Center
administrators can define a query and generate a custom call list based on specific CRM fields and values under the
CRM object. Let's say you wish to filter only customers with last names between A and L, use the search criteria to get
the filtered list.

The 8x8 Configuration Manager filter option allows you to define a custom search query. You can validate a query by

running the test query.

Note: You cannot alter a campaign filter after initiating the campaign.

To define search criteria for a campaign:

Version 9.14

Click the Search tab for a campaign.

Select a field name from the drop-down list and enter a value. You can nest multiple search criteria to create a

complex query.

Click to nest search criteria. Let's say a complex query retrieves customer records with <Credit Rating greater

than 700>, <Expense in the last 6 months greater than 30000>, <Expense in the last year greater than 100000>,

and <Income Range between 3 and 4>.

Campaigns » Filter

AcmeSales

< Backto Campaign Li
Properti Sup Filter t dio fi
© country =
O city =
© phone -
and
CER - —
®
® -+

Test
Once done entering filter criteria, you should test it by clicking on the Test' button below,

Test Save

Chat design

Cancel
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4. Click Test to validate the search criteria. If the test passes, you have defined a valid filter. If the test fails, check for

any errors and redefine the filter.

5. Click Save.

Filter campaign lists based on Do Not Call preferences

While creating a campaign filter, you can filter those numbers from Local CRM records that are registered with the
Telephone Preference Service (TPS) and Corporate Telephone Preference Service (CTPS), to be compliant with TPS
and CTPS. This feature is currently supported for UK phone numbers, but will be extended to other countries in future

releases.
& Rafael

Campaigns » Filter

MingailioCampaign

< Back to Campaign List *
Properties Supervisors Filter Sort Audio files
——
First Name Not Equal to Q8CustOutbound
and ® +0

heck Do Mot Calllists UK - Telephone Preference Service (TPS), UK - Corporate Telephone...
UK - Telephene Preference Service (TPS)
UK - Corporate Telephone Preference Service (CTPS)

Test

Once done entering filter criteria, you should test it by clicking on the Test' button below

Test Cancel

This feature helps customers to be TPS/CTPS compliant, but does not guarantee it. Customers are responsible for

their own compliance. It is recommended not to run campaigns longer than 28 days.

Note: The Telephone Preference Service (TPS) is a UK register of domestic telephone numbers whose
users have indicated that they do not wish to receive sales and marketing telephone calls. |
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. £~ Note: The Corporate Telephone Preference Service (CTPS) s a list of organizations (limited
E:ﬁ companies, public limited companies and Scottish partnerships) who have registered their wish not to

receive unsolicited direct marketing calls.

To filter campaign list based on Do Not Call lists:
1. Log in to 8x8 Configuration Manager.
2. Open Campaigns and select a campaign from the list, or click Edit.
3. Gotothe Filter tab.
4. Make sure check Do Not Call lists is selected.
5

. Click Test to check your filter criteria.
For details, see our content on how to define campaign search criteria.

Version 9.14
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Specify sort order

8x8 Contact Center administrators can sort a campaign call list based on applicable CRM fields. The call list takes
priority based on the sort order you specified. When a campaign runs, calls are placed based on the sorted order. For
example, using the 8x8 Configuration Manager, you can sort a call list by the descending order of your business
expenses in the last six months. The calls are placed to the customers bearing the highest expenses first.

To specify sort order for a campaign call list:
1. Click the Sort tab for a campaign.

2. Select afield from the drop down list, and select the sort order.

.............................................................................................................................

3. Click to nest more sort criteria.

4. Click Save.

Version 9.14

Specify sort order

—_—

499



Control a campaign
8x8

Control a campaign

After creating a campaign, the 8x8 Contact Center administrator can manually start or schedule the campaign. If you
defined scheduling attributes in the 8x8 Configuration Manager campaign properties, the campaign runs as it is
scheduled. If not, you must start the campaign manually. As an administrator or a privileged supervisor, you can start,

pause, purge, or stop a running campaign at any time. You can execute a new campaign either by manually starting it
or scheduling it.

£ Note: Campaigns are controlled by administrators and privileged supervisors only. An administrator
;:f controls the campaigns from 8x8 Configuration Manager, while a supervisor controls campaigns from
: the Campaign Management tab of 8x8 Agent Console.

To run a campaign manually:

1. Click Campaigns in the Configuration Menu.

2. Select the desired campaign, and click to manually start the campaign.

Campaigns » Campaign List (6]

Campaign List

> Fifter Campaign List

Add Campaign: @ Campaign 1 20 | records &} Configure Sort g Clear All Sort
Campaign Name " Enabled Status Caller ID Queue Control

AcmeSal y N Sales Outbound ® VAR
AcmeSales New ves New - Sales Outbound | ® | 2B

Setup

Campaigns

E Note: The status changes from New to Manually Started. For details on campaign status, refer to
= =) Understand Campaign Status.

To run a scheduled campaign:
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1. Click Campaigns.

2. Select a campaign and click Control > Schedule to initiate a campaign on schedule.

= Note: For a campaign to run on schedule, you must have specified a schedule in the Campaign
= = Properties tab. For details on scheduling a campaign, refer to Define Properties.

Pause a campaign
Pausing a campaign stops the campaign temporarily retaining calls in the queue. Calls in the queue continue to be

offered to agents until completed. You can resume or abort a paused campaign.

To pause a campaign:
1. Select a campaign, and click Control > Pause to pause the campaign.

2. Click Control > Resume to resume the paused campaign.

Purge a campaign
Purging a paused campaign aborts the campaign by flushing all calls in the queue. You can resume a purged

campaign. Resuming feeds calls back to the queue.

To purge a campaign:
1. Select a campaign, and click Control > Purge to pause the campaign.

2. Click Control > Resume to resume the paused campaign.

Based on how a campaign is controlled, the campaign status changes accordingly. For details, refer to Understand
Campaign Status.
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Understand campaign status

An 8x8 Contact Center campaign can assume varying statuses based on how it is managed. The campaign status
informs 8x8 Contact Center administrators if the campaign is ready to run, scheduled to run, running, stopped, or
completed running.

To view a campaign status, go to Campaigns in the 8x8 Configuration Manager. You can see a list of all your
campaigns with their corresponding status.

Campaigns » Campaign List 6]

Campaign List > Filter Campaign Lis

Add C: : @ Campaign 1 2

lame * Enabled Status Caller ID Queue Control
yes New - Sales Outbound ® X
®

yes New - Sales Outbound

The following table summarizes the various campaign statuses:

Campaign L.
Description

Status

New A newly-created campaign that has not been scheduled to start. You should manually start this cam-
paign.

Manual A campaign that is manually started and is currently running.

Running

Manual A campaign that is manually stopped by clicking Stop.
Stopped

Scheduled | A campaign with a scheduled start time that has not been reached.

Scheduled | A campaign that has reached scheduled start time and is currently running.
Running

Paused A campaign that, when paused, stops feeding calls to the outbound queue until resumed. The cam-
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Campaign .

. Description
paign retains calls already in the queue and offers them to the agents.

Purged A paused campaign that, when purged, removes all calls from the queue. You can resume purged cam-
paigns.

Schedule | A campaign that has reached the scheduled stop time and is currently stopped.

Stopped

Completed | A campaign whose records have been successfully processed.

Version 9.14
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Manage a campaign

As an 8x8 Contact Center administrator, once you create a campaign in 8x8 Configuration Manager, you can perform

the following functions:
= Edit a campaign
= Control a campaign
= Copy a campaign

m Delete a campaign

Edit a campaign

You can edit a campaign's settings before running it. Once a campaign runs, you cannot edit any of its properties except

changing the supervisor assignments.

To edit a campaign:

1. Click Campaigns in the Configuration Menu.

2. Choose the campaign you wish to edit, and click Edit.

3. Make the necessary edits, and click Save.

Control a campaign

After creating a campaign, you can manually start or schedule the campaign. See Control a Campaign for details.

Copy a campaign
You might want to copy a campaign and run it again, in cases such as:
m  The campaign call list was not processed as expected.

m  There were too many dropped calls or skipped calls.

To copy a campaign:
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1. Click Campaigns in the Configuration Menu.

2. Select a campaign you wish to copy, and click Copy. A new copy of the campaign is created, and shows in the
updated list of campaigns.

Delete a Campaign

After completing campaigns, you may want to remove them if you no longer need them. Deleting a campaign removes
all historical information related to the campaign.

To remove a campaign:
1. Click Campaigns in the Configuration Menu.

2. Select a campaign from the list, and click Delete. The campaign is removed from the list.
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Broadcast messages

Use the 8x8 Contact Center broadcast feature to send messages to one or more agent functional groups. This feature

allows the administrator to mass-communicate a message to the agents using 8x8 Configuration Manager.

To broadcast a message:

> w0 D

o

Version 9.14

From the Configuration Menu, click Broadcast.

For Group, select a group or All Groups from the list.

For Alert Level, select low, medium, high, or pop-up.

For Only send to logged-in agents, choose whether you want to send the message to the agents who are

logged in or to all agents.

For Message, type what you like to broadcast to agents.

Click Broadcast to send the message.

The following table describes the options under Broadcast:

Broadcast
Option

Group

Alert Level
Only send to
logged-in
agents

Description

Select agent functional groups you are sending the broadcast to. It can be a specific group or
all groups.
For details on creating 8x8 Contact Center Groups, refer to Create Agent Functional Groups.

Sets the importance or type of alert sent to agents: Low, Medium, or High alert, or Pop-up.

If you select Yes, it only sends the broadcast to the agents who are logged in.
If you select No, it sends the broadcast to all agents. The agents who are not logged in at the
time of broadcast will see the message the next time they log in to 8x8 Agent Console.
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Broadcast .
. Description
Option

Message The broadcast message that is sent to all or all logged-in agents.
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Integrate with External CRM

8x8 Contact Center offers integration capabilities with local and external Customer Resource Management (CRM)
systems. Integrating with an External CRM enables you to expand the capabilities of 8x8 Contact Center CRM, and to
incorporate your existing CRM system data into your tenant's interaction processing workflow. The integration supports
voice and chat channels, allowing you to access data from External CRM through an integrated 8x8 Agent Console.
8x8 Contact Center provides out-of-the-box integration with:

= NetSuite

m Salesforce

m Zendesk

= Microsoft Dynamics

= Local CRM
Additionally, 8x8 Contact Center supports custom integration with your CRM.
8x8 Contact Center’s ability to integrate with External CRM offers the following benefits:

= Provides out-of-the-box integration with minimal configuration.

m Increases agent productivity with integrated one-click dialing out of the CRM application.

= Informs an agent about the caller by popping the caller's account information to the agent as soon as a call is

offered to an agent.

Features

The CRM integration allows you to perform your CRM account activities using the integrated 8x8 Agent Console with

the following features:
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The core feature set is common to all CRMs supported by integration, but varies slightly.

Version 9.14

Multimedia interaction support

Fully integrated 8x8 Agent Console

Complete Telephony Integration

Single Sign-On functionality

Visibility to queue status and agent presence

Availability of custom landing pages

Customer CRM records appear via screen pop during inbound interactions
Integrated Chat Management

Ability to save chat transcripts

Ability to use click-to-dial directly from native Salesforce account

Ability for agents to toggle between 8x8 Agent Console and CRM accounts
Support for screen pop for outbound campaign calls

Support for screen pop for web callback transactions

Creates Auto Logs for all transactions automatically

Integrate with External CRM
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Overview of integration functionality

Overview of integration functionality

8x8 Contact Center administrators use 8x8 Configuration Manager to find and configure the following options:

Version 9.14

8x8 CRM API: Specify the access credentials and rights an External CRM uses to access the Local CRM
database.
The external system can access data from the Local CRM for purposes of producing customized reports or
synchronizing database data between the two systems.
CRM Triggers: Configure 8x8 Contact Center to transmit URLs that include activity parameters to an external
HTTP server whenever an agent creates, edits, or deletes a customer, case, follow-up, or task record in the Local
CRM. The HTTP server uses the URL received from 8x8 Contact Center to run an interaction-specific
synchronization, such as a database synchronization.
Screen pop: Configure 8x8 Contact Center to transmit a URL to an External CRM product when an agent is
offered, accepts, or completes an interaction. The External CRM responds by sending an HTML document
containing supplementary information about the interaction to the agent's browser as a pop-up.
API Token: Create and copy the secure access tokens required to enable an external system to access the
following Local CRM data:

m Statistical reporting data

m Recording API

m External IVR API

m Real-time statistics reporting data
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Configure External CRM API access

To access 8x8 Contact Center CRM data, 8x8 Contact Center administrators can use 8x8 CRM APl in 8x8
Configuration Manager. The 8x8 CRM API component of the integration suite enables you to develop external
programs to access data for customers, cases, tasks, follow-up records, and FAQs.

The 8x8 CRM API uses HTTP or HTTPS to transmit requests and receives responses formatted as Extensible Mark-up
Language (XML). All these API queries are authenticated by account access credentials.

Note: For APls customization in the 8x8 Contact Center, check with your system administrators or

E developers to ensure that the system SSL libraries are updated to support TLS 1.2 or better. Affected
L X _f products may include, but are not limited to, older distributions of Linux-based operating systems (using
old versions of OpenSSL) or Java Runtime Environments (JRE) older than 1.8. |

To configure 8x8 CRM API:
1. From the Configuration Menu, open Integration.

Go tothe CRM API tab.

Specify the account credentials and access rights used by an external process to access the Local CRM database.

Integration » CRM API

6]
CRMTriggers ~ ScreenPop  APIToken
Enable CRM APl Access
= CRM API WAPI
usemame:
= Password:  Seeeseee
= Retype Password; ********
Used Identity: Robin Shasta v
Access Rights
Customers Cases Followups Tasks FAQ
Add
Madify
Get
Save Reset

The following table summarizes the options under Integration > CRM API:
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CRM API .
. Description
Option
Enable CRM API | Select to enable a third-party process to access the Local CRM database.
Access The third-party process uses the credentials entered for 8x8 CRM API username and password.
CRM API user- | Do not reuse a user account name. Type a username created exclusively to service 8x8 CRM API
name XML access to the Local CRM database.
Password, Type the password required to access the Local CRM database.

Retype Pass-
word

Used Identify

Access Rights

Select the user account name associated with activities performed by the 8x8 CRM API.
In reports, interaction activity performed by the 8x8 CRM APl matches the value of Used Identify.

Choose the operations the third-party process allows to perform on the Local CRM.
m Select Add to enable the third-party process to create a new CRM database record.

m Select Modify to enable the third-party process to change an existing Local CRM database
record.

m Select Get to enable the third-party process to read the Local CRM database record.
The Add, Modify, and Get permissions can be selected for each the following categories of Local
CRM database records, including:

m Customers

m Cases

m Followups (No Modify option)
m Tasks

= FAQ
Access Rights specify the operations 8x8 CRM API is allowed to perform: The 8x8 CRM API does
not inherit the access rights of the user specified in the Used Identify list.

To completely configure bi-directional exchange of information to and from an external process and the Local

CRM database, use the CRM Triggers page to transmit URLs to a third-party process when the Local CRM database

records are modified. For details on CRM Triggers, refer to Configure External CRM Triggers.
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512



Configure External CRM Triggers

8x8

Configure External CRM Triggers

If your business maintains an External CRM database that is not integrated with 8x8 Contact Center, administrators
can use the 8x8 CRM API to query and fetch the data in Local CRM and synchronize with the External CRM database.
Admins design 8x8 CRM API to synchronize a Local CRM database with the External CRM using the CRM Triggers. A
CRM trigger is a URL that targets a script on an external HTTP server. The CRM Triggers notify admins of the changes
to the 8x8 Contact Center Local CRM and invoke a script for further action. The CRM Triggers also pass parameters
which can be used for further data mining.

When you create a new customer in the Local CRM via the user interface application, the script is executed with the
appropriate parameter value (such as the customer account ID) sent with an HTTP method. The script then uses that
parameter value to access the object data using 8x8 CRM API, and populate the External CRM with it. The script may
use the data for synchronization, auditing purposes, and creating simple dashboards.
A CRM Trigger invokes the 8x8 Contact Center script when:

m A new case is created, edited, or deleted

= A new follow-up is created, edited, or deleted

= A new customer is created, edited, or deleted

m A new taskis created, edited, or deleted

Note: The CRM Trigger is only executed when the above actions are requested via 8x8 Agent Console
? application. Other scenarios such as 8x8 CRM API requests, bulk customer creation via 8x8
_i Configuration Manager or CSV import, and CRM objects created via auto-log feature, do not execute
CRM Triggers.

Set up the CRM Triggers

8x8 Contact Center administrators can set up CRM Triggers via 8x8 Configuration Manager for changes to CRM objects
under specified events. The URL executes when those events occur, and those parameters are passed to the script
targeted by the URL.
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Note: When configuring a CRM Trigger:
? - We require you to use a secure https URL.
i - A retry mechanism is triggered when 8x8 Contact Center calls the configured URL but does not
receive an http-response code (200).

The following table summarizes the CRM objects, corresponding events that invoke CRM Triggers, and parameters
passed to the script:

CRM Object Events Parameters
Customer m Create = AccountID
= Edit
m Delete
Case m Create m Account D
= Edit m CaselD
m Delete
Followup m Create = AccountID
m Delete m CaselD
= Followup
ID
Task m Create = Account|D
= Edit m TaskID
m Delete

Use the CRM Triggers tab to transmit URLs pointing to scripts from 8x8 Contact Center to an external process when the
8x8 Contact Center CRM database records are modified. The external process uses the URL to synchronize its
database records with the 8x8 Contact Center CRM database.

To set up CRM Triggers:

1. From the Configuration Menu, open Integration.

2. Gotothe CRM Triggers tab and enter values.
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Integration » CRM Triggers ®

CRM AP CRMTriggers  ScreenPop AP Token

Customer
Create: https:fimyServer.net/acct_add php AccountiD-123
Edit 7AccountiD=123

Outbound Delete: ?AccountD=123
Setup

Case
Create: 7AccountlD=123&CaselD=234
Edit 7AccountlD~123&CaselD-234
Delete: 7AccountlD~123&CaselD-234

Followup
Create: ?

AccountiD~123&CaselD=234&Followup|D~345
Delete: ?
AccountiD=123&CaselD=234&FollowuplD=345

Task
Create: 7AccountiD~1238&TaskiD-234
Edit: 7AccountiD=123&TasklD=234
Delete: 7AccountiD~123&TaskiD-234

Save Reset

E Note: Only Ul updates on Local CRM Objects can trigger CRM Trigger. The changes on Local
= = CRM via APl or CSV do not trigger callbacks.

The following table summarizes the options under Integration > CRM Triggers:

CRM

Triggers Description

Option

Customer | To enable 8x8 Contact Center to notify a third-party process of changes to customer account data
type a URL for the Create, Edit, and Delete areas under Customer.
When an agent creates, edits, or deletes customer data in the Local CRM database, 8x8 Contact
Center transmits a formatted string to the URL specified for the customer.
For customer data, the formatted string has the following format: ?2AccountID=aaa, where aaa
specifies the customer account identifier.

Case To enable 8x8 Contact Center to notify a third-party process about changes to case data, type a

)
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Configure External CRM Triggers

CRM

Triggers Description

Option
URL for the Create, Edit, and Delete areas under Case.
When an agent creates, edits, or deletes case data in the Local CRM database, 8x8 Contact
Center transmits a formatted string to the URL specified for the case.
For case data, the formatted string has the following format: ?AccountiD=aaa&CaselD=ccc,
where:

m aaa specifies the customer account identifier.
m ccc specifies the case identifier.

