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Introduction

Offer agents the ability to handle all contact center calls from Desktop,
regardless of media type. NEC’s UC for Business (UCB) Email Queuing
Desktop SMTP allows agents to handle email queue calls from Agent
Desktop. Consistency of operation for all media improves because
there is no need to swap between separate applications.

Bringing agents’ emails into Agent Desktop helps convert the email
process into a contact center process. NEC’s UC for Business Email
Queuing Desktop SMTP brings the same standards, expectations and
metrics to all contact center communications. It also brings additional
smarts to contact center operations that can’t be found in ordinary

email applications.

Overview

How does Email Queuing Work?

UCB Email Queuing Desktop SMTP provides full management and

control of email traffic in a contact center environment. Emails can be
queued and delivered to agents based on availability, workload and
skill-set.

Calls are held by the Email queue on the UCB server and are delivered
to agents only as they are ready to deal with them. Agents, who are
logged out, on Break or already dealing with calls', are not delivered
emails until they become available. Once the email is delivered, if the
agent takes too long to open the email, the UCB software pulls it back
and puts it back into the queue mailbox, ready to be delivered to the

next available agent.

Agents can be configured to handle as many concurrent queue emails
as suits the situation.

All emails in these ‘queues’ are displayed in Agent Desktop as calls in
a queue. Email queue ‘calls’ are displayed in exactly the same format
as queued phone calls in Desktop. Once the agent opens the delivered
email call, Agent Desktop displays the agent as having answered the
email. Agent Desktop continues to display the agent as being on the
email call until the email is deleted or hung up. This provides further
insurance against calls being lost and never dealt with.

1 Multimedia call delivery rules are configurable by agent class which determines which media
types will be delivered and how many concurrent calls an agent can handle

UCB offers two options for Email Queuing:
@® Email Queuing Exchange (for Microsoft® Exchange only).

® Email Queuing Desktop SMTP (for Microsoft® Exchange,
Novell GroupWise® and IBM Lotus® Domino™).

About the SMTP Interface

SMTP (Simple Mail Transfer Protocol) is the standard interface for all
major email applications.

UCB’s Email Queuing Desktop SMTP supports Lotus® Domino™,
GroupWise® and Exchange using the SMTP Interface. This eliminates
any requirement to integrate UCB with the customer’s email platform
and offers non- Microsoft® email customers the ability to handle their
email queuing entirely from Desktop.

As a fully-integrated module of UCB, Email Queuing Desktop SMTP
applies all the skills-based routing and queuing parameters of UCB to
emails. This allows contact center agents to treat emails in the same

way as phone calls.

Email Queuing Desktop SMTP is fully integrated into UCB’s
comprehensive reporting package, ensuring contact center managers
have a complete picture of all customer contact, regardless of the

medium used.

Business Drivers

@® NEC is able to offer Microsoft and non- Microsoft
customers (e.g. Lotus and GroupWise) an easy to install
and easy to use solution for Email Queuing.

® Platform independence is available.

@ Agents handle email queue calls using only Desktop
rather than having to switch between their Desktop and
Email applications.

@ Call delivery screen pops are standardized, i.e., an email
call will pop Desktop, just as a phone call does.

@ Agents are provided with consistency of operation
regardless of the call’s media type.

@ Agents do not require a personal email account to
handle email queue calls, as all functionality is handled
within Desktop. This will offer a significant benefit to
customers who do not want to allocate personal email

addresses to agents.

NEC Australia © 2010
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Features and Benefits

Core Features

All the functionality of UCB such as skills-based routing,
reports, operating modes, etc., are available inside Email
Queuing Desktop SMTP.

Agents can manage all emails from email queues using
Agent Desktop.

Agents can compose new emails and choose whether to
send the email from a queue or selected personal email
account?,

Email Queuing Desktop SMTP offers a single
administration interface for setting up agents for
dedicated or blended delivery.

Automatic archiving of queue emails.

Agents’ replies to queue emails are included in the
Contact Center analogy and are tracked and reported in
the sme way as inbound emails.

Automated text announcements set by a queue‘s mode.
Detailed reporting of all aspects of the Email “call.”

