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Training Objectives

After attending this training, supervisors and administrators should have a detailed
understanding of:

* Anoverview of Fuze Contact Center

«  Configuring the user interface

+ Extensions, call monitoring, and queue details

« Creating and managing extension directories

« Using extension features
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Application Overview

Overview

Fuze Contact Center (FCC) offers the ability to monitor
agent and queue statistics. The application supports
inbound and outbound contact center management and
has a configurable interface with drag and drop
features. FCC can be used to view call statuses, and to
create extension directories to filter agent visibility.
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Training Objectives
After attending this training, supervisors and administrators should have a detailed
understanding of:
uze Contact Center
«  Configuring the user interface
+ Extensions, call monitoring, and queue details

« Creating and managing extension directories

« Using extension features
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Opening Panels

FCC will open with either a blank gray screen
or with all of the panels displayed

¢ Click the View menu and then select
Profile Navigator if the screen is blank

+ Double-click on panel names to open

+  Click the 2 button on a panel to close it S s

= Each panel shows a different set of data _h_

p
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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.




Moving Panels

T o s e B ¥ S0 o ey

The console can be configured for the
user’s preference

2 02 e
+ Drag and drop the title tab to move the =~ *=~ i
panel to a new location —'+. 120a . sua .. .

+ Double-click the title tab to maximize T Ty
the panel (also known as Fast View) '

= Click and drag the border to resize the
panels

» Right-click the title tab and then select
Detached to view panel in a separate
window from the console
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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.




Locking the Perspective

*  Click the View menu and then select
Lock/Unlock Perspective

@ When the perspective is locked, | ... 4 ... .-< ES] | —
*_ the 2 on the panel will disappear |45 s |
e _— _.w'-“ — e~

P T —

s e @ R
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Understanding Panels

Call History — displays the user’s call log I [
Contacts —allows userto add contact ~ ~~~ o STTTUTEET L,
information for quick reference ‘e Tea e eaw 0w

' e 042 B e Sl Bl
Extension Directories — allows userto e [ s — A
create and manage groups of extensions . . : s

“a -9 a
T =5 AAGe—

Extensions — displays presence of ——
organization’s extensions T

oo
—

Held Calls — displays calls on hold on

user’s extension s ooy

My Extensions — displays presence of == 5

user’s devices I

Queues — displays current call statistics Py
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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.




Understanding Panels

All panels have associated control buttons

that will display different information

© - Expands all triangle menus

@ - Collapses all triangle menus
< - Displays view options

= - Minimizes panel to task bar

E] - Maximizes panel to fill application
screen

& - Restores panel to original size

v [=] Simple View

i Detailed View |

3 Felipe Estrada <t [ List View

» # sdaz oypets
»  wabcanam pypets

===

vog
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Directory: | Everyone

ola Taylor <0850> (Avaiable)

If a control is disabled, the button will appear light gray. When a panel is minimized,
it will appear in the task bar.




Supervisor Panel Example

Extension, Queue, and Queue Statistics
panels display information most commonly
monitored by supervisors l

CE veg

—| Sor e D oo B ooy _teree B
2 T Bowrd <000 [rom—y pros— Pra——'y Py froce
[ TP TPT= T - 1P YT~ T— - 1P 1T~ W—! - 1P TPT= W 1P NS W—
& Use the Search and Sort Dot et e s 8 i -
o H H DRy 0 12+ 9 9.42 -8 Q.42 -8 0428
..*_ functions to quickly locate an % 1 e
employee [EEEE) BCacL— 02 8 [ R L)
L) 2 2 L) L) .
O Cumamer Service Queve Queve() (asaz pypetst 1T bl -)
O v A oo Ay o Tme 000304 F)
— — — — —
- : - =2 —
2 down 33 tee T new o300 3
e SN e umein——wine e —
Y - L] O . . 254
T e .
& ovwrie @ s o 3 v o W, 2018 B3 0 003402
O Oveves nsezcpoem) B 4*0
e o = = ——— e
~— = o = == = - =
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Viewing the Extensions Panel Options

Simple, Detailed, and List View are view
options for Supervisors to monitor
information on current calls

2 Poni ey <0878-25 ]

Simple View displays caller ID information
for a single call

) Conturrer Servae Gume Gnme ] (0604 ysmn’

£ Oover Lee 00892 ]

> e
Tormar Abrararn [0R72-1]  COCO02 -

0eo1s ® 0
042 =8

Detailed View displays caller ID
information for multiple calls

List View displays caller ID information in
column format
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Configuring Panels Using Table Settings

Table Settings allow panels to be configured to display
only desired information, to add or remove columns:

* Click the [} icon and then hover
over Columns

« Select or deselect columns to be “
added or removed

&, Font Size and Row Height can be adjusted sou

to user’s viewing preference
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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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Training Objectives

After attending this training, supervisors and administrators should have a detailed

understanding of:
uze Contact Center
Configuring the user interface

Extensions, call monitoring, and queue details

Creating and managing extension directories

« Using extension features
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Understanding Extensions