Followup | To enable 8x8 Contact Center to notify a third-party process about changes to case follow-up
data, type a URL for the Create, Edit, and Delete areas under Followup.
When an agent creates or deletes follow-up data in the Local CRM database, 8x8 Contact Center
transmits a formatted string to the URL specified for the follow-up.
For follow-up data, the formatted string has the following format:
?AccountlD=aaa&CaselD=ccc&FollowuplD=fff, where:

m aaa specifies the customer account identifier.
m ccc specifies the case identifier.
m fff specifies the follow-up interaction identifier.

Task To enable the 8x8 Contact Center to notify a third-party process about changes to Task data, type
a URL for the Create, Edit, and Delete areas under Task.
When an agent creates, edits, or deletes task data in the Local CRM database, 8x8 Contact Center
transmits a formatted string to the URL specified for the task.
For task data, the formatted string is of the format: ?2AccountiD=aaa&TaskID=ttt, where:

m aaa specifies the customer account identifier.

m ttt specifies the case identifier.

Click Save.

8x8 CRM API configuration allows an external process to access the Local CRM database and exchange
information to and from an external process and the Local CRM database. For details on 8x8 CRM API, refer to
Configure External 8x8 CRM API Access.
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Overview of data exchange

8x8 Contact Center administrators go to Integration > CRM API and Integration > CRM Triggers in 8x8 Configuration

Manager to configure data, such as customer, case, follow-up, or task data.

The following sequence describes the two-way exchange of data between 8x8 Contact Center and an external process:

1.

3.
4.

Version 9.14

An agent uses 8x8 Agent Console to update customer, case, follow-up, or task information contained in the Local
CRM database.

If a URL has been specified for the interaction under CRM Triggers, then 8x8 Contact Center transmits a
formatted URL that includes the customer, case, or follow-up information.

For details on formatted strings transmitted by 8x8 Contact Center to an external process, refer to Configure
External CRM Triggers.

The external process receives the formatted string, then uses the 8x8 CRM API to read additional information
about the interaction from the Local CRM database.

For details on configuring the 8x8 CRM API to enable an external process to access the Local CRM database,
refer to Configure External 8x8 CRM API Access.

The external process updates its database with the information read from the Local CRM.

The external process sends the Local CRM database any information required to synchronize the two databases.
For example, the external process may use internal logic to revise the priority of the case.
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Example of a CRM trigger

The following 8x8 Contact Center example illustrates a trigger specification in 8x8 Configuration Manager by going to

Integration > CRM Trigger tab.

Integration » CRM Triggers ®
CRM 4P/ CRM Triggers  ScreenPop APl Token
Customer
Create: hitps /myServer.net/acct_add.php ?AccountlD=123
Edit ccountiD=123
Delete ?AccountiD=123
Case
Create: ?AccountiD-1238CaselD-234
Edit ?AccountiD=1238CaselD=234
Delete ?AccountiD=1238CaselD=234
Followup

Create: ?
AccountlD-123&CaselD~234&FollowuplD-345

Delete: ?
AccountiD=123&CaselD=234&FollowuplD=345
Task
Create: PAccountiD=123&TaskiD-234
Edit ?AccountiD=1238&TaskiD=234
Delete: ?Account/D=123&TaskiD=234

Save Reset

In the above image:
m <myServer.net> specifies a valid HTTPS server

m <acct_add.php> specifies a PHP script that creates a log file of the account ID written to myfile.txt

The following example shows a PHP script invoked by the 8x8 Contact Center CRM trigger illustrated in the above

image.

/* acct _add.php - log creation of new accounts*/
<?
if(is file('myfile.txt')) {
Sfp = fopen('myfile.txt', 'a+');
}

else {

Version 9.14
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}

}

Sfp =

1f ($fp) |

Snow = date (
fwrite (Sfp,

fclose ($fp) ;

"[m/d/Y H:i:s]

Snow. "AccountID:

fopen('myfile.txt','w');

", time());
' .SAccountID."

- action:

CREATE CUSTOMER\n") ;

The script reads the account ID referenced by an agent interaction, and writes the account ID to a file called myfile.txt.

Version 9.14

519



Define screen pop settings for External CRM
8x8

Define screen pop settings for External CRM

A screen pop presents customer data to an 8x8 Contact Center agent automatically during an interaction, eliminating
the need to manually search for the customer data. During an inbound call, 8x8 Contact Center looks up the caller ID in
the existing customer data. On finding a record with a matching number in the Phone field, 8x8 Contact Center fetches
and pops the record details to the agent presented with the interaction. If the search does not yield a matching record, it
pops a new record entry screen.

A screen pop is presented for:

= |nbound transactions, including phone, voicemail, chat, and email media

m  Outbound campaign phone transactions

m Transactions involving web callback
To enable an External CRM integration for a tenant, you have to configure screen pop settings in 8x8 Configuration
Manager. You need to select a target CRM, specify events that trigger screen population of customer data, and specify
screen pop window properties. An agent has to then save the login credentials of the External CRM account in the

agent’s profile. Integration enables searching for records containing phone data matching caller ID, and pops up the
corresponding record(s) for specific events.

The events triggering a screen pop may be one or more of the following:
= An agent is offered an interaction.
m An agent has accepted an interaction.

= An agent has completed an interaction.

Use Integration > screen pop to configure the contents and appearance of the messages sent to the Web browser
associated with a particular interaction.

1. From the Configuration Menu, open Integration.

Version 9.14 520



Define screen pop settings for External CRM
8x8

2. Gotothe screen pop tab.

Landing Pages

Enable Custom
Title:
URL

Enable 8x8 CRM

Trigger an Auto Log Window after interactions

For these media: Phone
Woice Mail
Chat
Type of log Mo Screen pop
window:

Pop the log for edit

Pop the log for view
Trigger A Popup Window

For these events: When agent is offered transaction
‘When agent accepts transaction
When agent completes transaction
For these media: Phone
Voice Mail
Chat

Email
Window Properties

Open new window for screenpop
Use single window only
Hide result listing if only one search result is found
Show toolbar: ® yes O no
Size and position:
width 748 top 0

height 700 left 265

Save Reset

3. Select the CRM of your choice from the available options. For other details refer to the table below.
The following table summarizes the options under Integration > Screen Pop:

Screen Pop

i Description
Option

Enable Screen | If enabled, screen pop is offered during an interaction.
Pop

Target Type | Select a third-party CRM product.
The selection of a product enables and disables other features on the screen pop page.

Integration If you have selected NetSuite, then choose one of the following:
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Screen Pop e
X Description
Option

Type m Legacy
o Displays External CRM information in a separate browser window.
= SSO
o Allows the External CRM user to enter 8x8 Contact Center via NetSuite's website.

o Provides Single Sign-On; the user presents the authentication information only once
per NetSuite session.

If the Target type specifies Salesforce, then choose one of the following:
m lLegacy
o Displays information from the Salesforce database in a separate browser window.
o Provides less integration with Salesforce than Enhanced mode.

m Enhanced
If you choose Enhanced, 8x8 Configuration Manager disables the Size and Position area
described later in this table.

o Displays information from the Salesforce database in a frame with 8x8 Agent
Console window.
The agent can optionally move the Salesforce frame to a separate browser window.

o Provides more complete integration with Salesforce than Legacy mode.

Account If the Target type is NetSuite or custom, then type the account name required to access the
data the third-party CRM incorporates into the screen pop message.

Service Name | Service name is the URL used to log in to your External CRM account.
Login URL Enter the login URL starting with <https://>

Branding URL | The custom URL provided by your CRM if you have customized your help desk to match your
brand’s look and feel.

URL For the Custom target type only. Type the URL where 8x8 Contact Center sends information
about the interaction reported on by the screen pop.

Enable This option instructs the On Demand Contact Center to execute a custom XML Salesforce
Customization | integration script using the specified Script URL.

Script URL If Customization is enabled, the Script URL must contain a valid URL that points to the location
of the custom script. Once the Script URL is specified and the screen pop page is saved, all
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Screen Pop
Option

Use Remote
Login
API Token

Use Client
Login Session
to pop

Launch native
login window
at agent login

Select and
assign all
agents

Landing
Pages

Trigger an
Auto Log
Window after
interactions

Description

features and functionality of the standard integration are replaced with the custom
functionality. Agents see the changes with their next login.

This option enables Single Sign-On security settings in the Zendesk account.

Enter a valid API token to enable searching of the CRM.

Select the option to enable support for the Salesforce security setting: Lock sessions to the IP
address from which they originated. Check the Launch native login window at agent login
setting to have 8x8 Agent Console automatically launch a Salesforce login window when the
agent logs in to 8x8 Agent Console. If the Launch native login window at agent login is not set,
the agent must manually log in to Salesforce using the next tab of the same browser window
used for the 8x8 Agent Console session.

This option enables the native login window to launch when the agent logs in.

Enable this option to grant access to all agents for Salesforce integration, or click (choose
agents) to grant the permission to a selected group of agents.

8x8 Contact Center enables the custom landing page, and provides three built-in landing tabs
from the 8x8 Contact Center CRM:

m Enable Custom: If enabled, enter a title for the landing page, and a URL to navigate to.

= Enable 8x8 CRM

i | _: Note: Availability of the tabs depends on the External CRM the tenant is
integrated with.

m For these Media: Select media for auto log from Phone, Voice Mail, and Chat. Auto Log
Window is offered after Interactions. You can disable auto log for certain media by
clearing the check box of the option.

m Select the type of log window for auto log from the following choices:

o No screen pop: Prevents screen pop for auto log.
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Screen Pop e
Option Description
o Pop the log for edit: Offers the ability to edit auto logs.
o Pop the log for view: Limits auto log to view mode.
Triggera m Forthese events:
Popup o When agent is offered transaction: 8x8 Contact Center displays a screen pop when
Window an agent is presented with a new interaction.
o When agent accepts transaction: 8x8 Contact Center displays a screen pop when an
agent accepts a new interaction.
o When agent completes transaction: 8x8 Contact Center displays a screen pop when
an agent has completed an interaction.
m For these media: Choose 8x8 Contact Center channels that use screen pop. The choices
are Phone, Voicemail, Chat, and Email.
Window If enabled by the administrator, the agents can see and configure the setup under Agent's
Properties Profile > External Setup. The following options are available in this section:

= Open new window for screen pop: This option allows agents to see screen pop, and the
new Salesforce URL launches in new windows instead of tabs within the 8x8 Agent
Console window. This option opens a new window for each transaction and each new
URL.

m Use single window only: This option allows only one single window to display screen
pop notifications and URL launch.

m Hide result listing if one search result is found: The application supports multiple
search results displayed on screen pop. With the option enabled, the tab with one result
listed will not be open. The screen pop window still will pop with the search result record.
Note that with this option enabled, if multiple results are found, tab is open with all the
result records listed. If the Salesforce window is collapsed, it will be automatically
expanded.

= Show toolbar:

o If the Target type is Salesforce, and the Integration Type is Legacy, then click yes to
display the Internet Explorer toolbar at the top of the stand-alone pop-up window.

o If the Integration Type is Enhanced, 8x8 Contact Center ignores the value of Show
toolbar.
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Screen Pop e
X Description
Option
= Size and position:
= |n the width and height text entry areas, type the size as an integer number pixels of
the screen pop window.
= |nthe top and left text entry areas, type the screen position as an integer number of
pixels of the screen pop window's upper-left corner.

4. Save your settings.
For detailed instructions on setting up an external integration such as NetSuite or Salesforce, refer to the
respective CRM integration guides on our documentation page.
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Overview of screen pop

In 8x8 Contact Center, screen pop describes the mechanism that enables a third-party CRM to display supplementary

information in an HTML page that pops into the 8x8 Contact Center agent's browser.

8x8 Contact Center screen pop directly supports the following CRM applications:

NetSuite: Use Integration > Screen Pop in 8x8 Configuration Manager to specify the NetSuite account ID used to
access the NetSuite CRM. The agent email address and password (used to log in) are set in the agent's profile in
8x8 Agent Console.

Salesforce: Configure Integration > Screen Pop in 8x8 Configuration Manager, and set up the external username
and password in the agent's profile in 8x8 Agent Console.

Zendesk: Configure Integration > Screen Pop in 8x8 Configuration Manager, and set up the external username
and password in the agent's profile in 8x8 Agent Console.

Microsoft Dynamics: Configure Integration > Screen Pop in 8x8 Configuration Manager, and set up the external
username and password in the agent's profile in 8x8 Agent Console.

Custom CRM: 8x8 Contact Center allows custom CRM integration. For more information regarding custom
CRMs, consult the 8x8 Support team.

A screen pop is triggered by events or by steps in the process of handling an interaction. You can configure screen pop

for one or more events. There are three events that can cause a screen pop:

Agent is offered an interaction, but has not yet accepted.
Agent accepts an interaction (for example, is connected to a caller).

Agent completes an interaction (for example, hangs up after a call).

The following sequence must be performed to enable 8x8 Contact Center to transmit a screen pop request to a third-
party CRM.

1.

Version 9.14

8x8 Contact Center uses the information you entered in the screen pop tab to transmit interaction parameters to
the third-party CRM as an HTTP POST message.

The following table summarizes screen pop parameters transmitted by 8x8 Contact Centerin HTTP Post
message:
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screen pop parameter Description

Channel 8x8 Contact Center channel name that received the interaction

Queue 8x8 Contact Center queue name that received the interaction

ANI For phone channels, the caller's ANI information

Wait Time The length of time this interaction waited before being accepted by an agent
Event Interaction statuses: offered, accepted, or completed

Media 8x8 Contact Center phone, voicemail, chat, and email channels

ExtVar1, ExtVar2 Optional CRM-specific variables

2. The third-party CRM uses the received information to access its database, construct a pop-up message about the
interaction, then transmit the pop-up message to 8x8 Agent Console, processing the interaction.
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Example of a screen pop

The following example illustrates how to configure an 8x8 Contact Center screen pop via 8x8 Configuration Manager.

Integration » Screen Pop

CRM API CRM Triggers Screen Pop API Token

Enable Screen Pop

Target Attributes

Target type: NetSuite © Salesforee O Zendesk O Mierosoft © Zoho
® custom O Local

Integration Type:

Aceount TSTDRV1220860
Service Name:
Login URL:
Branding URL:
JurL hittp:/fwww.myServernet/ScriptPop.ohp ]
Enable Customization
Script URL:

Use Remote Login
API Token
Use client login session to pop

Launch native login window at agent login

In the above image:
m <myServer.net> specifies a valid HTTP server.

m <ScriptPop.php> specifies a PHP script that displays either of two HTML pages.

The following example shows a PHP script invoked by the screen pop configuration illustrated in the above image.

<?php

/* scriptPop.php — This script should return a web page depending on the phone
number dialed */

Schannel=$ POST[ ‘Channel’];
if (is_null (Schannel)) {

printf (“No channel data was given”);

}

else {

switch (Schannel) {

case ‘18005551212’ :
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528



8x8

Example of a screen pop

header (‘Location: http://www.8x8.com’) ;
break;
default:
header (‘Location: http://www.example.com’) ;
break;
}
}

The script evaluates the Call ANI:

m If the interaction arrived on the 800-555-1212 phone channel, then the 8x8 homepage opens up in a new browser
window.

m |f the call arrived on a different channel, then the script opens http://www.example.com in a new browser window.
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Access control for Salesforce integration

As an 8x8 Contact Center administrator, you can control the number of agents who access 8x8 Contact Center
Integration with Salesforce. Access to the integration is controlled in 8x8 Configuration Manager.

In 8x8 Configuration Manager, admins can grant access to a selective group of agents. During provisioning 8x8 Contact
Center, your sales agent assigns the desired number of users allowed to use 8x8 Contact Center Integration with
Salesforce. To check the number of authorized Salesforce users, go to Home > Profile.

Home » Profile 0]

Summary Profile AudioFiles  Schedules  Dial Plans

TenantName:  Acmelets Support Level: - Platinum Concurrent Access Limit: 10

Default Caller ID : 13888888888 Version - Package : 9.6.0 Named Users Limit: 12

Language English (default) Revision 47393 Configured Users 6
Salesforce users Imit.___12

Administration & File Transfer Passwords Service notifications - email addresses

Qutbound Current Configuration Manager * Administrator's email(s)t
- Password

Configuration Manager - change password

New Password (min. 8 chars)
! ! * Maintenance email distribution list{s|t

Retype New Password

Secure File Transfer Protacol (FTPES) - set password

Bassword (min. 6 chars) Tenant email - SPAM filtering parameters

Retype Password Spam threshold level |5

Spam Black List

To grant access to 8x8 Contact Center Integration with Salesforce:
1. From the Configuration Menu, open Integration.

2. Gotothe Screen Pop tab.

Note: You must have enabled and configured 8x8 Contact Center Integration with Salesforce.
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4. To select agents individually, click choose agents.

5. Select the desired agents from the list of agents configured in the tenant.

Under Agents, select the Select and assign all agents check box.

Access control for Salesforce integration

Integration » Screen Pop

CRM AP CRMTriggers ~ ScreenPop  APIToken

Enable Screen Pop

Target Attributes

Target type: NetSuite) Zendesk

custom oe.

Integration Type: | Enhanced v
Account:
Service Name
Login URL:
Branding URL:
URL

Enable Customization

Script URL:

Use Remote Login

API Token

Use client login session to pop

Launch native login window at agent login

Agents (0/12)

Select and {choose agents)
assign all agents

Microsoft

Zoho

6. Click Assign.

Note: The check box is disabled if the number of named users assigned to the tenant exceeds the
provisioned Salesforce Users Limit.

Note: If the number of selected agents exceeds the Salesforce user limit, you get an error messagé

indicating the limit. You must readjust the selection accordingly.

7. Save your settings.
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NetSuite Single Sign-On

8x8 Contact Center integration with NetSuite Single Sign-On and (SSO) capability allows a user of NetSuite CRM to
enter 8x8 Contact Center via NetSuite website, eliminating the need to remember or enter 8x8 Contact Center user
credentials. The user presents the authentication information only once per session. NetSuite's Single Sign-On

eliminates the need for a separate login for 8x8 Agent Console.
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is selected.

Features

m Easyinstallation using SuiteBundler.

= SuiteSignOn for time saving convenience and secure Single Sign-On.

= Improved security; NetSuite user credentials and password are not stored in user interface.
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m Enhanced user experience; users can seamlessly sign in to 8x8 Contact Center from the NetSuite dashboard
without the need to remember or enter 8x8 Contact Center user credentials.

o Full functionality of 8x8 Contact Center and NetSuite.

o No need to refresh 8x8 Contact Center while using NetSuite.

Limitations

We can associate only one 8x8 Contact Center tenant with each 8x8 Contact Center Suitebundle. Contact 8x8

professional services for the available workaround.

Requirements

You must have NetSuite SSO enabled for your NetSuite account to proceed with the installation. In order to enable

SSO, contact the NetSuite support team at www.netsuite.com.

To learn how to install and configure NetSuite SSO, refer to the NetSuite SSO Installation Guide.
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Generate authentication tokens for 8x8 Contact Center
APls

API access tokens are used to authenticate individual calls to read or write 8x8 Contact Center data, from outside the
standard 8x8 Contact Center agent or admin interface. 8x8 Contact Center administrators create and copy secure
tokens used to access 8x8 Contact Center data such as:

m Statistical data for reporting
m  Audio recordings data
m External IVR such as web callback

m Real-time statistical data

To generate data and action request tokens:
1. Log in to 8x8 Configuration Manager.
2. GotoIntegration > API Token.

3. Click New Token to generate data- and action-request tokens for security reasons.

Integration » API Token

CRM AP CRM Triggers Screen Fop APl Token

Username: Acmelets

Data Request Token: 182949019f9ab90c8feh58f0f43f6001 New Token
Action Request Token: 256409dd2e42160f55d64709ed66e53a New Token

4. Highlight and copy the tokens.

5. Use the token to authenticate your API requests.
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Status codes overview

8x8 Contact Center status codes enable contact center supervisors to track how an agent functions through a workday.
When an 8x8 Contact Center agent is logged in to 8x8 Agent Console, the agent accepts or rejects interactions, takes
breaks, works offline or logs out. Supervisors might want to know more details or reasons for an agent changing the
status or rejecting an interaction. Agent statuses, such as On Break or Work Offline, do not point out the specific
reasons for the status change by the agent. Status codes can be defined to bridge this information gap. The status
codes associate an agent’s status change with probable reasons for the change, and enable supervisors or managers to
track the work pattern of agents.