View emails currently awaiting delivery, including sender
information, how many emails are waiting and the
longest wait time, etc.

Blending with all media types: agents can be configured
as dedicated email-only agents or handle a wide variety
of blended media types.

Like all UCB core modules, Email Queuing Desktop
SMTP is controlled by a full set of Security permissions
and restrictions set by the central administrator.

A central repository of custom templates can be created
by a system administrator. Agents can also create their

own templates within Desktop?®.

Additional Features

Standard email functions from Agent Desktop, include
view, reply, forward, cc, bcc, transfer, create new email,
hold, save and print.,

Queue and agent email data is reported using the UCB
Standard Reports module (included).

Supervisors and agents* can view both details and the
associated conversations of previously handled emails
via the Reports Media Viewer.

2 The ability to select a personal email account as the “from” address is dependent on the user’'s
security permissions

3 An agent can only create personalized templates within Desktop if their security permissions allow

4 The ability to launch the Media Viewer function is permitted by a user’s security settings

White Paper

Per-queue parameters control sending and receipt of
email attachments, such as blocking them altogether,
allowing up to a maximum size® or restricting
attachments of a certain type (e.g., an executable).

Agent Desktop provides an attachment indication and
allows the agent to choose whether to open or save the
attachment.

Agents can save an email in the following formats: eml,
.html, .txt.

When agents reply to emails from the queue, they can
alter their sender address and choose between their
personal email address® and any queue in which they are
currently logged.

Customer replies can be delivered back to the original
agent that handled the email using their individual (non
UCB) email account or back to the next available agent
in the queue. The system can also attempt to deliver
the email to the most recent available agent.

Agents can include attachments with new emails or
replies.

Wrapup (call resolution) information for email calls can
be performed via Agent Desktop.

Based on Security permissions, agents can use Demand
to request immediate delivery of a specific email in the
queue or an email already delivered to another agent.

Last-called agent functionality attempts to deliver emails
to the most recent available agent that answered an
email from each CLI.

Last-called information agent for a specified number
of previous calls can be displayed within the delivered
email.

Preferred agent functionality allows administrators to
select one or more agents who will be preferred for
delivery of emails from each CLI.

Transferring agents can select a recall option to recall
the email, if the destination agent fails to answer within a
specified time.

Within the Agent Desktop Email window, agents

have a toolbar, providing Answer, Transfer, Hold and
Hangup functionality. The current state of each email is
represented by a customized Email Queuing icon.

Queue emails can be transferred to another agent - even
if they are not currently logged in or to another Email
Queue, with the option to include transfer notes. These

transfer notes are incorporated in Reports.

Supervisors can view the current status of each agent’s
call and caller information for an agent’s calls of all
media types (whether answered or not); log agents

in and out of queues; allocate Worktime; and pick up
an email from an agent even if the agent has already
answered it.

5 The system will allow the inbound attachment size to be configured to a maximum of 10Mb
6 An agent is able to select their personal email address only if they have an email account on
their (non UCB) Email server and if security permissions allow

NEC Australia © 2010
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Auto logout of agents ensures emails do not remain
unopened longer than the acceptable wait time. An
agent is automatically logged out or placed on a Break
or Worktime, as pre-specified by the Administrator and
the unanswered email is delivered to the next available
agent.

Configurable settings allow contact center managers to
determine delivery rules for agents for each media., e.g.,
handle one contact at a time or five emails, three faxes
and one phone call, etc.

New Agents and Queues can be dynamically added
without the need to restart any applications.

Hard-to-spot configuration errors, e.g., incorrectly
formatted email addresses, etc., are reported back to
the Administrator immediately.

Emails can be automatically archived to a local or
off-site email address specified and/or viewed in the
Reports Media Viewer, which can be launched within the
Reports application or within Agent Desktop’.

Email Queuing Desktop SMTP is included in UCB’s
comprehensive Online Help for both Agent Desktop and
UCB Administrator.

Detailed reporting of all facets of the email call, e.g., the
time an email waited for answer; the time the agent took
handling the email; and the time it was completed.