Each color displays the current status of the extension

« Grey - Not registered/online
« Light Blue - Phone idle

. - Ringing in

*  Pink - Outgoing call

« Dark Blue - On line with an office extension

¢ Green - On line with an outside line

. - On line within the queue

& Aima Diaz <0013-2> [Available) || § Roni Negrin <0676-1> Logged Off)
es2sa

& Ellie Conner <0027-2> [Available] &) Martina Faber <2338-2> [Available]

& Felipe Estrada <0028-2> {Available] & Valeria Ruiz <2298-2> [Avaiavle]

ﬁi E ﬁi-il ﬁ CHARLESTOWN MA [+16175809499)  00:00:04

& samuel Ryan <0742-2> {Available] | G Lola Taylor <0650-2> [Available]

Felipe Estrada [0028-2] 00:00:05  Nathan Wilson [0661-2) 00:03:12

042 =8 CRRSEIS L Y- R
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Changing an Agent’s Status

+ Click the & icon, hover over Queues, and
select the appropriate queue

« Enter the number for the agent’s penalty
assignment and then click the Set button

+ Right-click anywhere in an extension to
view display status options

= Hover over the Availability menu and
then select Available

TSR 2 Availsble
P

=] =D
Directory: | Everyone B
sle] & Otive{ Lee <0668> [Mvalavie) &) Lola Taylor <0650 (Awaiabie]
— —
Customer Service Queue
el 8 e e
&l 05238 05238
LR -~ ahiana R “oc e oo
o Penatty
i | O Set
Bem .°<0
Directory: _Everyone B

3 Ruiz «2298> A [Awaiadie]

. Login the agent using the correct SIP
e peer (deVIce) Loe <0669-2» (Avaliavie] 8
S 02 =8
LGz, o Reesi gl LR peetT e2> Bowedoff
L)
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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 an Agent’s Call

To monitor calls on an agent’s extension:

1.

Dial *888; system will prompt to “enter your extension or press #"

2. The system will prompt to enter the extension number to monitor
3.
4

The system will ask for entry of the supervisor’s voicemail pin code

The supervisor will now be listening to the call in monitor mode

Switching between modes

Once in Monitor, Whisper, or Barge mode, it is possible to switch between modes at any time by
dialing the following on the key pad:

4 - Monitor mode
5 - Whisper mode
6 - Barge mode L)
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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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Viewing Queue Details

e =TT N -
The Queues panel displays information | . ~ R
about calls in each queue . et
* Double-click the queue name
for additional details and real
time agent statistics TR e
s .o [T}
s - [ ~ ~ 043
=  Service Level is assigned per queue
O Queues (adiaz.pypets) £2 id =0
Name Extension Cals Agents On Call Completed Abandoned Mg, Hold Time HCMT
» Customer Service Queue ] 3 (100%) 0 (0%) 1(50%) 1(50%) 00:00:04
<
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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 1to 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 1to 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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Training Objectives

After attending this training, supervisors and administrators should have a detailed

understanding of:

Creating and managing extension directories

« Using extension features
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Creating Extension Directories

The Extension Directories panel allows the
user to organize the extension panel into
groups for quick access

* Enter the directory name in the

Extension Directories panel, and ==

then click the Add button ==
* Drag and drop the appropriate

extensions over the directory name
“:‘2" Right-click on any directory to Remove, Rename, or to edit Permissions

€
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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.




Editing Permissions for Extension Directories

Permissions allows Extension Directories to be shared with other users
« To change the owner of the directory:

- Click the drop-down menu under Set Directory Owner to select a new
owner and then click the s« button

. . D Femars o Oy G s L
- Choose the appropriate permissions pomsprp—
* To Add User to Permission Set: . ' ’ ‘ ’
- Click the drop-down menu to select the user =
and then click the (a4 button 1> (Pemeve st pemsns
- Choose the appropriate permissions =

« Click the Save button

v Click the Remove Selected Permissions button to
** _ revoke access from any highlighted user
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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




Training Objectives

After attending this training, supervisors and administrators should have a detailed
understanding of:

« Using extension features
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Utilizing Extension Features

Action icons are used for interacting with agents

B cell Phone - connect to the cell phone

for this extension

4 Voicemail — connect to the voicemail
for this extension, if enabled

2 Agent — control agent queues and e B —
pausing S ' o
& Chat — click to send a chat to the user e e D e e S e s e e
for this extension, if enabled — S ———
& Email — click to send an email to the — e e
user of this extension, if enabled
& Calls can be dropped directly on the cell phone
. or voicemail icons to be immediately redirected k)
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"If enabled" refers to the ability of an organization to disable this feature.
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Training Objectives

After attending this training, supervisors and administrators should have a detailed
understanding of:
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Knowledge Check

-

Queue calls show in what color? Orange
True or false? A panel can always be dragged to a new console location. False

True or false? Extension directories are used in the Extensions panel view. True

> @ N

What is the purpose of the Detailed View in the extensions panel?
To be able to see if that extension is busy with more than one call

o

True or False? A high penalty number means the agent will get more calls. False
6. What does HCHT stand for? Highest Call Hold Time

7. Name the field in the Extensions panel that allows a user to locate an employee. Search
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Thank You!
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