For example, you can define status codes such as Attend Meeting or Complete Case Work as probable reasons for an
agent to work offline.

Using the status codes functionality:

= An administrator predefines a list of status codes used to describe probable reasons for an agent’s status change
actions.

= An agent selects a reason for the status change from a predefined list of status codes when changing their status.

m A supervisor analyzes an agent’s working pattern and contributes to improving call center’s throughput.

If your contact center's workflow requires a close supervision of agent's time, then you may define status codes to
achieve that goal. The most common reasons to use status codes are:

m To know why an agent rejects an interaction.

= To know why an agent works offline.

The following table lists an agent's actions for which you can define status codes, as well as examples of corresponding
status codes.
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Agent Status action  Examples of Status Codes

Take Break Lunch
Short Break

Restroom

Work Offline Attend Meeting
Project Work
Training

Outbound Call

Logout End of shift
PC Reboot
Reject Phone Working on a Case
Reject Chat Technical Issue
Reject Email Not Ready for Interaction

Nearing Break Time

Before you define status codes, you need to understand your company's workflow. If your company has multiple
workflows, you can create a separate status code list for each. For example, if your company has separate workflows for

Support and Sales, you can define a separate code list for each department.
Each status code list contains a set of codes or reasons for a specific status change. A list of status codes can be
assigned to a group of agents with the limitation that they only access one list of status codes. Within the agent group,
specific agents can be enabled or disabled to have access to the status code list.
Defining status codes requires you to:

m Identify valid and acceptable reasons for status change.

= |dentify groups or agents to apply status codes.

m Determine the need for multi-language translation of status codes.

= Create a status code list.
Creating a status code list involves the following tasks:

m Create status code lists by defining properties.

m Create individual status codes in the list to define possible reasons for actions.
m Translate status codes to a secondary language.

m Assign status codes to agent groups and specific agents.
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In 8x8 Agent Console, agents assigned to a status code list are presented with individual status codes in the list. The
agent must choose a code from the presented list that describes the reason for the status change, and only then are
they allowed to proceed with the action. For example, when an agent who is active changes their status to Work Offline,
a list of status codes associated with the action (such as Attend Meeting or Working on a Project) are presented to them

in a drop-down list.

How do supervisors use Status Codes?

Supervisors can track how agents spend their time by generating the following historical reports:

m Agent: Status change details: The report gives detailed information on an agent’s status changes, time at which
an agent changed status, and an associated reason, if any. When the supervisor browses through the report, they
get information about how often the agent changed their status, as well as the reason for the status change.
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Period | Agent (userame satus | Time Transaction
. l Code| Text

zome 15| NA| N
eak | 2720006 11:15| 001]  Lunch
2202000 glles (gilesg) | Work Offine | 2/20100 11:17| 002 | Mesting

[ Processing and post proce

22
[ Processing and post proce  [azarz000]

[ Other transactions analysi
[ Detailed accepted transact
[ Detailed Outbound call act

[3 Status change details

Next Cancel

m Agents: Time on Break/Offline with status codes: The report indicates how an agent spends time on each

task while working offline or on break. The report summarizes information on time spent by each status code, by
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status, by agent, and by date. A sample report is shown below:

® Working Offline 1m:36s

B & @ Historical Reports x

New Historical Report Wizard

Step

Favorites  Recents Select Available Report

Q 7 and see praview

Queue &€ @
INBOUND PHONE

Jes Inbour _
Selesinbaund 0 0 0moos W E Reports Agents: Time on Break/Offline with status codes
OUTBOUND PHONE Period from: 07/18/2007 to 07/1812007
o e + | Granuiarity: day
SolesQutbo.. 0 © Om0s ¥ [4] [ Detailed accepted transact

Available Reports Preview

[ Transactians grouped by v,

[ Time on Break/Offiine witt

Show Status in: OneTas ¥

 8x8

Next

Working offine Break
[ Detailed Outbound call act Period Check Tickets | Personal Phone Call| _ Lunch Mesting
Al Favoriies Recemts Time | % | Twme | % | Tme | % | Twme | %
Q v [ Status change details 07122007 | bestnce oes)| 2115 | 328%| 02712 | 72% |01820 209 | ooeas [1er%
07/18/2007 cyril (ek)| 1:45:08 |88.6% | D:42:01 31.4% | 1:02:12 | 34.0% | 2:00:50 | 66.0%
® o o [) Detailed accepted transact | [o7/18/2007| gl giles)| 0:37.01 [77.7% | 01030 | 223% 02248 [134% 31228 [500%
Day Suo Total| #2324 |7o1% | t2sa2| 2w | nonan| 134 | maras|saow
SALES [ Detailed outbound transac Grand Totals | 4:35:24 | 76.1% | _t:26:62] _23.8% | 1:50:20 13.4% | 6:07:38 | 86.6%
Kaoru Minami 1m:28s
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Create status codes

8x8 Contact Center administrators create status codes for 8x8 Contact Center agents via 8x8 Configuration Manager.
Status codes offer a mechanism to track agent activity during work hours. With codes, you can define reasons for
changing status, such as lunch, attend a meeting, or taking a break. These codes can be invoked for status change
actions, such as Take Break, Work Offline, Logoff, and Reject Phone.
Creating a new status code list involves:

m Configuring properties of the codes list.

= Defining individual codes.

m Translating codes to secondary languages (optional).

Assigning the codes to agent groups (required) and specific agents (optional).

1. From the Configuration Menu, open Status Codes.

.f:".

2. Click = or Add. The Properties tab opens.

3. Enter the required values in the Properties tab.
The following table summarizes the options under Status Codes > Properties:
Properties _
X Description
Options
Active Select the check box to put this code list into service.
Name Enter a name for the new code list.
(Required)

Description | Enter a brief description of the purpose of the code list.

Category A category distinguishes multiple code lists, and attributes a code list to a specific group. For
example, you can create categories for Sales, Support, Services, and more. You can then assign
each code list to a particular category.

In the Category list, do one of the following:

m Choose Edit Categories to create a new code category.

m Choose an existing code category.
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Properties

. Description
Options
Sort Order | Select the order in which the codes should appear in 8x8 Agent Console:
= Manual allows organizing the order of the codes manually.

m Automatic organizes the codes alphabetically.

Admin Type information that enables administrators to understand the purpose of the code list.
Notes
Primary Select a primary language in which the codes are written. This information is required to create a

Language |list.
(ReQUITEM)  [r-ncmcmmem e e e .

Secondary | Select the languages to translate the codes to. This option allows you to set up codes in
Language |languages otherthan English.

. Click Save.

In the Codes tab, you can define individual status codes and assign them to an agent’s action or status change. These

codes are invoked when an agent performs one of the following actions:

1.

2
3

Version 9.1

Take Break
Work Offline
Log Out
Reject Phone
Reject Chat

Reject Email

To define status codes:
From the Configuration Menu, open Status Codes.

. Click to Edit a status code.

. Gotothe Codes tab, and enter the required values.
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Agent Status » Edit Status Codes List » Codes ®

Selected List : Sales Codes

< Back to Status Codes Lists

Channels

Scripts Properties Codes Translations  Assignments

Codes

Code: @ Add
Active Menu Text (English (US))  Report Text Short Code  Take Break Work Offl.. Log Out Reject Pho... Reject Ch.. RejectEm.. Used
Sale - null ]
Follow Up - null @
Integration No Answer - null @
Status Codes No Sale - null i)
®
The following table summarizes the options under Status Codes > Codes:
Status Codes Field L.
Description
Name
Active Select to activate the code.
Menu Text Type the string that 8x8 Agent Console displays when displaying the code, such as
Attend Meeting.
Report Text Type the string that 8x8 Agent Console displays when listing the code in a report,
such as Attend Meeting.
Short Code Type the string that 8x8 Agent Console uses when displaying the code's short
identifier, such as Mtg.
Status Action categories | Choose an optional primary category for the code:
m Take Break
m Work Offline
m Log Out
m Reject Phone
= Reject Chat
= Reject Email
Used If an agent has applied a code in their 8x8 Agent Console, then 8x8 Configuration

Manager adds a check mark to that code and its parent list. After a code has been
used, the code and its code list cannot be deleted.
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4. Select a status action check box to assign the code to an agent's action, such as Take Break, Work Offline, etc.
5. Repeat the above steps to create more codes.
6. Click Save.

Translate Status Codes (Optional)

The Translations tab allows you to translate codes from the primary language to the secondary languages supported by
8x8 Contact Center. You must specify a secondary language in the Properties tab to enable translation. This procedure

is optional based on your company’s needs. Use the Translations tab to configure secondary language options for
individual status codes.

1. From the Configuration Menu, open Status Codes.
2. Click to Edit a status code.

3. Gotothe Translations tab.

Agent Status » Edit Status Codes List » Translations

Selected List : Sales Codes
< Back to Status Codes Lists
Properties Codes Translations  Assignments

Translations

Primary Language

Secondary Languages
Menu Text Menu Text

Report Text Short Code

Secondary Languag.. Active
ENGLISH (CA)
o FRENCH

JAPANESE

Status Codes
Tr ction

Wallboard

Chat design

4. Select a code from the read-only list of codes in the Translations tab.

Select a secondary language from the drop-down menu.

Enter the translated Menu Text?, Report Text2, and Short Code3 in the secondary language of your choice.
The following table summarizes the options under Status Codes > Translations:

TMenu Text is the string 8x8 Agent Console displays when displaying the code in the secondary language
2Report Text is the string 8x8 Agent Console displays when listing the code in a report.
3Short Code is the string 8x8 Agent Console uses when displaying the codes' short identifier.
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Translations Option

Secondary Languages

Primary Language

Menu Text (secondary
language ID)
Report Text

Short Code

Active

Description

Choose one of the secondary languages selected in the status codes
Properties tab.

When you select a secondary language, 8x8 Configuration Manager changes
the title of Menu Text.

Read-only list of status code descriptions in the code's primary language.

Choose a secondary language, and type the string in that language. 8x8 Agent
Console displays the menu code in the secondary language.

Choose a secondary language, and type the string in that language. 8x8 Agent
Console displays the report text in the secondary language.

Choose a secondary language, and type the string in that language. 8x8 Agent
Console uses the short code when displaying the codes' short identifier.

Shows the Active list of the status codes.

7. Repeat the above process for each of your secondary languages.

8. Click Save.

Assign to Agents or Groups

After creating the codes, choose the agent groups, and specify individual agents within each group to assign the code

list to. Use the Assignments tab for this purpose.

From the Configuration Menu, open Status Codes.

2. Click to Edit a status code.

3. Gotothe Assignments tab.
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Agent Status » Edit Status Codes List » Assignments

Selected List : Sales Codes
< Back to Status Codes Lists

Properties Codles Translations  Assignments

Assignments
Support
Center [ Ungroup
B BB Sales { Activate Al | De-activate All)
[ Mendez, Corin (Corrin)
@[3 Minami, Kaoru (Kaoru)
[ Shasta, Robin (Robin)

8065

Outbound
S

Integration o
Status Codes o
n 0

M
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All agent groups in your contact center show. Groups that are currently assigned to other status lists are grayed
out.

4. Select a group from the list. A menu appears on the same line.

5. Activate agents by checking the check box next to each name.
OR
Click Activate All to select all agents in the group.

6. Click Save to save the settings for the code.
Y ou have now defined a status code list.

7. To verify the behavior, log in to 8x8 Agent Console as an agent belonging to the group. Change your status to
invoke the status codes.

Edit and delete status codes

You can edit or delete existing code lists at any time.

To edit a status codes list:

1. From the Configuration Menu, open Status Codes.
A list of existing codes appears.

2. Select the code list you want to edit, and click

3. Navigate through the tabs to make the desired changes.

4. Save your changes.

To delete an existing status code list:

||

1. Select a code list from the list, and click
You are prompted to confirm your action.

2. Click Ok to delete the list.
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Transaction codes overview

8x8 Contact Center transaction codes offer a means to apply call disposition to inbound as well as outbound
interactions. Each inbound or outbound interaction in a call center has some purpose and disposition. Transaction
codes can be defined to collect call disposition information from the agents at the time of the call and supervisors can
report on this information for analysis and to determine further processing.

For example, an ACME sales representative, who is processing a sales campaign for a new product, places outbound
calls to prospect customers. The representative can record the result of each interaction with predefined transaction
codes, such as Successful Sale, Prospect Interested - Call back, Prospect not Interested - Do not call back, Reached
Voicemail, and Faulty Number. Further in the sales process, you can define transaction codes to identify various stages
of the sales process, and apply the codes to convey the status and result of each interaction.

Using the transaction codes functionality:

»  An administrator predefines a list of transaction codes used to describe the purpose of an interaction, or probable
outcomes for an interaction.

= An agent applies a call disposition from the predefined list of transaction codes during the processing or post-
processing stage of an interaction.

m A supervisor reports on call disposition for further analysis and to determine further processing.

Transaction codes are mainly used to:
m State the purpose of interactions.

= Indicate the outcome of inbound and outbound interactions.
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State the Purpose of Interactions with Transaction Codes

Each interaction from and into your call center has a purpose. You can define transaction codes to state the purpose of
these interactions. When an agent processes an interaction, they can indicate the purpose of the interaction by
selecting one of the transaction codes available.

For example, in a call center which combines Sales, Support, and Service calls, you can indicate the purpose of each
interaction using a set of transaction codes, such as Sales Call, Support Call, and Service Call.

Indicate the Outcome of Interactions with Transaction Codes

Transaction codes allow your call center agents to record the purpose and outcome of inbound and outbound
interactions. You are labeling an interaction with codes for further analysis or follow-up.

For example, when a ACME sales representative places sales calls, they can indicate the outcome of each interaction
with predefined transaction codes, such as Successful Sale, Prospect Interested - Call back, and so on. At the end of
the day, when the management runs a transaction report, the report indicates statistical information about sales, as
well as transaction codes that prompt follow-up actions. For records that are labeled Prospect Interested - Call back,
agents need to place follow-up calls. Records that are labeled Prospect not Interested - Do not call back must be filtered
from the list.

Typically, you can define transaction code lists for a sales team to understand how many calls they made, how many
resulted in sales, how many resulted in faulty numbers, etc.

The following table lists the uses of transactions codes with corresponding examples:

Reasons for Using Transaction .
Cod Examples of Transaction Codes
odes

State the purpose of an interaction | Sales Call

Service Call
Support Call
Indicate the outcome of an inter- Prospect Interested — Call Back
action Prospect not Interested — Do not Call
Back

Reached Voicemail — Try Again
Faulty Number

Understanding the process flow of your company provides a good basis for defining transaction codes. You may create
multiple transaction code lists to define the purpose and outcomes of interactions for a particular process. For example,
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sales campaign interactions may have multiple outcomes that differ from support-related interactions. An agent can

select one or more outcomes for an interaction.

Each transaction code list contains a set of codes to identify the call disposition. A transaction code list can be assigned
to an agent group or to a queue. You can apply multiple disposition code lists to an agent group or a queue. When an
agent accepts a call, all code lists assigned to the agent group or queue are presented in separate tabs. An agent may
select one or more codes from a single list and/or save desired codes from multiple lists. A call coded from multiple lists
shows as a separate record.

To define transaction codes for disposition, you must:
= |dentify probable purposes and outcomes of an interaction.
= Identify queues or agent groups to apply the transaction code list to.
m Determine the need to translate transaction codes to a secondary language.

m Create a transaction code list.

To create transaction codes, you must:
m Create a transaction code list by defining properties.
m Define individual transaction codes in the list.
m Determine the need to translate transaction codes to a secondary language.

m Assign codes to agent group(s) or queue(s).

During the processing of an interaction, a transaction code list is presented to an agent in 8x8 Agent Console under the
following circumstances:

= The agent is a member of the group assigned with the code list.

m The agent is a member of the queue(s) assigned with the code list(s).

From the presented code list, an agent selects transaction codes:
m Before initiating the call.
= During the call.
m At the end of the call, during post-processing.
An agent assigned to a call disposition list is presented with the code list during an interaction. The agent may select

and save one code or multiple codes from a list anytime during the interaction or post-processing. When an agent is a
member of the group or queue assigned with multiple lists, all lists are presented to the agent in separate tabs when
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they accept a call. The agent may select and save codes from multiple lists. The selected codes appear in historical
reports.

How do supervisors use transaction codes?

Supervisors generate historical reports to get call disposition information for analysis and to determine the need for

follow-up actions based on transaction codes, also known as wrap-up codes. The following reports list transaction codes
used during agent interactions:

= Agents: Detailed accepted transactions with wrap up codes: This report lists wrap-up codes used by an
agent during all of their inbound accepted interactions. Wrap-up codes indicate call disposition information. You
may find multiple instances of the same call to indicate multiple wrap-up codes applied to the same call.

= Agents: Detailed outbound transactions with wrap up codes: This report lists dial codes as well as wrap-up

codes. Dial codes are caller ID-related codes, which appear before dialing the call. An agent can apply only one dial
code to a call, but can apply multiple wrap-up codes.

P e ] Kaoru aony

B [ & © HistoricalReports X
® Working Offiine Om:51s

New Historical Report Wizard

Step
il Favories Recents l Select Available Report
Q < and see preview
Queue &€ 0O
INBOUND PHONE F Auvailable Reports Preview
Solesinbound 0 0 Om0s W |E

Reports Agents: Detailed outbound transactions with wrap up codes

OUTBOUND PHONE Period from: 07/18/2007 to 07/18/2007

Soesoue. 0 0 omoos ¥ [3 [ Detailed accepted transact = | CranuIanty: 2y
- ) ) Weep U Dt
[} Detaled Qutbound call | Peod. | Agent(Usemame) | Desinaion | ol SartTme | Call Do Tansacion 2222122
Al Favorites  Recents 7/18/2009 | Agent Smith D244 1007|_call Call back | HPQ| Hewlett Packan
o - [ Stotus change deta e B 0 N s oo NG
72000 sozte] i wa Al i) v
[ Detailed accepted transact
“ Name [©]
oo [ Detailed outoound transac
Kaoru Minami Om:48s
[} Transactions grouped by v
[ Time on Sreak/Offine witt
N B

Show Status in: OneTab T
Next Cancel

rouereay @@
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Agents: Transactions grouped by wrap up codes: The report groups transactions by wrap-up codes, queue,

channel, media, and agent.

@ Working Offline 0m:59s

Kaoru (Kaoru)

Al Favorites  Recents

°
Queue &%
INBOUND PHONE

Solesinbound 0 ©

QUTBOUND PHONE
SolesQutbo.. 0 0 Om00s W[5

All Favorites  Recents
Q v
© hame ®
SALES
Kaoru Minami 0m:58s

Show Status in: OneTab ¥

o 8x8

B B & © Historical Reports X

New Historical Report Wizard

Step

Select Available Report
and see preview

Available Reports

Reports

[ Detailed accepted transact

[ Detailed Outbound call act
[ Status change details

[ Detailed accepted transact
[ Detailed outbound transac
[ Transactions grouped by w

[ Time on Break/Offline witf

Next Cancel

Preview

Agents: Transactions group:
Period from: 07/18/2007 to 07,

Granularty: day

ed by wrap up codes
007

Call back {015)

Follow Up (002)

Period | Agent (Username) | Media Channel Queue
] % [Tme | % [#] % [mme | w
Agent Smith (pma)| Ghst Chat Channe! Support | 12 26.35% | 0:18:08 [42.02% | 14[ 42.42% [ o0
Agent Sith (pma)| Emsil | wpi1@contactual.com | Support Email| 24| 32.43% | 0:2540 | 28.67% | 13 17.56% | 0:12:14 [ 11.28%
Agent Smi )| Emai | wpizg@eontsotusi.com | Helpdesk Email | 24 | 32.43% | D:41:40 | 3z2.60% | 13| 17.60% | 0:0e01 | 701%
Agent Smith (pma)| Email |weia@eontactuslcom |  Sales Emai 4 |86.65% | 0:03:67 [ a0.24% | 2 |32.22% | o:00:8 [ 16.08%
Agent Sub Total ©4]3420% | 1:3034 | 32.50% | 42| 22 46% | 0.28:58 [ 12.30%
Day SubTotal 4 |34.22% | 13034 | 32.60% | 42| 22.98% | n-3mm 1230w
Grand Totals 64| 34.22% | 1:30:24 | 32.59% | 42 | 22.45% | :38:58 [ 12.20%
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8x8 Contact Center administrators create Transaction codes in 8x8 Configuration Manager.