Agents can add notes to the email call even after the
email is completed. These notes are incorporated in the
Reports Media Viewer.

Agents can choose to answer multiple queue emails at
once or answer each individually — up to the maximum
number set.

Core Benefits

Email Queuing Desktop SMTP offers many unique benefits:

Skills-based routing ensures emails are directed to the
agent best able to handle them in the same way calls are
handled. This improves customer service and reduces
handling time.

Agents handle email queue calls entirely from Desktop
rather than have to switch between applications.

Agents choosing their personal email account?® as the
“from” address enables them to direct the customer
reply back to their personal email address rather than to
a queue.

When replying to a queue email the “from” address can
be altered to provide a different reply address, otherwise
the inbound queue email address will be used.

7 The ability to launch the Media Viewer is allowed by a user’s security permissions
8 The ability to select a personal email account as the “from” address is set by the Administrator

White Paper

Administrators can archive to any email system to which
their server can send an email, enabling them to keep
additional copies of queue emails. They can choose to
archive emails in the following states: when it arrives in
the queue, when it is forwarded or when it is replied to.
In addition to archiving options, all conversations can be
accessed by the Reports Media Viewer (included).

Mode announcements offer the option to send an
automatic message back to a caller as soon as their
email arrives in a queue. This feature helps preserve
customer satisfaction, particularly if there is likely to
be a delay in the caller receiving a reply, e.g., outside
business hours.

Email traffic can be reported for contact center
performance analysis. This allows supervisors and
managers to apply standard contact center analysis to
this media type.

Delivery and blending options allow managers to
customize how emails are delivered to best meet their
particular environment.

Customized security per agent allows an Administrator
to manage the many different functions an agent can
access, e.g., the ability to send a new email, create
personalized templates, pick up email calls from other
agents, etc.

Standard templates guide agents in their replies,
ensuring targeted responses that comply with the

contact center’s communications standards.

Additional Benefits

Email Queuing Desktop SMTP is easy to use for both the
customer and the agent, saving the time and expense
associated with training.

Queuing of emails with automatic delivery to the next
available agent improves response times.

An agent’s ability to view the details of previous
conversations with the caller allows them to handle
emails more proficiently.

The efficiency of the queue is maintained, as workload is
evenly distributed throughout the contact center.

UCB provides a fully-integrated, single solution for voice
and email contacts.

Centralizing email management assists managers to set
and then achieve a consistently high level of response
times and customer service levels.

Customer service and sales revenues can be
dramatically improved by offering online customers the

ability to contact a representative directly.

Wrapup information can be analyzed, which assists in
the management of both the contact center and the
business.

NEC Australia © 2010
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Last-called agent and preferred-agent delivery
helps contact centers manage their customers more
effectively by directing repeat callers to the agent or
agent groups they have dealt with previously.

The ability to transfer an email to another agent, even
if they are not logged in, means callers can be directed
to the most appropriate agent skilled to handle their
email call. Recall timers ensure emails do not remain
unanswered, if an agent has not responded within the
specified time.

Configurable delivery settings can be automated by time
of day, day of week or manually activated, which assists
supervisors to more effectively manage busy periods.

The ability for a supervisor to view and retrieve an email
from an agent even after the email has been answered,
ensures callers can still be responded to when an agent

is absent.

White Paper
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The Email Queuing Desktop
SMTP Process

The following is a typical example of the Email Queuing process:

The Email is sent to the

Customer wishes t-:n & ~| ContactCenterandis
email the Contact - placed in the appropriate
Center. queue, displaying in the
Desktop Queues view as a
waiting Email.

!

The agent clicks Simultaneously, Agent Desktop
“Answer” and the can pop to the agent with the The Email reaches
Email is displayed in new email call, providing caller the front of the queue and is
the Agent Deskiop information and waittime in the delivered to an agent.
Email plug-in view. queue.

/_

The agent can send a Reply

email back to the sender, The agent can also
transfer the email to another t:honsg to send their Agents can handle
t into a file x C a number of
e Tk, B call rotes. reply from the queue concurrent emails.

print, hold, add call notes,
hang up and view the history
\ of previous calls.

or them personally.

