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When the Profile Navigator panel opens, click the triangle to the left of the profile 
name to open a list of panel options. 
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When dragging panels, the outline will display the location when dropped.  If there is 
no outline displayed, the dropped item will open in a new panel within the console. 
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To add a contact, click on the New Contact icon, next to the Table Settings icon. This 
will pop up a separate box allowing the information to be entered for the new 
contact. 
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If a control is disabled, the button will appear light gray.  When a panel is minimized, 
it will appear in the task bar.

9



10



11



Agent Column Options (options vary depending on panel):
• Name – displays agent or extension name
• Call Status – displays color of origin of current call
• Extension – displays agent’s or queue’s DID
• Agent Name – displays name of device that agent logged into
• Talking To (Name) – displays caller ID name information 
• Talking To (Number) – displays caller ID number information
• Talk Time – displays length of current call
• Availability – displays if agent is available or logged off
• Agent Status – displays if agent if logged in or on pause
• Call Taken – displays calls answered vs. calls presented
• Last Call Time – displays time of the last call
• Idle Time – displays time since last call ended
• Paused Time – displays time since agent paused queue
• Paused Reason – displays reason agent selected at pause
• Penalty – displays penalty status
• Location – displays server and tenant information of agent login
• Type – displays static or dynamic login
• Actions – displays mobile, voicemail, agent login, chat and email buttons
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View Options:
• Font Size – allows choice between 11pt and 13pt
• Row Height – allows choice between 10pt through 50pt sized rows
• Show Header – displays header title for each column
• Show Lines – displays borders separating columns
• Alternate Row Background Color – adds or removes grey and white fill to 

alternating rows
• Fit Columns to Table – adjusts width of columns to display all information without 

scrolling
• Normalize Columns – returns column widths to default size
• Reset to Default – returns panel to default view
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Penalty Options:
• Penalties range from 0-9
• Lower penalty = more calls; higher penalty = less calls
• Changes are temporary and will be reset when user logs out of FCC
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Monitoring Options:
• Monitor mode – allows the supervisor to listen to the live conversation between 

an agent and caller; supervisor will not be heard by either party
• Whisper mode – allows the supervisor to listen to the live conversation, and to 

speak to the agent while being muted to the caller
• Barge mode – allows the supervisor to participate in the conversation with both 

parties
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Queues Options:
• Name – title of queue 
• Extension – extension of queue
• Calls – number of calls waiting in queue
• Agents – number of agents logged into queue
• On Call – number of calls currently in progress
• Completed – number of calls answered by agents
• Abandoned – number of calls ended by the caller before being presented to an 

agent (3 second grace period)
• Avg. Hold Time – average wait time of calls currently waiting to be answered
• HCHT – highest call hold time

Queue Detail Statistics:
• Completed – number of calls answered by agents
• Abandoned – number of calls ended by caller before being presented to an agent 

(3 second grace time)
• Service Lvl. – number of calls answered within Service Level Agreement time 

(default is 30 seconds)
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Calls Queue Column Options:
• Position – displays the order of which calls will be presented to the next available 

agent
• Name – displays caller ID name of call in queue
• Number – displays caller ID number of call in queue
• Hold Time – displays length of time since the caller entered the queue

Fast Pass allows customers waiting in a call queue to end the call, while still holding a 
place in line. The caller’s assigned agent can then call the customer back when the 
position in the queue is reached. When a caller enters a queue, the caller can either 
continue waiting, or use the Fast Pass option to save the position in the queue after 
hanging up.  The caller will receive a telephone call back when an agent is ready to 
facilitate the phone call. 

Fast Pass Directions:
1. While waiting in the queue the caller can press 1 to take advantage of the Fast 

Pass feature
2. The caller’s phone number is read back. The number will depend on the Caller ID 

number that the caller’s phone is presenting
• Press 1 to accept this number as the call back number
• Press 2 to enter a new phone number to receive the call back

⁃ If the caller enters a new number, the options to press 1 to accept 
the new number or 2 to enter it again will be presented

3. The caller will now be prompted to leave a message for the agent assigned to 
return the call

4. The caller must press the # key when finished recording
Recording Options:
• Press 1 to accept the recorded message
• Press 2 to review the recorded message
• Press 3 to re-record the message

5. The caller’s position in the queue is now saved, and the agent will call the chosen 
number when the position is reached 
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New directories will show in the Directory drop-down list in the Extension 
Directories panel.  Select the appropriate directory to filter display to selected 
extensions.
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Permission Options:
• User – displays users allowed to use selected directory
• Admin – check the box to allow user to add or remove users from directory access
• Add Ext. – check the box to allow user to add extensions to the directory
• Remove Ext. – check the box to allow user to remove extensions to the directory
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"If enabled" refers to the ability of an organization to disable this feature.
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