Creating 8x8 Contact Center Transaction code list involves:

m Configuring properties of the code list.

= Defining individual codes.

Translating codes to secondary languages (optional).

Assigning the codes to an agent's groups or queues.

1. From the Configuration Menu, open Transaction Codes.

.-":'H

2. Click = or Add. The Properties tab appears.

3. Enter the required values in the Properties tab.

The following table summarizes the options under Transaction Codes > Properties:

Properties Option
Active

Name (required)
Description

Category

Secondary
Languages

Sort Order

Description

Select the check box to put this code list into service.
Enter a name for the transaction code list.

Enter a description for the transaction code list.

Refers to a category of lists, such as Sales, Marketing, or Support. Within a single
category, you can group multiple transaction code lists. You can create a new category or
add a list to an existing category.

In the Category list, do one of the following:

m Choose Edit Categories to create a new transaction code category.
m Choose an existing transaction code category.

Select other languages to translate the codes into.

Refers to the order in which the codes within the list are sorted when presented to an
agent.
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Properties Option

Required
Multiple-choice

Assignment Type

Primary Language

Description
m Choose Manual to list transaction codes yourself in a specific order.

m Choose Automatic to have 8x8 Contact Center sort transaction codes in
alphabetical order.

If enabled, the agent has to select a transaction code for all phone calls.
If enabled, the agent has to select multiple codes from the transaction codes list.

Select an Agent Group or Queue to assign the list to. This option enables the members
of the group or queue to access the list during phone calls.

Select the primary language in which the codes are written. This information is required to

(required) create a list.
: — Note: After saving the list, you cannot change the Primary Language
= | setting.
Admin Notes Type information that enables administrators to understand the purpose of the code list.
4. Click Save.

You can define individual transaction codes in the Codes tab.

1.

From the Configuration Menu, open Transaction Codes.

2. Clickto Edit a transaction code.

Version 9.14

551



8x8

Create Transaction codes

3. Gotothe Codes tab and enter the required values.

SELECTED LIST : Sales Outbound

Channels

e Properties

CRM Codes
Support
Center Code: @

Outbound Active Menu Text (English (US)}
Setup
Sale

Campaigns

Follow Up
Busy; Call Back

Status Codes No Answer

Transaction Wiong Number

Edit Transaction Codes List » Codes (0]

Translations  Assignments

Report Text Short Code Used
Sale Unt1
Follow Up Unt2
Busy; Call Back Unt3
No Answer Unt4

Wrong Number Unt5

& & & & & a

[Notinerested

Not Interested Unt6

Chat design - You can use mause to rearder codes. Alsa you can edit inline data by dicking on each rov

Save Reset

4. Enter values for the following fields:

m Menu Text: The code text that appears in the code list in 8x8 Agent Console

m Report Text: The code text that appears in the reports

m Short Code: A short identifier for a code

The following table summarizes the options under Transaction Codes > Codes:

Codes Option
Active

Menu Text

Report Text

Short Code

Used

Description
Select Active to activate the specific transaction codes.

Type the string that 8x8 Agent Console displays when displaying the code, such as
Prospect Interested — Call Back.

Type the string that 8x8 Agent Console displays when listing the code in a report,
such as Prospect Interested — Call Back.
Type the string that 8x8 Agent Console uses when displaying the code's short

identifier, such as Int.

If an agent has used a code in their 8x8 Agent Console, then the code is marked with
in the column. After a code has been used, the code and its code group

Used

cannot be deleted.

5. Repeat the above steps to create more codes.

6. Click Save to save the codes.
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The Translations tab allows you to translate codes from the primary language to the secondary language supported by

8x8 Contact Center. You must specify a secondary language in the Properties tab to enable translation. This procedure
is optional.

1.

From the Configuration Menu, open Transaction Codes.

2. Click to Edit a transaction code.

3. Gotothe Translations tab.
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Home

Security

Scripts Properties Code:

&l Translations

Support

Center

Outbound

Setup Secondary Languag..
Campaigns o FRENCH
Broadcast

Integration

Status Codes

Transaction

Wallboard

Chat design -You ean editin

< Back to Transaction C

Edit Transaction Codes List » Translations

SELECTED LIST : Sales Outbound

Lists

Translations  Assignments
Primary Language Secondary Languages

Menu Text Menu Text Report Text
Customer won won 3 a clientéle won & la clientéle
Interested interéssé interéssé
Busy: call back occupé , rappel oocupé , rappel
Wrong number mauvais numéra mauvais numéro
Do ot call back Ine remettent pas en arriere] ne remettent pas en arriere

Save Reset

Short Code

ISR

Active

For every transaction code you have created in the Codes tab, you find a new row under the secondary language.

Enter Menu Text, Report Text, and Short Code in the secondary language.
The following table summarizes the options under Transactions Codes > Translations:

Translations Option Description

Secondary
Languages

Primary Language

Menu Text
(secondary
language ID)

Report Text

Choose one of the secondary languages selected in the transaction codes Properties tab.
When you select a secondary language, 8x8 Configuration Manager changes the title of

the Menu Text text entry area described later in this table.

Aread-only list of transaction codes created in the Codes tab, and as written in the

primary language.

Choose a secondary language, and type the string in that language. 8x8 Agent Console
displays the menu code in the secondary language.

Choose a secondary language, and type the string in that language. 8x8 Agent Console
displays the report text in the secondary language.
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Translations Option Description

Short Code Choose a secondary language, and type the string in that language. 8x8 Agent Console

uses the short code when displaying the code's short identifier.

Active Shows the Active list of transaction codes.

5. Select Save to save the translated codes.

Assign the Agent Groups and Queues

The Assignment tab enables you to select agent groups or queues to assign the code list. Based on your choice of

assignment type in properties, the list of agent groups or queues setup in the tenant show up.
1. From the Configuration Menu, open Transaction Codes.
2. Click to Edit a transaction code.

3. Gotothe Assignments tab and enter the required values.

Edit Transaction Codes List » Assignments ®

SELECTED LIST : Sales Outbound

< Back to Transaction Codes Lists
Properties Codes Translations  Assignments
Assignments > Filter Assignments
Assign All 1 20 | records 4 ConfigureSort if Clear All Sort
Assign Queues Media Assigned OPCL/TCL
Support Chat Chat
Sales Email Emai
Support Email Ema
Sales Inbound Phone
Sales Outbound Phone
Transaction
Codes Support Inbound Phone
Outbound Support Outbound Phone
Bhos Sales Voicemail Vmail
Support \oicemail Vmail

Chat design

Save Reset

4. Select an agent group or a queue from the list.
OR
Select the Assign All check box to assign all groups or queues in the list.

5. Click Save to finish defining the code list.

Note: A transaction code list is not functional until activated and assigned.
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You can edit or delete existing transaction code lists at any time.

To edit a transaction codes list:

1.

From the Configuration Menu, open Transaction Codes.
A list of existing codes appears.

Select the code list you want to edit, and click

Navigate through the tabs to make the desired changes.

Save your changes.

To delete an existing transaction code list:

1.

2.
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Select a code list from the list, and click
You are prompted to confirm your action.

Click Ok to delete the list.
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Outbound phone codes overview

Outbound Phone Codes offer a means to set a unique calling line identifier (caller ID) for outbound calls. You can
define outbound phone codes to assign caller ID to outbound calls from your tenant. You can also use outbound phone
codes to identify the purpose of each outbound call.

When placing an outbound call, you can use outbound phone codes to set the calling line identifier displayed to the
called party. If your 8x8 Contact Center provides technical support services to multiple companies on the same tenant
but on different channels, you must ensure that the correct caller ID is applied to each company. This helps the
customers of each company to identify a number with the company, and provides the best callback experience. You can
define transaction codes to assign caller ID to outbound calls from your tenant. When an agent initiates an interaction,
they set a caller ID to an outbound call, thus identifying the right callback number.

......................................................................................................................................

......................................................................................................................................

For example, ACME uses their 8x8 Contact Center to provide technical support services for two companies: Kids Zone
for the Kids Entertainment company, and EMAC for Credit Recovery Services. ACME has two phone channels; one for
callers to Kids Zone and one for callers to EMAC. The administrator defines transaction codes to map a phone number
for each company. Before placing an outbound call to a customer of Kids Zone, the agent selects the code for Kids
Zone. At the receiving end of the call, the phone number mapped with the code is displayed.

The following topics are discussed in this chapter:

m Creating outbound phone codes

m Assigning codes at the agent level

Using the outbound dial codes functionality:
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= An administrator predefines a list of outbound phone codes to identify the calling line identifier to outbound calls.

= An agent assigns a calling line identifier to an outbound call from the predefined list of outbound phone codes
before initiating the call to ensure the best callback experience for customers.

To create transaction codes, you must:
m Create a transaction code list by defining properties.
m Create individual transaction codes in the list.
m Translate codes to secondary languages.

= Assign codes to agent group(s) or queue(s).

During the processing of an interaction, an Outbound Phone Code list is available to an agent in 8x8 Agent Console

under the following circumstances:
m The agent is a member of the group that is assigned the code list.

m The agent is directly assigned the code list(s).

An agent assigned an Outbound Phone code list is shown the list before initiating an outbound call. The agent must
choose a code to dial out. The calling line identifier associated with the selected code sets the caller ID to the call.
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Create outbound phone codes

8x8 Contact Center administrators create outbound codes in 8x8 Configuration Manager. Creating an Outbound Phone

Code list involves:

m Configuring properties of the code list.

m Defining individual codes.

m Translating codes to secondary languages (optional).

m  Assigning codes to agent groups.

—_

w

Version 9.14

From the Configuration Menu, open Outbound Phone Codes.

o
i

Click = or Add to create a new list. The Properties tab opens.

Enter the following properties. Some fields are required, while others are optional.

Properties
Options

Active

Name
(Required)

Description

Category

Sort Order

Description

Select the check box to put this code list into service.

Enter a name for the new code list.

Enter a brief description of the purpose of the code list.

A category distinguishes multiple code lists, and attributes a code list to a specific group. For
example, you can create categories for Sales, Support, Services, and more. You can then assign
each code list to a particular category.

In the Category list, do one of the following:

m Choose Edit Categories to create a new code category.
m Choose an existing code category.

Select the order in which the codes should appear in 8x8 Agent Console:
m Manual allows organizing the order of the codes manually.

= Automatic organizes the codes alphabetically.
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Properties L.
X Description
Options
Admin Type information that enables administrators to understand the purpose of the code list.
Notes
Primary Select a primary language in which the codes are written. This information is required to create a
Language | list.

(REQUITE) |- ccm e .

Note: After saving the code list, you cannot change the Primary Language setting.

Secondary | Select the languages to translate the codes to. This option allows you to set up codes in
Language |languages otherthan English.

4. Click Save to save the properties.
The Codes tab opens.

Define Outbound Phone Codes

In the Codes tab, you can define individual status codes and assign them to an agent’s action or status change.
1. From the Configuration Menu, open Outbound Phone Codes.

2. Click to Edit an outbound phone code.

3. Gotothe Codes tab and enter the required values.

Add Outbound Codes List » Codes [0}
SELECTED LIST : Sales Outbound
< Back to O des Lists
Properties Translations  Assignments
Codes
cm;
Active Menu Text (English (US))  Report Text Short Code  Calling Line Identifier * Queue Used
Sale Sale Unt1 Anonymous Sales Outbound o
Follow up Follow up Unt2 Anonymous Sales Qutbound o
Busy: call back Busy: call back Unt 3 Anonymous Sales Outbound o
No answer No answer Unt 4 Anonymous Sales Qutbound o
Wrong number Wrong number Unts Anonymous Sales Outbound @
Mot interested Not interested Unt & Anonymous Sales Outbound o
Phone Codes Untitled 7 Unt 7 Ancnymous (none) @
W = Note:
Chat design -You can use mouse to reorder codes. AlSO you inl row
Save Reset

The following table summarizes the options under Outbound Phone Codes > Codes:
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4. Repeat the above steps to create more codes.

5. Select Save to save the codes.

Translate Outbound Phone Codes (Optional)

Create outbound phone codes

The Translations tab allows you to translate codes from the primary language to the secondary language supported by
8x8 Contact Center. You must specify a secondary language in the Properties tab to enable translation. This procedure

is optional.
1. From the Configuration Menu, open Outbound Phone Codes.
2. Click to Edit a status code.

3. Gotothe Translations tab.

Add Qutbound Codes List » Translations

SELECTED LIST : Sales Outbound

< Backto Outhound Codes Lists
Channels !

Scripts Properties  Codes  Translations  Assignments

il Translations

Support
Center
Outbound Primary Language Secondary Languages

. Secondary L
Setup econaarny Languat-: \eny Text Menu Text Report Text Short Code
[—— o FRENCH
Bt Customer won won & la clientéle won ala dientéle 1
Status Codes

Busy; cal back . .

Transaction
e Wrong number
Outbound Do not call back

Phone Codes

Wallboard

Chat design

Save Reset

4. Select a code from the read-only list of codes in the Translations tab.

5. Select a secondary language to translate the code to.
The following table summarizes the options under Outbound Phone:

Translations L.
] Description
Options
Secondary Choose one of the secondary languages selected in the outbound codes Properties tab.
Languages When you select a secondary language, 8x8 Configuration Manager changes the title of

Primary Language

Menu Text
(secondary

the Menu Text text entry area described later in this table.

Read-only list of outbound codes descriptions in the code's primary language.

In the Secondary Languages list, choose a secondary language, and type the string in
that language. The 8x8 Agent Console displays the menu code in the secondary language.
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Translations
Options

language D)

Report Text

Short Code

Active

Description

In the Secondary Languages list, choose a secondary language, and type the string in
that language. The 8x8 Agent Console displays the report text in the secondary language.

In the Secondary Languages list, choose a secondary language, and type the string in
that language. The 8x8 Agent Console uses the short code when displaying the codes'
short identifier.

Shows the Active list of outbound codes.

6. Select Save to save the translated codes.

Assign to Agents or Groups

After creating the codes, choose the agent groups and specify individual agents within each group to assign the code

list to. Use the Assignments tab for this purpose.

1. From the Configuration Menu, open Outbound Phone Codes.

2. Click to Edit a status code.

3. Gotothe Assignments tab.

Support
Center

Integration
Status Codes

Transaction

Codes

Outbound
Phone Codes

Wallboard

Chat design

Add Qutbound Codes List » Assignments ®

SELECTED LIST : Sales Outbound
Back to Outbound Codes Lists
Properties Codles Translations ~ Assignments

Assignments

Assign Groups " Assigned OPCL

> Filte

20 | records € Configure Sort g Clear All Sort

Marketing
Sales
Support

Ungroup

4. Select an agent group from the list. The list is assigned to your choice of agent groups.

5. Click Save to complete the code list definition.
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Edit and delete outbound phone codes

You can edit or delete existing code lists at any time.

To edit an outbound phone codes list:

1.

From the Configuration Menu, open Outbound Phone Codes.

A list of existing codes appears.

Select the code list you want to edit, and click

Navigate through the tabs to make the desired changes.

Save your changes.

To delete an existing status code list:

1.

Version 9.14

From the Configuration Menu, open Outbound Phone Codes.

A list of existing codes appears.

Tal
Select a code list from the list, and click

You are prompted to confirm your action.

Click OK to delete the list.
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Assign Outbound phone codes at agent level

8x8 Contact Center administrators define Outbound Phone Code List in 8x8 Configuration Manager. The Assignment
tab allows you to assign the code list to the members of the existing agent groups. You can assign different code lists to

individual agents.

To assign an Outbound Phone Code list at the agent level:
1. From the Configuration Menu, open Agents.
2. Select the specific agent from the list.

3. Gotothe Phone tab.

Agent » Edit Agent » Phone (6]

{Kaoru) Kaoru Minami

< Backto agent list

General Phone Queues Supervisor  CRM &Tab permissions  Interactions Experimental Features
Workplace Outbound Calling
® Workplace phone: Qutbound Phone Codes | |(In4) sales outbound
Workplace SIP UR Calling Line ID* utbound

To Group [Sales Outboun...
Allow agent to change workplace phone Dial Plan NONE
Allow agent to change workplace SIP URI

can be overridden by Outbound Phone Codes

Agent Access #'s and Voicemail Automatic Call Recording

4. In Outbound Phone Codes, select the desired code list.

Notes:

-The Default to Group [GroupName] shows the agent's group assigned to a code list. The agent
is assigned to the list automatically. |
-NONE removes the agent from the default code list assignment.

-Outbound Phone Code Lists assigned at the agent level override group level settings.

5. Click Save.
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Wallboards overview

The 8x8 Contact Center Wallboard presents real-time metrics of your contact center operations on a desktop, display
TV, or monitor on a contact center floor. 8x8 Contact Center administrators can get key statistics to answer questions,
such as:

= How productive are my agents?

What is the number of interactions waiting in a queue?

What is the current longest waiting interaction in a queue?

What is the current SLA activity?

What is the total number of accepted transactions since the beginning of the day?

The metrics provide an insight into queue traffic, longest-waiting interactions in a queue, agent productivity status, and
more. Access to these metrics allows agents and supervisors to respond to increased call volume quickly and maintain
the service levels of your business.

You can choose from readily-available stats, or generate custom stats to suit your business requirements. Whether as a
supervisor or an agent, you can look at the metrics and make instant adjustments to serve your customers better.

Features

The 8x8 Wallboard offers the following benefits:
= Get a bird’s-eye view of call center performance, and track agent availability
m Get real-time metrics on contact center operations
= Apply business intelligence to the decision-making process

m Manage customer demand proactively, and reduce waiting time for customers
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m Access dozens of pre-calculated stats built out of predefined queries

m Customize stats to suit business needs by building custom queries

m Display data on web browsers, such as Internet Explorer, Chrome, or Firefox

= Configure thresholds against key performance indicators to show alerts for potential or actual slips in performance
m  Set up audio and visual alerts on breached thresholds

m Filter data to suit individual needs

m  Get metrics in tabular format for easier navigation

m Make use of separate login access to the wallboard

Requirements

= Wallboard Configuration: Login access to 8x8 Configuration Manager, with permissions to configure
Wallboards.

m Wallboard Access: Access to login credentials for 8x8 Configuration Manager.
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Configure a wallboard

8x8 Contact Center administrators configure Wallboards in 8x8 Configuration Manager.
Configuring an 8x8 Contact Center Wallboard involves:

= Defining wallboard general properties.

m  Specifying desired metrics.

m Defining thresholds for better supervision (optional).

m Selecting skills/queues for which you need metrics.

Once configured, you can run a wallboard with a simple click. Typically, a contact center monitors critical data on agent

status.