L

Once the Email is transferred or disconnected, the contact is deemed complete, orthe ‘call’ over. Repor
details show ring time, answer and talk time in the same way a standard voice call is reported, allowing
managers to easily compare all contact center activity.

Figure 1. Email Queuing Process

The Email Queuing Desktop SMTP
Process in Brief

Emails sent to the customer’s Email Server use forwarding rules to
redirect the email to an internal address on the UCB Server.

Emails arriving at the queue are treated as new calls, then queued and
delivered to agents as they become available. The subject of each
email and a list of any file attachments are displayed in Agent Desktop.

The agent handles the email call in Agent Desktop using the Email

window.

NEC Australia © 2010 8
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Physical Architecture Overview

Lotus / Groupaise § Other

o

Emal Agent

Figure 2. Email Queuing Architecture

Requirements

Email Queuing Desktop SMTP requires Microsoft® Windows 2003
Server on the CTI Server which must stand behind a customer site
email server for Virus and SPAM protection.

For Microsoft® Exchange Email platforms the Email Server also requires
Microsoft® Exchange Server 2003 as a minimum requirement.

NEC Australia © 2010 9
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Emails in Agent Desktop | Benefits

Viewing emails using Agent Desktop has several benefits:

Notification of Incoming Emails @® By showing all waiting emails in the queue, managers
can see at a glance how many are waiting and which

agents are available to handle them.
I Features

@® Emails from recognized contacts can be selected for
As an email arrives at the contact center, it is queued for delivery to the immediate delivery by the appropriate agent.

next available agent.

ents appear under each queue
@ Agents can be configured to handle just emails or to 0 ;:'-,gw ar:ltggged into 9
take a blend of multimedia and phone calls.
® Agents and managers can view waiting emails via the Caller Infarmatiqn. including
Agent Desktop Queues View screen (see example whetherthe call is external or
below). internal

2
0 Current wait time in the queue
o

Subject line of the email

Figure 3. Queues View in Desktop

NEC Australia © 2010 10
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Email Delivery to Agent I Benefits

I Features The benefits of delivering emails in this way include:
- . @® Email queue calls are shared between available agents,
When the email is delivered to an agent: distributing their workload equally and efficiently.
©® Agent Desktop will display the details of the email, such @ Automatic delivery and the use of screen pops save the
as the sender’s name and how long it has been waiting agent time.
in the queue.
® Agent Desktop can be configured to pop to the front of The agent can answer the email contact from the Active Calls window
any open applications. (as shown) or choose to answer using the Email window.

The agent can right-click or
double-click on the email to
answer

0 Dpcktop - Paula Moore

DH True

3U05/2007 11:3R14...

o 31/05/2007 11:35:59...

Figure 4. Delivery to an Agent

NEC Australia © 2010 iy
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The Email Window

White Paper

Many thanks,
Joe

Figure 5. Review Email

This agent is handling two email calls
concurrently (emails are identified by the

Q -°n velopeicon). The number of
concurrent calls (for any media) an agent
can handle is set by the system
administrator.

Each email the agent is handling has its

owntabin

the Email window. The agent

(2 simply clicks on the tab to review each
email. Emails are available to be
reviewed even after the agent has hung

up.

Clicking on this object activates the
©  Email window for the agent to handle

email calls.

Theagent can hang up, reply, transfer,

forward, hold, save or print the email by
(4] clicking the appropriate button or right

clicking on the call in the Active Calls

screen.

Date Tiree Duwaton Ousue
o — lemal U Corvected  Kshe Shawen IL05/2007 12:00:52... 1137131 Seles Emal
(g CotMaary || Sign W Comnected Joe Smithon d”“""“’ k IUOSA00T 10T, L:30:21 Sees Emad
I Hangup
.ﬂhml‘.‘ﬂri - & Tranafer Call..
& oerts T Enal| 2 AevewEnal JooSem ]| 3 A(Y nacal A
2 FHaglp ChReph B Tunsie 1 Fowsd g Hod =it
Frome  Paul de Moor [Pauk.deMoor@necamocom] Queus: Sakes Emad  Date: 31/05/2007 12:00:55 p.m.
& Lines Subject: Email Quiuing quistion
2 Ohat Attachments: [ Ry IELE:
7 Presence
¥ Web Browser Hi there
I was wondenng whether it ks pessibla for an agent to handBe emad queue calls
i Fex in owr contact center if they do not have a personal email account?