8x8:. STATUS OF AGENTS 15:51

QUEUE NAME  BUSY ON POST WORKING ~ AVAILABLE LONGEST WAITING INTERACTIONS
BREAK  PROCESSING OFFLINE INTERACTION WAITING

Sales Inbound 47 61 68 00:00:23 15

Sales QOutbound 32 80 00:00:36 7

Sales Chat 40 29 00:00:26 21

Sales Email 22 43 00:01:00 9

(GMT-8) Pacific Time

Setting up an 8x8 Wallboard is simple and quick. Determine the key metrics for your business, select the data from the
readily-available stats or define custom stats, and run the wallboard. With just a few clicks, you are on your way to

monitor your contact center performance in real time.

Set up awallboard

To set up a wallboard:
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From the Configuration Menu, open Wallboard.

(’:"\

@
Click or Wallboard.

Go to the General tab.

Enter a Name and Description for the wallboard.

Select the desired time zone from the Time Zone drop-down list.

Click Save to open the Fields tab.

The current time of the selected time zone appears on the top-right corner of the wallboard.

- WAITING.
* IN-QUEUE

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

MY WALLBOARD

ENTERED.
QUEUE-TODAY

0

ANDO ODAY ACC oDpy AVG-HAND
ABANDONED-TODAY ACCEPTED-TODAY "poe™ o

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

T
Y TIME-TODAY

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

MEDIA-TYPE QUEUE-ID

phone
phone
phone
phone
phone
phona
phone
il
wmail
email

chat

QUEUE-NAME

vin queue
el vm queue
Email queue

¥i chat queus

-

L R

o

The GMT-6 Central visible at the bottom indicates the selected time zone.

Configure a wallboard
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Specify desired metrics

8x8 Contact Center provides out-of-the-box metrics generated from predefined queries. Additionally, 8x8 Contact
Center administrators have the flexibility to generate custom metrics using the available stats. Go to the Wallboard >
Fields tab in 8x8 Configuration Manager to see the list of available real-time stats with their brief descriptions. For
example, you can track the number of agents waiting for interactions in a queue, or the number of agents processing

interactions in a queue (in available or processing statuses).

To specify the desired metrics for a wallboard:

1. From the Configuration Menu, open Wallboard.

2. Click to edit an existing wallboard.

3. Gotothe Fields tab.

Wallboard » Edit Wallboard - Acmelets Sales » Fields

¢ Back to Wallboard list
General Fields Thresholds Queues URL
Fields List

Assign Al @ Custom Field

Order ID Display Name
1 available Available
2 alerting Alerting
3 busy Busy
4 working-offiine Working Offline
5 on-break On Break
6 waiting-in-queue Waiting In Queue
7 longest-wating Longest Waiting

8 processing-all-eligible-queues Processing All Eligible Queues]

9 post-processing-all-sligible-queues
10 entered-queue-today
11 abandoned-today
12 accepted-today
13 avg-handle-time-today
14 avg-wait-time-today
15 media-type
16 queve-id

17 queue-name

nd drop to change

Save

Description
Count of agents eligible to serve this and the

Count of agents currently in the alerting stat...

Count of agents either alerting or pracessing...

Count of agents in working-offline state that.
Count of agents in on-break state that are e.

Current number of transactions in this queue

Time of the current longest waiting interacti..
Number of agents eligible to serve this queu...

Number of agents eligible to serve this queu...

Number of interactions placed in this queue

Number of interactiens that exited this queu...
Number of interactiens accepted by agents s...
Average time of processing and post-proces...

Average time accepted interactions waited i..

Phaone, chat or email
System designated number for this queue

Administrater assigned name for this queue

Reset

Assigned

L IO RN <IN < < < <]
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4. Select the desired stats from a list of available fields.

Note: You can also generate custom metrics by defining custom fields. See Customize a
Wallboard.

5. Enter a Display Name that replaces the standard field name on the wallboard.
6. Drag and drop the fields to change the display order of the fields on the wallboard.

7. Save the settings.
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Define thresholds

The next step in configuring an 8x8 Contact Center Wallboard is to set up thresholds which alert you in the event of
potential or actual slips in performance. 8x8 Contact Center administrators can set up audio and visual alerts in 8x8
Configuration Manager, and vary the alert type based on the severity of the situation. For example, you can set up a
threshold alert to monitor the service levels of your contact center. If the performance of a skill or queue falls below the
set Service Level Agreement (SLA), you set up an alert so you can look at the activity level of agents belonging to the
queue, identify areas for improvement, and act quickly to recover. You can also set up a threshold to monitor the
waiting time for interactions. If the waiting time in a queue exceeds a certain time, the threshold alert can trigger. You
can define thresholds for each media type and configure custom thresholds for each skill.

To define threshold for inbound phone media:

1. From the Configuration Menu, open Wallboard.

Click to edit an existing wallboard.

Go to the Threshold tab.

Select a media type, such as Inbound Phone.
Select a Field Name.

To specify a threshold value, enter the required parameters and arguments.

N o g &~ w N

Select a color from the color chart to highlight a breached threshold.

Version 9.14 570



8x8

8. Specify an alert sound pattern.

P

‘Wallboard

Edit Threshold

* Name @ Sound :

Get rules from :

kil o] Availsble
Field Name
Available
Alerting
Busy
Working Offline
On Braak
Waiting In Queue
Longest Waiting
Processing Al Eligible Q...
Post Processing Al Eligi..
Entered Queue Today
Abandoned Today
Accepted Today

Svarane Handla Tima Tn

Save

Copy

Background Color :

snold rules is

ound will be played.

Less than 2

Reset

Cancel

9. Click Save to save the threshold settings.
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Selectqueues

In the final step of adding 8x8 Contact Center Wallboard, 8x8 Contact Center administrators must select which queues

require metrics. Optionally, they can select predefined thresholds for each queue via 8x8 Configuration Manager.

To select queues:

1. From the Configuration Menu, open Wallboard.

2. Click to edit an existing wallboard.

3. Gotothe Queues tab.

< Back to Wallboard list
General Fields
Queues List
Assign All
Media
Email

Inbound Phone
Outbound Phone
Voice Mail

Chat

Emai

Inbound Phone
Outbound Phone

Voice Mail

‘Wallboard
Ch

Wallboard » Edit Wallboard - Acmelets Sales » Queues

Thresholds Queues URL
Name *
Sales Email

Sales Inbound
Sales Outbound
Sales Voicemail
Suppert Chat
Support Email
Support Inbound
Suppert Outbound

Support Voicemail

Save

20 records g% Configure Sort igf Clear All Sort
Threshold Option Assigned
Mediz Default
Media Default
Media Default
Media Default
Media Default
Media Default
Media Default
Media Default
Media Default

(<N <BN<JN<]

4. Select the queues individually, or click Assign All to pull their stats.

5. Specify a desired threshold from the drop-down list of choices.

6. Save the queue selections.

Note: You must have specified the threshold settings previously.

The wallboard configuration is now complete. You are ready to run a wallboard.
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Share wallboard authentication

8x8 Contact Center wallboard administrators can bypass the need for login credentials to run a wallboard. Instead, they

can click a URL shared by the contact center administrator to launch a wallboard. The URL provides direct access to the

wallboard. For details on using login credentials, refer to Run a Wallboard.

To share direct wallboard access:

1. From the Configuration Menu, open Wallboard.

&
2. Click to edit a wallboard.

3. Gotothe URL tab.

Wallboard » Edit Wallboard - Acmelets Sales » URL

< Back to Wallboard list

Genera Fields Thresholds Queues URL

URL

Revoke o Recrete

Send Cancel

Click Share.

Enter the email addresses of wallboard administrators that you like to share the wallboard with.

You can see a wallboard URL.

6. Click Send.

A message notifies the wallboard URL is shared successfully via email. Wallboard administrators receive an email

notification with a link to launch the wallboard.

7. Click Revoke and Recreate to retire the URL and create a new one.
If an email recipient uses the revoked link, a message indicates the URL is invalid.
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Note: Alternatively, you can click from the list of wallboards to open the Share Wallboard dialog box.§
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Customize a wallboard

8x8 Contact Center administrators customize a wallboard via 8x8 Configuration Manager based on their business
requirements:

m Set up custom queries and generate custom stats.

m  Set up custom thresholds.

m Brand your contact center's wallboard by adding your company's logo.

m Use a custom font and sound for your wallboard display.

If you need more stats than what is readily available, you can build custom fields by defining custom queries. For
example, if you wish to track agents unable to answer interactions at a given time, you can define a custom field as

follows:

Number of agents Busy = Offered + Processing + Post-processing

To define a custom field:

1. From the Configuration Menu, open Wallboard.

.f:".

®
2. Click to add a new wallboard, or to edit an existing one.

3. Gotothe Fields tab.
.f:'\

4. Click " or Custom Field.

5. Enter the custom field details:
Field Name Description
Display Name | The custom field name that is displayed on the wallboard.
Description A brief description of the metrics.

Field Type Select a data type from a choice of Number, Seconds, and Percent.
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Field Name

Customize a wallboard

Description

— Note: The data type of the custom field must match the data type of
- deriving fields.

Field Definition | Based on the requirements:

1. Select from the available fields drop-down or enter a number value.
2. Select an operator (-,+, -, *, or /).

3. Select another field or enter a number value.

Customize Threshold

Within each media type, you can set up a custom threshold for each queue to suit your requirements. If the waiting time

for an interaction in a queue exceeds two minutes, set up a first level threshold alert. If the time exceeds 3 minutes, set

up an emergency alert. On breaching thresholds, the wallboard gives corresponding alerts.

Customizing threshold is a two-step process:

1. Set up a custom threshold with desired values and alerts. Time values are entered in seconds.

2. Apply this threshold to desired queues.

On running a wallboard with custom threshold, the alerts trigger on breaching the threshold for the selected queues.

To set up a custom threshold:

1. From the Configuration Menu, open Wallboard.

2. Click

to edit the desired wallboard.

3. Gotothe Threshold tab.
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4.

© © © N o o

Click or Custom Threshold.

Add Custom Threshold

* Name Longest Waiting Sound chime
Note: If any of the threshold rules is match
Get rules from : Copy

Y& Longest Waiting Greater than 120

Field N:
1eld Name Sackground Calor: #d6c10d

Available

@ Longest Waiting Greater than 180
Alerting
Background Color: | #f3c00 | |
Busy
Working Offiine
On Break
Wiaiting In Queue
Longest Waiting

Processing All Eigible Q.. _

Reset

‘Wallboard

Chat Save Cancel

Enter a Name for your custom threshold.

Click a Field Name, then specify a value in the parameters.
Select a color from the color chart for Background Color.
Select a Sound alert from the drop-down list.

Add more fields as desired.

Click Save.

To apply the threshold to a queue:

1.
2.

3.

Go to Wallboard > Queues.
Select the desired queue.

Select the custom threshold from the Threshold Option drop-down.

Brand Your Contact Center Wallboard

Brand your contact center wallboard by adding your company logo.

To brand your wallboard with your company logo:

1.

2
3.
4

From the Configuration Menu, open Home.
Go to the Profile tab.
In the Tenant — Logo area, upload your company logo.

Save the changes.

Customize Wallboard Display
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You can control the font size of the wallboard display, or mute the audio alerts on your wallboard.

To change the control settings:

1. Run your wallboard.
QUEUE NAME  BUSY ON POST WORKING  AVAILABLE LONGESTWAITING  INTERACTIONS
BREAK  PROCESSING OFFLINE INTERACTION WAITING
Sales Inbound 47 61 68 00:00:23 15
Sales_Outbound 95 32 180 00:00:36 7.
Sales_Chat 14 40 29 00:00:26

SalesEmail 16 22 43 00:01:00

&

Settings

Sound

B Mute al

Font

+ size

2. Click the tools at the corner of the wallboard screen.
3. Use + and —to increase or decrease the display font size.

4. Select Mute all to mute the sound.
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Run a wallboard

8x8 Contact Center administrators can run a wallboard from the Wallboard tab while logged in to 8x8 Configuration
Manager, or log in to the wallboard directly and select to run a wallboard from there. The login credentials for 8x8

Configuration Manager also allow direct access to the wallboard.

Requirements
m Login credentials: You must have 8x8 Configuration Manager's login credentials to access wallboards.

= Browser requirements: Google Chrome, by default, blocks pop-ups and limits you to run a single wallboard at a
time. To run multiple wallboards simultaneously, in your Chrome settings, select Allow all sites to show pop-ups.

To access a wallboard via the Configuration Menu:

1. From the Configuration Menu, open Wallboard.

2. Select a wallboard, and click

The wallboard runs in a new browser tab.

To access a wallboard via direct wallboard access:

1. Inthe 8x8 Configuration Manager login screen, select Wallboard Access.

8x8 Enter: Configuration Manager
Global Cloud Communications

H Configuration Manager
Login

I Wallboard Access I

Remember me

Forgot Password?

Version: 9.6.0

©2018 8x8, Inc.

Penesaer @8
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Run a wallboard

2. Enter your 8x8 Configuration Manager login credentials, and click Login.
The Wallboard launches and displays the list of configured wallboards.

................................................................................................................................

................................................................................................................................

3. Select awallboard, and click Run.

Version 9.14

As a wallboard administrator, you can bypass the need for login credentials to run a wallboard. For details, refer to
Share Wallboard Authentication.

|

Note: A Chrome limitation prevents 8x8 Contact Center Wallboards from playing the alert sound
notification when the threshold is met. To work around it:

1. Open a new Chrome browser and enter chrome://flags/#autoplay-policy.

3. Press enter. The Autoplay policy option appears.

2. Select No user gesture is required from the drop-down list.

4. Press RELAUNCH NOW. The sound is audible the next time you relaunch Google Chrome.
See Chrome Autoplay Policy Changes for more information.
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Brand your wallboard

Using 8x8 Configuration Manager, 8x8 Contact Center administrators can brand their contact center wallboard by
adding their company logo.

To brand your wallboard with your company logo:

Version 9.14

From the Configuration Menu, open Home.

Go to the Profile tab.

8x8

Home
Security

Agent Groups

Outbound
Setup

Campaigns

Integration

Status Codes

Wallboz

Chat

Home » Profile

Summary Profile Audio Files Schedules

Other Time Zone ( Edit)
(GMT-0) Greenwich Mean Time, British Summer Time

(GMT-0) Greenwich Mean Time, No Daylight Saving Time

Tenant Label ryandemo0101

Default Agent Display Name "Agent”

Reset all agents

[ Allow Agents to Change Display Name

[ Allow Agents to Change Screenpop

Allow Agents to Reject Interactions

Enable SSL for Agent GUI

Enable Workplace setting change validation ()
Enable Enhanced Ringtone

Enable Agent's My Recording Functionality

Enable transferring to queues with no working agents

3 Allow agents to configure warning message popup

Enable agents to return to available status after pulling email

Enable sending FAQ as HTML
Enable Queue/Skill groups

+ separate email addresse:

with comma(,

& Robin Shasta (ryandemo0101)

Agent's ldle Timer

Spam threshold level 5

Spam Black List

Spam White List ft

Tenant - Logo

Choose Files | No file ci

Phone Connection Mode

Default Connection Mode (%) Persistent

[ Allow Agents to Change Phone Connection Mode
Enable Auto Answer @

My Profile

e an image(pg. .png. .gif or @np) with a size of less than 1mb. It cannot
x65(h) pixels.
v.}

In the Tenant — Logo area, upload your company logo.

Save the changes.

When you run a wallboard, your company logo appears on the wallboard.
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Chat overview

With 8x8 Contact Center, administrators can improve customer engagement by proactively offering web chat with live
agents. You decide when and where to offer a chat based on web page hover time or your organization’s chat capacity.
Customer information from the web interaction can be used to drive screen pops to the agent to make the interaction as
efficient as possible.

In 8x8 Agent Console, chat interactions provide a means of responding in real time to customer inquiries. Depending on
the configuration of your contact center, the contact center's chat access page can be configured to either allow or
require a customer to supply an account number or other information to identify themselves before beginning the chat
interaction. 8x8 Contact Center uses this information to look up our Local CRM for a matching customer record. When
you accept the new chat session, 8x8 Agent Console opens the matching customer details record. If the customer has
not supplied any identifying information before beginning the chat, you can use the chat window to ask the customer for
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the information you need to create a new customer or case record.

A)

Customer’s own web page

Legacy
VCC Support Center

simple chat link inserted
into web page

VCC Chat Queue X

Customer’s own web page

VCC Chat Design ) | Valid Chat Connection Paths

(visual elements) |

+ | A— B
Chat Script » /
(offer chat or not logic) A—D
code snippet inserted c—B
into web page
cC—D

Mix and Match Works!

B

Traditional Single-Chat
per Agent AGUI

F4N
D)
New Multi-Chat per "

‘= Agent AGUI if enabled
(per agent setting)

m A (Legacy Implementation): The chat channel was implemented using Support Center functionality. The
Support Center contained a link to the chat channel, which in turn could be hosted on your web page. We have
retired Support Center functionality, but providing new tools and interfaces for Chat via our new implementation.

m C (New Implementation): We offer chat, SMS, and social media channels with better chat workflow and design.
Host your contact center’s chat channel on your web page, independent of Support Center. You can design a
proactive web chat interface according to your company’s requirements, build a chat script to define a logical
workflow for your chat channel, and finally, generate a code snippet to be placed in your website. For details about
chat, see our documents for the Embedded Chat Channels. To take advantage of social media to service
customers, such as Facebook and Twitter, see our guide about Social Media Integration.

The chat interactions directed from A or C implementation flow through the specified 8x8 Contact Center chat queue,

and then to the available contact center agents.

m B (Legacy Implementation): Agents can process a single chat at a time, the traditional way, on 8x8 Agent

Console.

= D (New Implementation): Agents can process multiple chats concurrently. Agents can process up to six customer

chats concurrently, if configured by the administrator.
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Features

m Customers can enter a web chat with live agents.

m Decide when and where to offer a chat based on your company's need and the resources.

m Interact with customers efficiently by pulling out their information on a screen pop.

m Respond in real time to customer inquiries.

= Allow customers to supply account information to identify themselves before beginning the chat interaction.
m Look up the Local CRM and open a matching customer record using the customer's account information.

= Use the chat window to ask customers information for a new customer or case record.

m Handle customer chats in any of the supported languages of agents, or use the automatic translation tool.

m Associate each 8x8 Contact Center agent with one primary and one or more secondary languages of fluency.

Multi-chats (multiple concurrent chats)

Multi-chats or multiple concurrent chats feature in 8x8 Contact Center allows an agent to handle up to six concurrent
chats with customers at any time. There is no limit on the number of concurrent chats among agents. For details, see
our content on how to configure multi-chats.

Customers

Multilingual support for chat

In multilingual support for chat, customers can choose to chat in one of the supported language by 8x8 Contact Center.
Agents can handle customer chats in any of the supported languages they speak, or use the automatic translation tool.
Each 8x8 Contact Center agent is associated with one primary and one or more secondary languages of fluency. For
details see our content on how to configure multilingual support for chat. The multilingual chat flow can be represented
as follows:
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Chat Translation Flow

3

Auta Translate
Enabled

WCAG 2.1 support for chat

Websites, tools, and technologies are designed and developed so that people with disabilities can use them. Web

Content Accessibility Guidelines (WCAG) offer recommendations on how to increase the usability of your website, and

how to make it accessible to people with disabilities. Web accessibility encompasses all disabilities that affect access to

the Web, including:

Version 9.14

auditory
cognitive
neurological
physical
speech

visual

Note: WCAG Compliance is limited to 8x8 Contact Center web chat only. All other features and
applications in the 8x8 Contact Center are not yet WCAG compliant.
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To comply with WCAG 2.1, 8x8 Contact Center introduces enhancements to the web chat experience, thus allowing
8x8 customers to be WCAG 2.1 AA compliant. Learn more

For details on how to make your chat WCAG compliant, see our content on chat design enhancements for WCAG 2.1
compliance.

This chapter involves:
m Understanding a case study for embedded chat design
m Designing and configuring embedded chat
m Configuring for web content accessibility
m Creating a chat script
m Configuring multi-chats
m Handling multilingual chats

m Enabling Co-browsing via chat

1(Learn more about the compliance levels > Level A: Minimal compliance; Level AA: Acceptable compliance; Level
AAA: Optimal compliance)

Version 9.14
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Case study - embedded chat design

Bob is the 8x8 Contact Center administrator at the AcmedJets contact center. He wants to create an online chat channel
to support website visitors. He anticipates the website traffic to be heavy during peak hours, and therefore, the agents
should be able to handle multiple chats to meet the demand. He plans to collect some identity information, such as
customer names and account numbers, to identify existing customers so that agents can process interactions
efficiently. This information can be collected from the customers even before they are connected to the agents, allowing

agents to serve them faster and better.
To complete this plan, Bob needs to:

m Create a Chat Form via 8x8 Configuration Manager to place on the company’s website in order to invite the

customers to chat.
m Create a chat script to define the chat workflow.

m Enable AcmeJets agents to process multiple chats with customers and other agents on the same tenant. He knows
that, by default, agents can handle only one chat at a time.

m Train his agents how to use Multi-Chat.
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The following diagram represents configuration tasks Bob must do to get started with this project:

The CM administrator
of ACME Jet Company
creates an online chat
button to place on the
company’s website. The
goal is for the ACME Jet
customers to be able to

chat with the agents.

He is also glad that he
can create an offline
button to get customer
messages when the

company is closed.

In addition to the
chat button, he

creates a form to
proactively invite
website visitors to

chat with agents.

Y

He then asks the assigned
agents to log out and back
in to their Agent Console
account and confirm if they
see the chat queue under
their profile.

N

But what if he wants to

as their names and

connecting to an agent?
To do so, he creates a

collect some information
from the customers, such

account numbers, before

form with those questions.

I

N

He assigns a few
experienced agents
to the chat queue
and allows them to
handle multiple

concurrent chats.

He then decides to
customize the chat
window which acts
as an interface

during a live chat.

He must now create
a chat script to
determine the chat
flow and assigns it to
the desired chat

channel.

Here is what Bob has in mind for the agents:
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Soon she receives

another chat from
Customer B. She accepts
the chat and starts typing.

To respond the Customer,
Agent A needs to check
something with her
colleague, she sends a
message via chat to Agent B.

When Agent A make herself
‘Available’, the Chat tab blinks
red indicating an incoming chat
request. She accepts the chat

N

and begins chatting with
customer A.

Agent B responds
immediately. Agent
A can see her
response coming.

To plan his work better, Bob has prepared the following checklist:
Task Description

1 Create an online chat button to use during the business oper-
ational hours.

2 Create an offline chat button to direct visitors during offline
hours.

3 Create a chat invitation to proactively invite website visitors to
achat.

4 Create a chat form to gather information from a customer
before initiating a chat.

5 Create an Offline form to send an email message during chat
offline hours.

6 Create a chat window to serve as the interface between the
customer and the agent during the chat.

7 Design the chat flow.

8 Enable agents to have more than one chat.

Version 9.14

How to Complete Completed
Create an online chat button N/A
Create an offline chat button N/A
Design a chat invitation N/A

Design a chat form

Design a chat form

Design a chat window N/A

Create a chat script

Configure Multi-Chat or number
of concurrent chats
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Task | Description How to Complete | Completed

w

9 Train agents to use Multi-Chat. Handle multiple chats in 8x8
Agent Console
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Configure embedded chat design

The chat functionality in 8x8 Contact Center is now enhanced with better chat workflow and design. 8x8 Contact Center
administrators can design a custom chat to match their corporate requirements and create a custom chat script to
control the chat flow using 8x8 Configuration Manager.

A chat workflow can be represented as follows:
1. A customer visits a website.

2. A chat invitation pops up, proactively inviting the visitor to chat.
OR
The visitor clicks a chat button on the website to initiate a chat.

3. The visitor is then presented with a pre-chat survey form to collect some preliminary information.

4. The visitor fills and submits the information. Based on the information submitted, the system checks if it belongs
to an existing customer.

5. An agent accepts the chat interaction, and begins a live chat session.

6. When the chat channel is offline, the visitor is presented with an option to send an email message using an offline
form.

7. If the visitor drops out of a chat process, then the chat interaction enters a default termination.
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The following image shows the chat script diagram:

Chat Script Diagram

~— Button

Default
Termination

Pre-Chat (

‘ -
_.—‘

Offline

Form

Invitation

Start-Point

ab» End-Point

8x8 Embedded Chat offers chat visual block elements used on your website for a chat interaction:
m Button: A chat button that initiates a chat interaction
= Invitation: A chat invitation that pops proactively, inviting website visitors for a chat
m Form: A pre-chat survey form that gathers customer information

= Window: A chat window used by the end user to chat with an agent

Configuring Embedded Chat Design in 8x8 Configuration Manager involves:
m Designing a chat button
m Designing a chat invitation
m Designing a pre-chat survey form
m Designing a chat window

To configure Embedded Chat Design, log in to 8x8 Configuration Manager and go to the Chat Design tab. You are
ready to design visual elements for chat on your website.

Version 9.14 592



Design a chat button

8x8

Design a chat button

A chat button in 8x8 Contact Center is an interface for a customer to initiate a chat. 8x8 Contact Center administrators
can design a chat button to be offline or online using 8x8 Configuration Manager. An online chat button can be used
during the business operational hours for chat, while an offline button can be used to direct visitors during offline hours.
Chat design offers default offline and online chat buttons for use. To customize a chat button, you can create a new
button from scratch, or copy a default button and make the desired changes.

To create an online chat button:

1. From the Configuration Menu, open Chat Design.

2. While in the Button tab, click or Online.

3. Enter a Name and Description for the new chat button.

4. Browse and upload an image for the button.

5. Enter the name for the Button label. This field mandates a label for the button that complies with WCAG. For the
visually impaired, the screen reader reads out the label for better comprehension.

6. Click Save to create a new chat button.

To create an offline chat button:
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1. From the Configuration Menu, open Chat Design.

2. While in the Button tab, click or Offline.

3. Enter a Name and Description for the new offline chat button.

4. Browse and upload an image for the button.

Note: The file size must not exceed 1 MB.

Chat design » Add offline button ®

< Back to button list

Button nvitation Form Window
“Name Suppart Chat (Offline) * Description  Support Chat is currently offline

Button layout

Send your message

Chaose Files | No file chosen

The file must be an image and can not exceed 1ME.

* Button label

Save Cancel

Chat design

5. Enter the name for the Button label. This field mandates a label for the button that complies with WCAG. For the
visually impaired, the screen reader reads out the label for better comprehension.

6. Click Save to create a new chat offline button.
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Design a chatinvitation

A chat invitation in 8x8 Contact Center serves to proactively invite website visitors to a chat. 8x8 Contact Center

administrators can program and present the chat invitation to their website visitors after visitors have spent some time

browsing the website. 8x8 Contact Center chat design offers a default chat invitation. To create a custom chat invitation

via 8x8 Configuration Manager, you can build a new invitation from scratch, or copy a default invitation and make the

desired changes.

To create a custom chat invitation:

1.
2.

Version 9.14

From the Configuration Menu, open Chat Design.

Go to the Invitation tab.

Click or Add new invitation.

Enter a Name and Description for the new chat button.

Add or change the user interface elements of the invitation by adding Window title, Button label, and Message.

The chat invitation preview is shown.

Select to Use default colors. The default colors are designed to help the visually challenged such as the color-

blind.

Chat design » Add invitation

PPPPP

@ cnat

[ Submit |
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z _: Note: Users for whom WCAG compliance is a non-priority, may select colors of their choice and
e / overwrite the default colors.

Choose the Logo customization file to select the logo of your choice for your chat invitation.

Enter a Logo label. This field mandates a label for the logo that complies with WCAG. For the visually impaired,
the screen reader reads out the label for better comprehension.

Click Save when you are satisfied with look and feel of the invitation form.
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Design a chat form

8x8 Contact Center offers two types of chat forms: pre-chat survey forms and offline forms.

m A pre-chat survey form serves to gather information from a chat user before initiating a chat. Using the form, 8x8
Contact Center administrators can collect credentials, such as account number or case number, from an existing
user. This information can be used to search for existing customer records in the Local CRM and present it when an

agent accepts the chat.
= An offline form presents the option to send an email message during the chat's offline hours.

You can use the default form or create a custom form. To create a custom form, you can create a new form from
scratch, or copy the default form and make the desired changes.

A pre-chat survey form can include questions with open-ended or preset answers. To design a pre-chat form, you must
both add survey questions and design the visual details of the form.

To create a custom pre-chat form:
1. From the Configuration Menu, open Chat Design.
2. Gotothe Form tab.

.f:'\

@
3. Click or Pre-Chat.

Chat design » Edit pre-chat form [

4. Enter Name and Description.
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5. Select a Format from the following choices:

m Translation: Indicates a language choice question. It offers customers the languages that are supported in
the chat, such as English, Russian, and German. You can select multiple language(s) for the customer to
choose from, but only one of them can be set as default. When you select a language as default, that
language is pre-selected in the pre-chat form offered to the customer. To make the browser language the
priority language in the pre-chat form, you must Overwrite default with browser language.

Chat design » Add pre-chat form

(6]
< Backtoform ist '
Buton Invitation Form Window
Step 1> Step 2
*Name Acmelets Pre-chat * Description  The pre-chat form to get customer's information
Survey
Format Translation * Available translation  Set as default
Question Select your preferred language. Japanese a
Mandatory Spanizh ®
Include a separator on the end French
Portuguese .

@ @ Overwrite cefaultwith browser language

e \ areent

Add
Drag and drop ¢

M Question

Identifier

Format

No items to show

Cancel Next >>
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When the browser language is not available for translation, the default language is used. If there is no default
language and no browser overwrite, the customer has to select a language from the drop-down list.

H Pre-chat

Enter your seledion. Max: 127 chars.

Name *

Age

Gender

/'Ciue.tc mer has to select 2

language from the list when

there is no default language
set. and the browser
overwrite option is not

selected either

E-mail address =

Language *

Start chating

powered by Bx# Inc,

For example, if the pre-chat default language is Spanish, and the customer's browser is also in Spanish, there
is no need for the customer to select the language. However, if the pe-chat default language is set as
Spanish, but the browser is in French, French becomes the new default language. If French language is not
available for translation, Spanish will remain the default language.

m CRM field: Select from the available default or custom Local CRM fields.

Note: You are allowed to add only one CRM field and one translation question in a pre-chat
survey form. Once you add the questions, the option is disabled in the Formats list. You can

change or edit the questions at any time.

m Open ended: Add an open-ended question, such as <Enter your nickname>.

m Single answer: This is a multiple-choice question. You must provide choices and allow the chat user to

select a single answer.
6. Enter the Question that will be added to the form.
7. Select if the question is Mandatory.
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10.
11.

12.

13.
14.
15.

16.

Design a chatform

Select the option to Include a separator at the end.

Enter an Autocomplete from the drop-down list, adding an autocomplete attribute for each question on the form
makes it easier to fill out forms and assists users with cognitive disabilities. It helps screen readers to explain what
a specific question is about.

Click Add to add the question to the survey form.
Repeat the above steps to add more questions.

Click Next.
The second part of the Form page configuration requires you to specify the visual details of the form.

Chat design » Edit pre-chat form oy

info

Step 1> Step2

(3 support X

er the questions below to be connected

[ send |

Add the desired visual requirements, such as window title, background color, and font color.
Select Use default colors for WCAG. The default colors are designed to help the visually challenged.

Enter a value for Logo label. The new field requiring a logo label has been added for screen readers to comply
with WCAG.

Click Save. Your custom pre-chat survey form is now ready.

The offline form is meant to interface with visitors who wish to send a message when the chat channel is offline.

To create a custom offline form:

1.
2.

3.

Version 9.14

From the Configuration Menu, open Chat Design.
Go to the Form tab.

o
i

@
Click or Offline.
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10.
1.

12.
13.
14.

15.

Version 9.14
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Enter Name and Description.
Select a Format from the following choices:
m CRM field: Select from the available default or custom Local CRM fields.
m Open ended: Add an open-ended question, such as <Enter your nickname>.

m Single answer: This is a multiple-choice question. You must provide choices and allow the chat user to

select a single answer.
Select if the question is Mandatory.
Select the option to Include a separator at the end.

Enter an Autocomplete from the drop-down list, adding an autocomplete attribute for each question on the form
makes it easier to fill out forms and assists users with cognitive disabilities. It helps screen readers to explain what
a specific question is about.

Click Add to add the question to the survey form.
Repeat the above steps to add more questions.

Click Next.
The second part of the Form page configuration requires you to specify the visual details of the form.

Add the desired visual requirements, such as window title, background color, and font color.
Select Use default colors for WCAG. The default colors are designed to help the visually challenged.

Enter a value for Logo label. The new field requiring a logo label has been added for screen readers to comply
with WCAG.

Click Save.
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Design a chat window

The 8x8 Contact Center chat window is the interface between a customer and the agent during the chat. 8x8 Contact
Center administrators can use the default chat window or create a custom window. To create a custom window, you can
create a new form from scratch, or copy the default form and make the desired changes.

To create a custom chat window:
1. From the Configuration Menu, open Chat Design.

2. Gotothe Window tab.

3. Click or Add New Window.

Chat design » Edit window o]

Preview

4. Enter Name and Description.
5. Enter avalue for Window title.

6. Select Offer the Co-browsing request into the Chat window.
Notice that Start Co-browsing session appears in the Chat window. For details regarding Co-browsing, see our
content on Co-browsing via Chat.

7. Select Use default colors for WCAG. The default colors are designed to help the visually challenged.
8. Select afile for Logo customization.

9. Enter a value for Logo label. The new field requiring a logo label has been added for screen readers to comply
with WCAG.
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10. Click Save.
You have defined all the Chat Visual Block (CVB) elements. The next step is to add them in a chat script to
complete the workflow.
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8x8 web chat complies with WCAG 2.1

When websites, tools, and technologies are designed and developed so that people with disabilities can use them, they
are considered web accessible. Web Content Accessibility Guidelines (WCAG) offer recommendations on how to
increase the usability of your website, and how to make it accessible to people with disabilities. Web accessibility
encompasses all disabilities that affect access to the Web, including:

= auditory

m cognitive

m neurological

m physical

m speech

= visual
Prior to this release, 8x8 Contact Center customers who are WCAG 2.1 compliant were restricted from using the web
chat solution due to the lack of compliance. In this release, we have enhanced the 8x8 Contact Center web chat

experience to comply with the WCAG 2.1 guidelines allowing better readability, navigability, and interactivity with our

web chat elements.

? Note: WCAG Compliance is limited to 8x8 Contact Center web chat only. All other features and
applications in the 8x8 Contact Center are not yet WCAG compliant.

To comply with WCAG 2.1, 8x8 Contact Center introduces enhancements to the web chat experience, thus allowing
8x8 customers to be WCAG 2.1 AA compliant. Learn more

Features

m Better and readable user-interface (Ul) even on aggressive zoom

= Ability to navigate via keyboard tab/enter

1(Learn more about the compliance levels > Level A: Minimal compliance; Level AA: Acceptable compliance; Level
AAA: Optimal compliance)
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m  Compliance with screen readers

= Color palette with good contrast ratio and color-blind friendly

These enhancements are designed to improve usability for all and accessibility of content for the disabled. For
example, a field with an asterisk is called out as mandatory by screen readers. Adding an alternate text for an image
informs the user, who may be visually impaired what the image is about.

Enhancements in Chat Design for WCAG compliance

As an admin of 8x8 Contact Center, you will notice enhancements while designing the following web chat elements:

m Chat button: A chat button in 8x8 Contact Center is an interface element for a customer to initiate a chat. While
designing a chat button, the new Button Label field now mandates a label for the button. For the visually
impaired, the screen reader reads out the label for better comprehension. For example, adding a button label Chat
now, informs users that clicking the button initiates a chat session.

Cancel

m Invitation: The chat invitation form which invites website visitors to initiate a chat, has now introduced default
colors compliant with WCAG. The default colors are designed to help the visually challenged such as the color-
blind. Additionally, a new field requiring a logo label has been added for screen readers.

- Note: Users for whom WCAG compliance is a non-priority, may select colors of their choice and
L = i overwrite the default colors.

Version 9.14 605



8x8 web chat complies with WCAG 2.1

8x8

Chat design » Add invitation

@ chat x

Ve are here to help you. Would you ke to
chat vith one of our agents?

(i)

[

m Pre-chat form: Using a pre-chat survey form, 8x8 Contact Center administrators can collect basic information such
as name, email, account number or case number, from an existing user. This information can be used to search for
existing customer records and present it when an agent accepts the chat. While designing this form, you can now
add an autocomplete attribute for each question on the form. The autocomplete attribute makes it easier to fill out
forms, assisting users with cognitive disabilities. It helps screen readers to explain what a specific question is

about.

Chat design » Edit pre-chat form °

Sup 1> Step2

M Question Variable Format
Seaseumber CRM - Case number ’®

Additionally, the form uses default colors compliant with WCAG. The default colors are designed to help the
visually challenged. A new field requiring a logo label has been added for screen readers.
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See the image below for better color contrast and helper text on the form.

. Zoonou support chat %

Please provide additional information, so we can
find the best Zoonou rep 1o assist you

B Mame -

hig figkd i mandatony

B Where do you msed halp? *
LI LI
Dev
Wk

This field is mandatory

Select your language
Chat now!

powered by 8=8 Inc.

m Chat Window: The 8x8 Contact Center chat window is the interface between a customer and an agent during the
chat. Customers use this chat window to communicate with agents. This window now uses default colors compliant
with WCAG. The default colors are designed to help the visually challenged. A new field requiring a logo label has
been added for screen readers.

Note: WCAG Compliance is limited to 8x8 Contact Center web chat only. All other features and
applications in the 8x8 Contact Center are not WCAG compliant.

(© Acmelats Support x

Language
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8x8 web chat complies with WCAG 2.1

Note: Existing 8x8 Contact Center users who have implemented the web chat solution, will need toé
review and enhance the chat design elements for WCAG compliance, and republish. |
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Create a chat script

An 8x8 Contact Center chat script defines the path of a chat interaction from its initiation until it is accepted by an

agent. Using chat scripts, 8x8 Contact Center administrators can define how to present a chat, when to present it, what

information they need to collect before initiating the chat, and which queue to direct the chat interaction to. They can

create a new script and assign it to any number of channels. Chat scripts are grouped under Scripts > Chat in 8x8

Configuration Manager. The enhanced chat script allows you to design and control the chat flow in a contact center. To

see the chat workflow diagram, refer to Chat Overview.

Let's say Bob, a contact center administrator at AcmeJets, wants to define a chat workflow that allows website visitors

to initiate a chat with friendly representatives from his company. To enable a smooth chat flow, Bob must create a chat

script that enables the following workflow:

1.

© g &> w D

Allow web page visitors during business hours to click the chat button and initiate a chat.
OR
Invite visitors to chat once they have spent some time on the page.

When they click the chat button, present a short pre-chat form that helps identify the customer's interests.
Once the customer submits the pre-chat form, direct the chat interaction to an appropriate chat queue.

If the wait is too long, allow the customer to skip waiting in the queue and send an offline message.
Present the customer with a chat window they can use to interact with a representative.

Allow the visitor to send an email message, if reached during closed hours.

To achieve the above goals, Bob must create a chat script like the one below. The objects can be entered in any order,

as 8x8 Contact Center arranges them in the correct order.

To create a chat script:

1.
2.

Version 9.14

From the Configuration Menu, open Scripts.

Go to the Chat tab.
.f:'\

Click ~ or Add new chat script.