NEC Australia © 2010
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N
Email Queuing Reply

Agents can immediately reply to emails delivered to them from email
queues.

| 8 Emais| 3 Review Emal Pauls de Moo | | 3 Rleview Emal Paula de Moo | Ll Reply

[FIFEITET EE I,

Fort [ vjon vEllv s ru=E==
ram “Sales Email” <SALESENECAN.COM>  » |
; Paulamoore@necam.com
Lo “Markiting Email” <MARKET AMCONE
ce
Subject: |RE Emal Cusuing question
Hi Jos

An agent does nol require a personal email address to handle queus email calls
Any reply to the agenf's email will be presented back 1o the queue as a new call

Regards, Paula

---~-Origmal Message-----
From: * Joe Smith " <jo¢ smithidabccompany. com >

Seat: Thursday, 31 May 2007 1200 pm.

To: "Zeacom Sales Inquinies, Aucldand” <SalesQ@reacom com>

Figure 6. Replying to a Queue Email

Save, print, cut, copy, paste, undo and
spell check buttons are available. An

0 agent can include an attachment of up
to 2MB. These limits are set by the
System Administrator.

The agent can choose whether the
reply is sent from the queue or their
personal email address (if the agent

o has a personal email account). The
ability to do this is set by security
permissions. All queues the agent is
logged into are available as the reply
“from” address.

White Paper
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Compose New Outbound Email

An agent can generate new outbound emails from within the Desktop
Email window.

Lrs | Sty . Raberiebe
| 2l U cormected  Pauds Moo o0 Fauls MooreSnscamucom
ﬂhﬂﬁh;:--_"l&ﬂ |0 Cornecred Craig Pond on Crag Pandgnecam.com
& route : T — |
6 Cueves F | 24 Emsls | | ) Reviews Emesl PalaMocss | 3 Rrview Essa Cisg Pored | (38 Howr Emad |
Emads | -3 Ra —_
= s [ Hd| A DBADIEFT a8
Q- =aces | — o vEEve zuET3 |
LI 7 7 pr ] ]
7 Presence T Fr | : : L3
¥ Web Brovaer |
#F- : |
Emed ' ]
| —_ A |
§] Accourt rlomtion doc (123 18]
Hi Jo,
| have aftached a copy of your account as you requested by telophona
Regards, John

Figure 7. Composing a New Email

Choose GCII"I"IPEISE to activate the
@ “NewEmail” tab within the Email
window

e Select the queue from which the
email is to be sent; an agent can
choose any of the queues they
are currently logged into or their
personal email address®)

The agent can include attachments
e with replies or new emails up to
2MB in size

9 An agent must have a personal email account and appropriate user security permissions to
select a personal email address

White Paper

NEC Australia © 2010
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| 3 Emoks | (s NewEmal |
IR RN 2
Fort | vio vEllv® 7 v El= =
o “Sales Emai’ SALESQNECANCON> ¥
To. |kate shaw @abccompany com
e

Bes.
Subject 1Spell Check

Hi Katle

Email Queuing Desktop SMTP includes sp3ll check,
available for new outbound emails and replies

Kind regards,
M

Figure 8. Standard Spell Check Functionality is Provided

o Select the Spell Check button to check
the text content of the email

o Choose the appmpria_ta suggestion or
enter the correct spelling manually

Each agent can customize their personal

o spell check options by selecting the
Options button within the Spelling
window

NEC Australia © 2010 15
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.|
Manage Junk Emails

Agents with appropriate security permissions can delete junk emails
from email queues without the need to log in. Using Manage Junk
Emails removes the emails from the queue statistics in both Agent
Desktop and Reports. These emails can be viewed and recovered
(represented to the queue) by users with appropriate security
permissions.

©  Right-click the email to be deleted.