Follow the steps below:

Go to the Properties tab.
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New Chat Script

Queues/Skills

< B

iptlist
Channels

Seripts

CRM
Script type

* Script name
Category

Copy script from

Broa
Integration

Statu: des

Scripts » New Chat Script » Properties ®

Chat Assigned channels
Acmelets Chat

Click to view or edit

% This seript is enabled

2. Enterthe properties for the script.
The following table summarizes the options under Scripts > Chat > Properties:

Version 9.14

Phone/
Chat/Email
Script
Property

Script Type

Script Name

Category

Copy script
from

Comment

Description

= Phone: Select a script type: Inbound phone, Post Call Survey, or Outbound phone.

m Chat and Email: A read-only reminder of the script type. It displays if it is a phone, chat,
or email script.

Enter a unique name for the script.

A category helps you organize your scripts better. For example, if you have multiple scripts
serving Support and Sales needs, you can group scripts under separate categories. You can
select an existing category or create a new one.

To create a new category:

1. Select Edit Categories from the drop-down menu.

2. Inthe Category dialog box, add a new category by clicking

Choose this option to place a copy of the default or an existing IVR script into this channel.
This option appears when you are creating a new script.

Add comments or additional notes, if desired.

610



8x8

Create a chat script

Phone/
Chat/Email

Description

Script
Property

This scriptis | Select to place this script definition into service.

enabled

Assigned n
Channels
/Assigned -
Queues

When you select Script Type > Outbound Phone, you must assign one or more new
outbound phone queues.

When you select Script Type > Post Call Survey or Script Type > Inbound phone, you
must assign one or more channels to the script.

To assign new channels:
1. Click on the link to bring up the list of channels.
2. Select the desired channels from the list.

3. Click Assign.

¥ Note: All channels in the list are associated with a script whether default or
= ?f user-defined. If you assign and save a new script, the old script is '
: permanently replaced by the new selected script.

= _.f Note: It is recommended to restrict your assignment to 100 channels at a
time.

3. Click Save.

1. Goto the Script tab.

Version 9.14
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6.

7.

8.

Version 9.14

Create a chat script

Click Chat. The [add] option appears. For a complete list of objects and their descriptions, refer to Summary of
Chat Script Objects.

Click [add].

Select Schedule from the chat objects.
This object performs a particular sequence of script operations when the contact center is open or closed.

a. Enteraname forthe Object Tag.
b. Select an existing schedule from the list of Select Schedule.
c. Click OK.

Click [add] next to Open and then:

a. Select Forward to Queue, enter a name for the object tag, select a queue, and click OK.
This object forwards a chat interaction to a specific chat queue, such as the sales or main queue.

b. Select CVB Online, enter a name for the object tag, and click OK.
CVB Online refers to a chat design element, such as a chat button, chat invitation, chat form, or chat window,
which can be used on your website during the business hours.

c. Select Greeting Message and click OK.
This object displays the greeting message to invite customers to the chat session. Append <@skipQueue@>
to your message to offer the option to skip queue in the chat window.

d. Select Skip queue, enter the relevant parameters, and click OK.
This object gives customers the option to opt out of waiting in the chat queue and send an email offline. It can
only be triggered in the greeting message object.

For the CVB Online, click [add]:
a. Select Online button, enter a name for the object tag, and click OK.
b. Select Invitation, enter a name for the object tag, and click OK.
c. Select Pre-chat form, enter a name for the object tag, and click OK.
d. Select Chat Window, enter a name for the object tag, and click OK.
Click Close, then click [add].

a. Click CVB Offline, enter a name for the object tag, and click OK.
This object refers to a chat design element, such as a chat button or chat form, that activates on your website
during closed hours.

b. Click add offline button next to CVB Offline, enter a name for the object tag, select a button, and click OK.

Click Save to save your chat script.



Create a chat script

8x8

9. To edit the details, click any object and select edit. An edit window opens up. To view the details, double-click any
object. The View details window appears. You can also click edit from inside the View details window.

10. To undo the changes click Revert.
¥
11. Clickthe on the script page to generate a PDF image and save it locally. The PDF printout is generated

containing the script name, date, and time of print. Supervisors and administrators can review and modify the
script as needed.

Scripts » Chat » Script

Support Chat Script

¢ Back to script list

Properties Script Code
Script
B-<» Chat

- (B Greeting Message [Welcome]

B~ & Schedule [SupportChat]

- Open

i3 Skip Queue [SkipQ]

% Forward to Queue [SupportQ)]
CVB Online [SupportChat]

[ Pre-chat form [PreChat]

[E]) Invitation [Chatinvite]

[=] Online button [ButtonOnline)
P Chat window [ChatWindow]
=~ Close

2[5 CVB Offline [SupportChatOffline]
i Offline button [ButtonOffline]
W Offline form [ClosedForm]

Outbound
Ph

Note: As long as you have all the objects in the script, the sequence does not matter. 8x8 Contact
Center arranges the script in the correct order.

Run and Use the Script
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Go to the Code tab.

Select the chat channel from the list.

Channels

Seripts

CRM

Scripts » Chat » Code

Support Chat Script
< Back to script ist
Properties Seript Code

Code snippet

Please, copy and paste this code exactly on the place you want to insert the chat button into your website: {remember to select the right channel before generating the code snippet)
Refer that, for each channel selected, a new code will generate

*Channel  AcmeSupport Chat

I~ Place this code snippet anywhere you want the button to appear in your page. If no button has been configured in the chiat scrit, [ will not show up nor take any space. —>
div id="__8x8-chat-button-cont: ript_: 5b08351919a6a5. 0929"></div>

I-- This script will not interfere with the button layout, you just need to include it in the same page. It must also be within the <body> section of the page, preferably just before the
ending tag. -->
script type="textfjavascript'>
window._Bx8Chat = {
uvid: "script_2066089468550835191936a5.29870929",
tenant: "dmNjdGVjaHB1YnM",
channel: "AcmeSupport Chat',
domain: "https:/vee-vm4b.Ex8.com’”
path: /",
buttonContainerld: "_8x8-chat-button-cont: ript_206608946850083519192635.20870929",
align: "right"

ffunction() {
var se = document createElement("script);
setype = "text/javascript’;
se.async = true;
se.src = window.__BxBChat.domain + window.__8xBChat.path + "JCHAT/common/jsfchat js"

Click Generate Code. The code appears in the window.

Copy and paste the code to a page where you want to insert a chat button on your website.

Note: This script does not interfere with the button layout. It must be included in the same page and
within the body section of the web page, preferably just before the ending tag.

Create a chat script
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5. Click the Chat button you just created. The Chat window opens.

Acmelets Support

Language |

Lorem ipsum dolor sit amet

f a1 iy "y . i -
Lorem ipsum dolor sit amet

Loram jpsum dolor sit amet

Lorem ipsum dolor i

E000

powered by Bx& Inc.

See Chat Overview to learn about Embedded Chat Design.

Version 9.14

Create a chat script
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Summary of chat script objects

Summary of chat script objects

The following table summarizes the 8x8 Contact Center chat objects available in the chat scripts and accessible via 8x8

Configuration Manager:

Chat
Script
Object

Description

Schedule | Use the Schedule object to perform a particular sequence of script operations when the contact center is

Skip
Queue

Version 9.14

either open or closed.
Parameters:

= Inthe Label text entry area, type the alphanumeric label used to uniquely identify the element in the
IVR script.
m Labels can contain a maximum of 21 characters, and must be unique within a script.
m Inthe Select schedule list, choose a schedule definition.
Exit points:
The Schedule object uses the Select schedule value to transfer control to the script sequence specified
within the following exit points:
m open equals true if the phone interaction has been received within the selected schedule's open
hours.
m close equals true if the phone interaction has been received outside the selected schedule's open
hours.
m #1 through #6 equal true if the schedule specified in Select Schedule includes an exception

condition, numbered 1 through 6, and today's date is within the exceptions from and to dates.
For details on creating schedules, refer to Define Business Hours and Schedules.

Use this object to give the customers the option to opt out of waiting in the chat queue and send an email
offline. This option can only be triggered in the greeting message object.

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.

m Email Prompt Msg: The prompt message offered to a customer waiting in the chat queue. It can
appear as a link in the chat window (for example, "All our agents are busy helping other customers.
Would you like to send us an email?").
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Chat
Script
Object

Forward
to Queue

CVB
Online

CVB Off-
line

Version 9.14

Summary of chat script objects

Description

m Select form: Select an offline form from the list. An offline form presents an option to send an
email message during the chat's offline hours.

m Send info by: Shows whether you want to send the information you collected in the form using an
email channel or a dedicated email.

o Email channel: Select this option to choose an email channel. The email channel directs the
customer's email to the right agent.

o Plain email: Select a dedicated email to send the customer's email to.
= Email Channel: If you choose to use a Channel, you must select an email channel from the list.

m Forced email header message: Specifies the Subject line in the email message sent by a
customer skipping the chat queue.
Exit Point: None

Use the Forward to queue object to forward a chat interaction to a specific chat queue, such as the
sales or main queue.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.

m Inthe Queue name list, choose the target chat queue to receive the chat.
Exit points: None

Chat Visual Block Online refers to a chat design element, such as a chat button or chat form which can
be used on your website during business hours.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None

Chat Visual Block Offline refers to a chat design element, such as a chat button or chat form that activ-
ates on your website during closed hours.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.

The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None
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B
Chat
Script Description
Object
CvB Chat Visual Block Default refers to a chat design element, such as a chat button or chat form available by

Default | default from 8x8 Contact Center.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None

Greeting | Use this object to type a greeting message to invite the customers to the chat session. Use
Message  @skipQueue@ to present the message that is previously set in the skip queue.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.

m Inthe Greeting Message, type the message you like to appear in the chat window. For example:
<We will be with you shortly. click here to send an email.>

= Use auto-translation: This option is selected by default and is used to automatically translate the
greeting messages using Google Translate. If this option is disabled, you can bypass the automatic
translation, and let the user provide a customized translation instead.
Exit points: None

Test Use the Test Queue object to check the condition of a queue before entering a queue. Test queue
Condition | provides a set of conditions which, when met, trigger specified actions. The test queue object gives the
of Queue | IVR designer much more routing and announcement flexibility by allowing them to repeatedly test queue
status.
Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
Labels can contain a maximum of 21 characters, and must be unique within a script.

= Inthe Queue name list, choose the phone queue to test the condition.

m Use the Condition Matched check boxes to determine routing choices based on agent availability
or queue performance.
o To route the chat differently, or to provide the customer with choices when there is no qualified
agent available to immediately accept the interaction, select there are no enabled agents
waiting.
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Chat
Script Description
Object

o To route the chat differently, or to provide the customer with choices when there is no qualified
agent logged in to immediately accept the interaction, select there are no assigned agents
logged in.

Qualified agents refer to the agent setup to receive interactions from the queue specified in the
Queue name list.

o To evaluate the condition of a selected queue, and route the chat based on the test results of
that performance, select Enable queue overload tests below.
Perform one or all of the following tests:
= Number of chats in queue ahead of this chat: Enter the maximum number of chats that
can be ahead of the current chat.
m there is a chat in this queue that has been waiting longer than (seconds): Enter the
maximum time that a chat is waiting in the queue.
m the instantaneous expected wait-time calculation exceeds: Enter a time duration in
seconds.
Exit points:
Test Queue has two exit points:

m Condition Matched

= Condition not Matched
The Test Queue object transfers control to the script sequence specified under the exit points based on
the following test results:
m There are no enabled agents waiting in the queue.
m There are no assigned agents logged in.
m There are <n> number of chats in the queue ahead of this chat, where <n> is the number specified in
the test.
m There is a chat waiting longer than the specified time in the queue.
m The instantaneous expected wait time calculation for a chat exceeds the specified time.
The expected wait-time calculation is useful only when there are more than 20 qualified agents
assigned to the queue and active. Mathematical uncertainty with fewer than 20 active similarly-

skilled agents may produce unexpected results.
Some of the many ways the exit points can be used are to trigger another test, provide the customer with
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Chat
Script
Object

Chatas a
Pop-up
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Summary of chat script objects

Description

a choice of waiting in a queue when no agent is available, leave a voicemail, or inform the customer of an
approximate waiting time, and then forward to queue.

For example, if there is a chat in the queue that has waited longer than 120 seconds, you can insert the
Play object under the Condition matched exit point to play a message informing the customer of an expec-
ted waiting time for the chat to be answered. You can then use the Forward to Queue object to route the
call to a queue.

Allows the pop-up chat window to appear. The pop-up chat applies to the Pre-Chat Survey and the Chat
Window options.

Parameters:

= Inthe Object tag, type the alphanumeric label used to uniquely identify the element in the script.
The object tag can contain a maximum of 21 characters, and must be unique within a script.
Exit points: None
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Using script variables in chat channels

Before initiating a chat interaction in 8x8 Contact Center, customer information such as account numbers or case
numbers collected via the pre-chat form, can be used to determine routing of the chat interaction. 8x8 Contact Center
administrators can collect customer data, store them into system and user-defined variables, and use values stored in
these variables to direct the interaction to the appropriate queue all using 8x8 Configuration Manager. It improves the
efficiency of handling chat interactions.

Let’s say your company wants to route interactions based on the customer language. Collect the preferred language
choice in a variable, and use this data in the IVR to direct them to the appropriate language queue.

Or, let’s say your company wants to route interactions based on the department such as Sales or Support, you can
collect this information during the pre-chat, and use it to route the interaction to the right queue.

In this topic, we’ll demonstrate the usage of script variables in chat channels based on the following use case.

Acmelets Inc. is a premium jet service company that serves its customers via chat channels. When a customer initiates
a chat, AcmeJets collects basic information such as customer name, account number, and the preferred language for
chat. AcmedJets serves customers in English and Spanish, and have dedicated queues for each language. They want to
direct customers to the appropriate queue based on the language choice. Additionally, the company wants to
personalize their conversation for best customer satisfaction.

Assumptions

Let’s assume that AcmeJets contact center has:
m Configured a chat channel
m Configured chat queues

m Designed chat elements (chat button, pre-chat form, and chat window)

To support the use case, follow the steps discussed here:

In this step, we create a new pre-chat form which collects a customer’s name, and preferred language for chat. Store
the values in a custom variable and a translation variable respectively. Important: For custom variables, note down the
variable names to be used in chat scripts.

Version 9.14 621



8x8

4.
5.
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Using script variables in chat channels

Log in to the 8x8 Configuration Manager.
Go to Chat Design > Form.

Click +Pre-chat to begin creating a pre-chat form.

[ryandemo0101] vec Configura

QY cogriod @

& Nalini Ananthamurthy (ryandemo0101) My Profile  Co-t g Logout

Home » Summary 6]

Summary Profile Audio Files Schedules Dial Plans Agent's Idle Timer

Incoming Channels Agent Groups
Phone 31 ungroup 29
M Emai QE 1

Outbound Chat

Social
Campaigns M
Broadcast

o o & R~

Inbound Queues
Phone

Emai

Chat

SRR RENERN

Voice Mail

Outbound Queues
Chat design Phone 29

Enter a name and description for the pre-chat form.

Add your first question to collect customer information.
a. Format: Select <Open-ended>.
b. Question: Enter the question: <Enter your name>.

c. Variable: Note that the variable name is automatically generated. Edit as you want <_name>.
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Click Add.

& Nalini Ananthamurthy (ryan:

Chat design » Add pre-chat form

< Back toform list

Button Invitation Form Window
“Name Acme-chat *Description  Pre-chat form to collect customer data
Survey
Format Open ended
* Question Enteryourn| |
Mandatory

Multiple lines answer

Include a separator on the end

“Variable
Add
Chat design Drag 2nd drop to change the display order of questions inside  form.
M Question Variable Format
No items to show
LEGEND: e does not begin v updating the neme to have this data availabie for routing within your chat Scripts.

Cancel

Using script variables in chat channels

Step 1>Step 2

Next >>

Add a question to collect the customer's language preference.
a. Format: Select <Translation>.
b. Question: Enter the question: <Enter your language>
C. Select language choices from the list: Select <English> and <Spanish>.
d. Variable: Note that the system variable ($language) is automatically populated

the system variable names.

. You are not allowed to edit
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e. Click Add.

< Back to form list

Chat design » Add pre-chat form

& Nalini Ananthamurthy (ryandemo0101)

Button Invitation Form Window
* Name Acme-chat * Description | Prechat form to collect customer data
Survey
0 ound
Outbound F—
Setup
* Queston &
Campaigns
Mandatory
Broadcast
Include a separator on the end
* Variable
Dragand drop to change the display order of questions inside a form
M Question Variable Format
Wallboard Enter your name _name Open ended
Chat design
LEGEND: Variable does not begin with dollar sign ($) or underscare (). Consider updating the name to have this data availsble for routing within your chat scripts.

Using script variables in chat channels

Step 1> Step 2

Cancel Next >>

7. Optionally, add a question to gather either account number or case number. Select the format CRM field.

8. Click Next>> to proceed to define the visual design of the pre-chat form. Select the colors and labels. Save your

preferences.

Chat design » Edit pre-chat form

< Back to form list

Button Invitation Form Window

Label

Preview

* Window title Acmelets Help Center

* Button label Submit

Intraduction text

Color

* Window background ~ #CCFFCC * Text
* Border #99CC00

Logo customization

Choose Files | No file chosen

The file must be an image and can not exceed 200kE.
The image will be resized for the proportion of 100x30 pixels

#555555 [l

Acmelets Help Center

Enter your name

Enter your language

Submit

powered by 88 Inc.

Step 1> Step 2

Step 2: Create a chat script

In this step, you will define a script that determines the routing of each chat interaction from your customers. When a

customer initiates a chat session, they are prompted to submit data through the pre-chat form. Based on this data, they

Version 9.14

624



Using script variables in chat channels

8x8

are then directed to the appropriate queue.
1. Go to Scripts from the main menu in Configuration Manager.
2. Select Chat > Add new chat script.

3. Inthe Properties tab, enter a name, category, and comment. Optionally, add the chat channel you wish to apply
the script to. Save the properties.

Step 2a: Add a custom variable to the variables list
If you added custom variables in your pre-chat form, you must add them to the variable list here. By default, the View
variables lists all system variables. To add a custom variable you have already added in your chat design,

1. Inthe Script tab, click View variables. A list of system variables shows up.

2. Click Add new and enter the custom variable name defined in the pre-chat form.

.....................................................................................................................................

Important: Ensure the custom variable defined in the pre-chat form is added here.

& Nalini Ananthamurthy (ryandemo0101)

Scripts » Chat » Script (6]

Acme-Chat
< Backtoscript list

Saripts Properties Seript Code

[

Script Save Revert Cancel View Yariables

Step 2b: Begin crafting the script

The chat script will embed a greeting message which includes the customer name. Use a test variable to identify the
language choice and direct them to the right queue.
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. Add Test variable > Tests if the variable value of language equals Spanish. Tests if a customer selects to chat in

Spanish.

m If True, add Forward to Queue. choose to forward it to the queue serving customers chatting in Spanish
language.

m [f False, add Forward to Queue, choose to direct the interaction to the queue serving customers in English.
Add a greeting message to the customers. Example: Welcome to AcmeJets. We will be with you shortly.
Add all the chat visual block elements you have defined.

m Chat button (Triggers chat interaction)

m Pre-chat form (Collects information from the customer; Add the newly defined pre-chat form here.)

m Chat-window (Allows a customer to interact with the agent)
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4.

5.

6. Click Generate Code. Copy the code and embed in your website which hosts the chat.

Save the script.

Scripts » Chat » Script
Acme-Chat

< Back to script list

Froperties Script Code

Script

- <» Chat
El‘ﬁ, Test Variable [language choice]
- True
15 Forward to Queue [to Spanish Q]
=)~ False

- &% Forward to Queue [to English Q]
L B Greeting Message [greeting] ﬁh
=+ CVE Online [cvb] ﬁ
“ =] Online button [Chat trigger button)
- J Pre-chat form [Acme-pre-chat]
~ @ Chat window [Acme-chat-window]
- ¢f» DefaultTermination

In the Code tab, select the chat channel to apply this script to.

Step 3: Verify the chat workflow

1.

Version 9.14

To verify the chat workflow, simply initiate a chat as a customer.

Using script variables in chat channels
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2.

Version 9.14

In the pre-chat form presented, enter your name and select the language - English.

Help Center

Enter your name
Robin

Enter your language

English

Espanol

Submit

powered by BxE Inc.

Click Submit.

Using script variables in chat channels

Log in as an agent serving customers in English. You should now receive the interaction in English.

Trigger a second chat interaction as a customer and select Spanish in the pre-chat form and submit.

Log in as an agent serving customers in Spanish. You should now receive the interaction in Spanish.

If you received interactions via the correct queues, your setup is correct and complete.
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Configure multi-chats

8x8 Contact Center multi-chat allows an agent to handle up to six concurrent chats with customers at any time. There is
no limit on the number of concurrent chats among agents. Using the Interactions tab in 8x8 Configuration Manager, 8x8
Contact Center administrators can configure the maximum number of concurrent chats with customers for each agent.
They can also enable agent-to-agent chat from within the Interactions tab. There is no limit on the number of agent-to-

agent chats.
To define maximum number of concurrent chats with customers:

1. From the Configuration Menu, open Agents.

2. Find an agent and click

3. Open the Interactions tab.

Agent » Edit Agent » Interactions ®

ents
Queues/Skills
Cr

(Kaoru) Kaoru Minami
< Back to agent list

Genera Phone Queues  Supervisor  CRM&Tab permissions nteractions

* Max # of concurrent chats 1

Enable agent to agent chat 1

o u W

4. Select Max # of concurrent chats from the list.

5. Select Enable agent to agent chat.
It allows this agent to chat with other agents. There is no limit on the number of concurrent chats among agents.

6. Click Save.
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Handle multilingual chats

An insurance customer in Rome, Italy initiates a chat with a support representative in New York. Using the automatic
translation tool, the agent is able to handle the chat request in English while the customer uses their native Italian. The
tool translates chat conversations between customers and agents, giving them the flexibility to communicate in their
respective native languages. If this chat is handled by an agent who happens to speak Italian, they can choose to
handle the conversation without the aid of the translation tool.

8x8 Contact Center introduces multilingual support for chat. Customers can choose to chat in any of the supported
languages. Agents can handle customer chats in any of the supported languages they know or use automatic
translation tool. Each 8x8 Contact Center agent is associated with one primary and one or more secondary languages
of fluency.

m If the chat request is in one of these languages, agents can chat in the requested language.

m If the chat request is not in their primary or secondary language, agents can use the automatic translation tool.

With Multilingual support for chat:
= Administrators can provide language choice in embedded chat.
m Customers can choose to chat in a language of their choice.

m Agents can handle customer chats in any of the supported languages.

Supported languages
8x8 Contact Center offers chat translation support for:

English, Russian, German, Japanese, Spanish, French, Chinese, Portuguese, Italian, and Polish.

Configure multilingual support for chat

To configure multilingual support for chat, administrators must:
= Configure a pre-chat form in the embedded chat flow.
m Offer language choice for customers in the pre-chat form.
m Include the pre-chat form in the chat script that controls the chat flow.

= Indicate the primary and secondary languages of agents.
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Handle multilingual chats

Step 1: Configure a pre-chat form to offer language choice.

In your embedded chat flow, you must add a pre-chat form which offers language choice for customers. Using this form,

customers select a language to chat in. Follow the steps described here to design a pre-chat form.

1.

2
3.
4

10.
1.

From the Configuration Menu, open Chat Design.
Click the Form tab.
Select to edit an existing pre-chat form or create a new one. For details, refer to Design a Chat Form.

Select Translation under Format. This offers customers a language choice question. A list of languages
supported for chat translation shows up.

Enter a Question, such as <Select a language you wish to chat in>.

Select the language choices that you want to offer your customers to chat in.
You can choose the language for translation to be Set as default.

Chat design » Edit pre-chat form ®
< Backto form list
Button nvitation Form Window
Step 1> Step 2
* Name Acmelets Pre-Chat * Description | Pre-chat form that pops up for customers,
Survey
Eormat I Translation I Available translation  Set as default
Question TRICh Ianguage would you Te 10 chat Iny English 5
& Mandatory Russian
Include a separator on the end German
2 lananese M
Save Cancel
Drag and drop o change the display order of questions inside a form.
M Question Identifier Format
* Which language would you like to chat in? Translation Z W
* What is your email address? what-is-your-email-address Open ended Z
. * What is your account number with us? what-is-your-account-number-with-us Qpen ended 7@
Gatdesol * Do you want o discuss a new or existing issue? o want-to-discuss-a-new-or-existing-issue Single answer 7 @
* What is the issue you would like to discuss? what-is-the-issue-you-would-like-to-discuss Open ended 7w
Cancel Next>>

Click Add. The question is added to the form.

Add more questions as desired.

Click Next to define the visual details of the form.

Add the desired visual requirements, such as window title, background color, or font color.

Click Save. Your custom pre-chat form is now ready with the chat translation choice.

Step 2: Add or edit the chat script to include pre-chat form.

In this step, make sure the pre-chat form is included in the chat flow, which is controlled by a chat script. You must

include a pre-chat form with the language choice in the chat script.
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1. From the Configuration Menu, open Scripts.
Go to the Chat tab.
Edit or add a chat script. For details, refer to Create a Chat Script.

Under the CVB Online object, click [add].

ok~ w0 DN

From the menu, select the pre-chat form you just created with the chat translation option.

Home

Scripts » Chat » Script

Support Chat Script

¢ Back to script list

Properties Script Code
Script Cancel
B¢ Chat

- (@ Greeting Message [Welcome]
=- g Schedule [SupportChat]

- Open

i~ 3% Skip Queue [SkipQ]

i~ 8% Forward to Queue [SupportQ)] . .
-0 CVB Online [SupportChat] Edit ObJECt
(=] Online button [ButtonOnline]

; nyitation 3 g Pre-chat form
~| LA Pre-chat form [PreChat]|[ edit | copy | my
A3t window atvvindow] Object tag : PreChat

- Close | |
Select form: .
©-15) CVB Offline [SupportChatOffling] slectiom Acmelats Pre-chat

- (=] Offline button [ButtonOffline]
- § Offline form [ClosedForm)]

g OK Cancel
o 14
«¢f» DefaultTermination

6. Save the script.

Note: Your chat script must contain a chat button to initiate chats, a pre-chat form to indicate

language choice, a chat window for typing chat messages, and a chat queue to forward the chat
requests.

7. Assign this script to the desired chat channel.
Step 3: Define primary and secondary language for agents.

Selecting a primary and one or more secondary languages for agents indicates their ability to chat in these languages.
Automatic translation is available to agents based on their primary and secondary languages:
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m If the language of the chat request matches the agent's primary language, automatic translation is disabled.

m If the language of the chat request matches the agent's secondary language, automatic translation is available but
turned off. The agent can turn it on.

m [f the language of the chat request doesn't match the agent's languages, automatic translation is turned on by
default.

To indicate languages of fluency for users:
1. From the Configuration Menu, open Agents.
2. Select to edit an agent.
3. Inthe General tab, notice two fields:
o Primary Language: Select a language of primary fluency. This is the default language of chat for users.

o Secondary Language: Select one or more languages of secondary fluency. If a chat request is in any of the
secondary languages, they can chat in this language or use the automatic translation tool.

4. Save the language settings.

Multilingual chat flow

The multilingual chat flow can be represented as follows:

Chat Translation Flow

Auto Translate
Enabled

Version 9.14
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1.
2.

3. The customer fills in the form, selects a language to chat in, and submits the chat request.

A customer visiting a website initiates a chat by clicking the chat button.

A pre-chat form is presented to the customer to indicate language choice.

Welcome to Acmelets Support

We are here to serve you and make your journey smooth. If you have any
questions, we have skilled reps waiting to assist you.

Get started by clicking on the chat button.

Acmelets Support Chat
To get started, pleass answer 3 faw questions,

Which language would you like to chat in? ®

[ English v

What is your email address? *

‘What is your account number with us? =

Do you want to discuss a new or existing
issue? = il

powered by 8x Inc.

4. The request enters the chat queue in 8x8 Contact Center and is offered to an agent.
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5. On receiving a chat, the control panel indicates the language of choice for the chat.

Sasha (Sasha)

Om:16=s

& @

Identification Waiting -

CUSTOMER LIST
D 1 om:13s

Chat Transaction  Agents Queues
L]

Transaction Information

Language: FRussian

Customer: MN/A
Company: MNfA
Subject: MNfA

Channel
Name: AcmeSupport Chat
;I:J:E::: AcmeSupport Chat

Queue: Support Chat
Wait Time: 0Om:00s h

Pawered by 8 X 8
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6. On accepting the chat, agents can process the chat using their language of fluency, or use the automatic

translation tool.

Sasha (Sasha) Acmelets Support
1m:48s | — |
{SQJ (D Bl rogopHTe C 53sha.
Sasha

30pacTeyiTe, KaKk A MOTy NoMous?

Identification Waiting -~

CUSTOMER LIST
Qs 1me43s

5000
powered by 8x& Inc.

Chat Transaction  Agents Queues
- ——

Note: Automatic translation is available only in the absence of language match or a secondary
language match. In case of primary language match, automatic translation is disabled.

Transaction Codes

Show original excerpts
FAQ Shortcut

Send
636

Powered by 8 x 8
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7. By using the translation tool, messages from the customer are translated to agent's primary language, and vice
versa.
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Enable Co-browsing via chat

8x8 Contact Center Co-browsing allows customer support agents to assist customers remotely via a shared browser.
With Co-browsing, 8x8 Contact Center administrators can empower a website or any browser-based application, and
offer live, hands-on assistance to customers. A customer in need of assistance must initiate the remote session,
generate a unique session code, communicate it to an agent via phone or chat. The agent then uses the code to
establish a remote session. Co-browsing session co-exists with a call or a chat for communicating the session code.
Agents and customers can request and or allow co-browsing sessions via chat.

To enable co-browsing for a chat session, administrator must enable this feature in 8x8 Configuration Manager. To
enable the co-browsing feature, go to Chat Design > Window and then select Offer the Co-browsing request into
the Chat window. Notice that Start Co-browsing session appears in the Chat window. See How to design a chat
window.

Enable Co-browsing in 8x8 Configuration Manager

To enable Co-browsing for a chat session, administrator must enable this feature in 8x8 Configuration Manager.

To enable Co-browsing during a chat:
1. Log in to 8x8 Configuration Manager.
Navigate to Chat Design.

Open Window tab.

Bl A

Open an existing Chat window.
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5. Select Offer the Co-browsing request into the Chat window.

Notice that the Start Co-browsing session

icon appears in the chat window.

Chat design » Edit window

< Back to window list
Button Invitation Form Window

* Name Acmelets Support Custom

Label
* Window title | Acmelets Support

Co-browsing
Offer the co-browsing request into the chat window

Color
* Window background | #CCFFCC * Border
“Text #555555 [l * Flag

Logo customization

Choose Files | No file chosen

The file must be an image and can not exc
The image will be resided for the proportio

Chat design

* Description

#555555 [l
#555555 [l

Chat window for Acmelets Suppart

Acmedets Support
Language
Lorem ipsum dolor sit amet I._l

Lorem ipsum dolor

Lorem ipsum delor sit amet

Lorem jpsum dolor sit amet

5000
powered by 8x8 Tnc.

6. Click Save.

Enable Co-browsing via chat

When this feature is enabled, both customers and agents can invite the other party to Co-browsing during a chat

session. Once the administrator enables Co-browsing for chat, agents can invite customers for Co-browsing during

a chat session in 8x8 Agent Console. For details, see our content on Co-browsing in Agent guide.
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GLOSSARY

A

Administrator
The person who uses the
Configuration Manager to configure
the contact center's resources and
behaviors. An Administrator can be
the Primary Administrator with
unrestricted access to all the
configuration objects or a Role Based
Administrator with full or partical
configuration rights.

Agent
Agents use the Agent Console to view
and manage customer interactions.
Virtual Contact Center supports
Regular agents and Supervisor
agents.

Agent Console
Virtual Contact Center's browser-
based graphical user interface (GUI)
used by Agents to manage customer
interactions.

Application Programming
Interface (API)
An application programming interface
(API) defines the way an external
program can request services from

another program. See also, Virtual
Contact Center Integrations.

Automatic Call Distribution
(ACD)
ACD uses the number called and
programmable call distribution logic to
route incoming telephone calls to
agents with the skills necessary to
efficiently process the interaction.

Automatic Number
Identification (ANI)
ANI identifies the origination number
of a call offered to an Agent.

B

Billing Telephone Number
(BTN)
For customers with multiple separate
telephone numbers, the BTN
consolidates those multiple numbers
under a single phone number for
billing purposes.

C

Call Treatment Choice
Refers to choices within a schedule
which allows a time based selection of
treatment choices when interactions
enter a Virtual Contact Center tenant.

Caller Name (CNAM)

An enhanced Caller ID feature that
displays both the number and name
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for an incoming voice call. To provide the value-added CNAM service, the carrier uses the
originating caller's phone number to locate the caller's name in the carriers' names database,
then transmits both the number and name to the CNAM-enabled customer.

Calling Line Identifier (CLlI)
The intended display number of the calling party. In some network configurations, the CLI
contains the calling party's Billing Telephone Number (BTN) or Charged Party Number
(CPN) to be displayed instead.

Channel

Phone, email, or Web chat interactions arrive at a tenant on a channel. Virtual Contact
Center uses skills based routing rules to place interaction requests into the appropriate
Queue.

Collaborate
See Desktop Sharing.

Computer Telephony Integration (CTI)
CTI allows data associated with an incoming call or chat request to be presented to the
responding agent in real-time. Virtual Contact Center CT]I typically presents this data as a
"screen pop".

Configuration Manager (CM)

The portion of the Virtual Contact Center application used by the contact center's
administrator to define and configure the resources and operational behaviors of the center's
tenant.

Contact Center

A contact center that enables agents to be located in different geographical locations yet
managed as if they were located in the same physical location.

Contact Center Integrations Suite

An optional package containing the CRM API, Screen Pop, Triggers, and Reporting API
components.

CRM API

The CRM API component of the Virtual Contact Center Integrations enables third-party
processes to access the internal CRM data.
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Custom Role

An administrator defined role with custom privileges is called a custom role. Any role other
than the system defined Super User role is referred to as the custom role.

Customer Relationship Management (CRM)

The Virtual Contact Center CRM stores the contact center's customer, case, and follow-up
data. Numerous third-party CRM products also exist. Two examples of third-party CRM
applications are Salesforce and NetSuite.

D

Desktop Sharing

If authorized, an agent can use the Collaborate Desktop Sharing feature to view and control
a customer’s remote computer for purposes of providing assistance.

Direct Agent Access

In an IVR script, direct agent access permits a caller to reach an agent directly rather than
through skills-based routing logic.

E

Email Script

A set of instructions that determine and direct the treatment and routing of an incoming
email interaction.

G

Group
A group is a collection of agents created for management or reporting purposes. Groups can
be functional (for example, Technical Support) or organizational (for example Supervisor
Mary’'s Team). Each agent can be assigned to only one group, and cannot view or access
information about other groups or group members.

Interactive Chat Response (ICR)

Interactive Chat Response specifies the message sent in response to a new chat interaction.
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Interactive Voice Response (IVR)

IVR enables touch tones to guide customer interaction with the contact center. For example,
an IVR script could direct a caller to Press 1 to be connected to Sales or Press 2 to be
contacted to Support.

Intra Day Scheduler

Refers to the functionality of the tenant that allows creating multiple recurring choices within
aday.

IVR Script

A set of instructions that prompts callers to choose options, then uses those choices to
determine the optimal routing of an incoming phone interaction. See also, Interactive Voice
Response.

(0

Outbound Phone Codes

Outbound Phone codes offer a means to set a specific calling line identifier (caller ID) and
optional outbound queue for outbound calls from your tenant. Outbound Phone Codes also
may be used to track the purpose of an outbound call.

P

Primary Administrator

An adminstrator with unrestricted access to all the configuration objects in the Configuration
Manager.

Q

Queue
A queue is an ordered collection of interactions waiting to be served by agents qualified to
respond to these interactions. In addition to enabling the call center administrator to
customize how incoming interactions are prioritized and routed, queues also ensure that
interactions are never lost or discarded.
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R

Reporting API
The Reporting API component of the Virtual Contact Center Integrations enables third-party
processes to access statistical reporting data, and status information.

Responsible Organization (RespOrg)

The entity that controls and maintains a phone number. Telephone carriers are the most
common type of RespOrg. 8x8's provisioning department processes the RespOrg orders
required to direct your contact center's phone numbers to your Virtual Contact Center client

Role

A role defines a set of privileges to configure a Virtual Contact Center tenant. A role can be
system defined or administrator defined.

Role Based Administrator

An administrator who assumes a role with full or partial configuration rights to the Virtual
Contact Center.

Role Based Management

Role Based Management is the functionality of Virtual Contact Center that allows a tenant
to distribute the configuration management functionality among multiple roles.

S

Screen Pop
The Screen Pop component of the Virtual Contact Center Integrations enables third-party
CRMs to display information in the Agent Desktop. See also, Computer Telephony
Integration.

Service Level Agreement (SLA)
A commitment to process some number of interactions within a specific period of time.
Service Levels are generally defined as X percent of interactions answered within Y seconds
measured over Z minutes. In the Configuration Manager, use a queue's SLA tab to generate
an alert whenever interaction processing levels fall below a specified commitment level.
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Skill

A qualification that associates a particular queue to an agent.

Skill Levels
For each agent, Virtual Contact Center uses high, medium, and low skill level identifiers to
prioritize the distribution of interactions across the pool of available agents.

Status Codes
The Status Codes feature enables agents to supply supplemental information about why
they changed their state. Status Codes provide enhanced workforce planning and
management. For example, status codes could be created for different categories of breaks
such as Break for Lunch, Break for Meeting, and so on.

Super User
The system defined role with unrestricted access to configure all administrative areas of the
Configuration Manager. Primary Administrator inherits the Super User role automatically.
Multiple administrators can be assigned to the Super User role. Privileges to the Super User
role cannot be edited or revoked.

Supervisor
An agent with the supplementary privileges required to create FAQ categories and answers,
monitor agent interactions in progress, listen to recordings of previous interactions, and
create reports for the agents groups they supervise.

T

Tenant
Your unique and secure contact center instance running on a 8x8 platform. You use the
Configuration Manager to create and configure all aspects of your contact center's resources
and operational behaviors, including groups, incoming channels, queues, agents, routing
scripts, skills, monitoring, recording, and reporting.

Transaction Code
The Transaction Codes feature enables agents to supply supplemental information about
the reason for or outcome of an interaction. Transaction codes provide enhanced metrics or
enable the calling line ID on an outbound call to be modified. For example, transaction codes
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could be created for different categories of sales activities such as Initial Contact, Prospect,
Customer Satisfied, and so on.

Triggers
The Triggers component of the Virtual Contact Center Integrations invokes a remote third-
party process whenever an agent creates, deletes, or edits internal CRM record.

\'

Voice over IP (VolP)

The use of the Internet Protocol (IP) to carry telephone calls.

w

Wallboard

The 8x8 Wallboard for Virtual Contact Center presents real time metrics of your contact
center operations allowing supervisors to manage customer demand proactively.

Web Application Programming Interface (WAPI)

Deprecated term for the optional 8x8 Integrations package.

Weekly Schedule
Defines recurring day-of-week/time-of-day treatment choices. These are typically normal
business hours. Schedules follow the defined weekly pattern unless superseded by date-
specific Special Events.
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