Figure 9. Delete Single Junk Email

.8 Manage Junk Emaile - Qoeope “Sales Email”

Teat Prevmw
Thus i s ted pravases ot unk emads

00—l

Figure 10. Delete Multiple Junk Emails

To remove junk emails from the queue
select Manage Junk Emails by right
clicking on the queue

To praview the contents of an email, select

9 the email and an automatic preview of the
contents is displayed in the Text Preview
pana

Click the Delste Selected button to delste
o the selected (or multiple salectad) email's to
be removed from the gueus

NEC Australia © 2010 16
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N
Email Templates

Global Templates can be created and assigned to inbound email
queues for agents to use when composing, replying and forwarding
email calls. In addition, agents with appropriate security permissions
(configured in Administrator) can create their own Personal templates
from Agent Desktop.

Edit Insert Heb
Ctri+N

ieNunbm |

Thank you for contacting {QUEUENAME}.

Could you please advise the invoice number you are querying with us.

Kind regards,
{AGENT}

Figure 11. Add Template

o A template from an existing file can be imported
into a Personal template

9 Automatically populated fields can be inserted into
atemplate

NEC Australia © 2010 17
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| | 3 Emais| =5 HewEra |

St |Product ifomation |
(tach_ | [@ Product rfometion dos (136 KB) |

Hello Kate

o | have attached the product information you |

if we can be of any further assistance please
at SHIHEEHEE al.coim Edit Templates. ..

New Perconal Template...

HNLEEEEEE

Figure 12. Choosing a Template for a New Email or Reply

o Select the Template button to activate the
drop-down list of available templates

Agents can choose from Global templates

(2] or any personal templates they have
created", which are identified by different
icons

9 Choose the template to insert into the Email
body

@ The template is inserted into the Email body

10 The ability to create personal templates is set by a user’s security permissions

NEC Australia © 2010
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Media Viewer I Benefits

Media Viewer is both a “safety net” and “filing system” for a paperless

I Features

The Media Viewer allows supervisors to view details in and about
previously handled multimedia contacts, as well as the content.
Launched from the main Tools menu, this application provides the
ability to review details of chat, email and fax conversations.

Media Viewer allows supervisors to review “conversations” for specific

call media.

office:

White Paper

® Supervisors can easily attend to customer complaints

relating to ‘missing’ faxes by utilizing the central media

viewer tool.

® Fax traffic becomes yet another medium that can be

The Media Viewer is divided into two areas, the Calls window and the

Preview window, shown in the example below.

 Fie View Hep

reported for contact center performance analysis.

Froam Paul Moors@necam.com

#f e O D |a | Corsct |1 v gt M >
Date T Agend Cort  Cale [ ~
2007 14654 pm Kale Shaw 1 ot Smth@eecamoom Saies Emad [SALESENECAM COM]
A8 21803 pm Faste Shaw 2 Pasls Moo recan com  Sales Emmd [EALESGNECAM COM
L3
Proview @
Caler: PaulaMoore@Teacom.com
Dot Tt Agent Butgsct Dussus Camimants
1620007 21303 pm ke Shawr Emal Quessng queston Spirs Evwi [SALESGNECAM COM]
Lt 21T pm Falin Shaw IRE: Emad (Jumuing queslion
< 2
| AN 0000
Sander:Pauts Moore Date: 1/06/2007 2:19:03 pum.

Please advise. thanks

Hi there, | was wondering whether & is possible for an agent to handle email calls as an agent if they da not have a personal email account?

Figure 13. Reports Media Viewer

The Calls window lists the calls (based on
search criteria), providing an overview of the
) call details: the agent who answered the call,
Caller ID (Email address) and queue
name/number from which the call was

delivered

The Preview window shows specific “call”
9 information, i.e., they can view a copy of the

email

NEC Australia © 2010
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.|
Media Viewer Access from Desktop

Selected agents' can access the Reports Media Viewer from Desktop,
allowing them to review previous email queue conversations.

" _ﬁml 4 Aeview Emad Crag Pal
| = Compose |.$ Foeveaed =3 Pont % [ielele Bl echa Vimn

3 (3 Joho St FremiTo Subjazt Recerved/Senl Status
gm - 2 Pal [Cig Pal e . 11145 a
{5 Inbox 1
2 Sert llams @1 Pada Moore [Paula Moor... j2007 104530 a.. Processed
=) Drakts

Figure 14. Launching Media Viewer

Agents can access the Media Viewer using
o the Media Viewer Button in the Email
screen

Media Viewer is also available by right
© clicking on an email in the Email tab

Agents can search for all related messages
[3) for the current email (Call) or select Caller
to search for all emails related to the caller
within a specified date range
from Desktop

11 An agent’s ability to launch the Media Viewer and/or view conversations for other agents is
controlled by their user security permissions.
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|
Last Reply Information

The Review Email tab displays reply information to prevent busy agents
from sending a reply to an email that has already received a reply.

| 4 Emais| 3 Review Emait Craig Pal |
§IHangUp CdeRepy (B Twansfer. (ipFowad. gHod ./ e 4

From:  Craig Pall[Craig.Pal@necam.com Queue: Sales Emai Date: 1/06/2007 2:53:09 p.m.
Subject: request for nformation

o You rephed on 1/06/2007 2:53:34 p.m.. View Relted Messages
To be followed up before end of today

Figure 15. Last Reply Information Display

o The last reply information is shown. Click
on View Related Messages for a list of all
associated emails
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|
Email Folders

® Sent email messages are saved under the Sent ltems

Email Queuing Desktop SMTP features folders that assist an agent to folder, including replies, forwards and outbound emails

easily manage their email calls and quickly access them: . .
® The Drafts folder contains email messages currently
being composed but not yet sent. This allows an
@® The Active Folder contains all inbound emails currently accurate measure of handle time from the time the
Active. agent selects compose, forward or reply to when the

® The Inbox Folder contains all inbound emails not agent presses send.

yet deleted by an agent, including both active and
completed (hung up) emails.

| 4 Emais | 3 Review Emak Croig Pl |

| [ Compose. g Foremand o Tl 5 Dielele Bl viedavenn
| & (5 John St | From/To Subject Aecened/Sent Siahur
| e | g Bubars Shaw [BabaaShe.. Emel Queung nquy 1/06/2007 14654 pm.  Processed
o—— fﬂH . a1 Pl [CisigPal.. request for infomation 1/06/2007 25309 pm  Cormecied
e suis Mooie [PaulaMosie  Copy of invaics please 1/06/2007 10450 &

3/

Figure 16. Inbox Folder

@ Selectthe appropriate folder to view its contents

@ Arrowsindicate whether the agent has replied or forwarded
an email; in this example the agent has done both

© The paperciip indicates an attachment
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View Related Messages

Email agents can review previous communication between specific
agents and customers through a Conversation thread generated by the

View Related Messages option in their Email screen.

4 Emads | 4 Review Emal Craig Pall
G Composs.. 3 Formaed APk XDewts | B Mesia Vs

S (3 Job Smih Fieen/To. Subiect RecevedfSent  Sahe
0 Active 281"Canig Pl CraigPall RE: T s 253Mpm  Processed
Irbox adBabara Shaw [BabsaSha. | & 0P 730217pm  Processed

Sord lloms 2 23Cisp Pal[CragPell o Forwerd... 7253M@pm  Comecled

Figure 17. The Email Conversation View

In the Emails tab, right click on an email from
either Inbox or Active view, Choose View
Related Messages to display all messages
related only to the conversation thread for the
email selected.

e The conversation thread displays in the
Conversation view.
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Transfer an Email

White Paper

An agent can transfer a queue email call to any other email agent,
including agents not currently logged in.

A Ernadz | 23 Fleview Emal Crang Pal

I Haglp  aRepl | 53 Tianeter. | Cib Forwad Duration: 28.43
Frome  Craig Pal [Craig 0% p.m,
Subject: request for info p——
Youu on 1/06/2007 Trerale T :lﬂﬂlsh.l-lﬂ'l'
Attachments: i lopa_
Holes: -
@ Hecal i unamesedwihn |1 |3 (hows
Trarnfe Notes
Hi Biella ~
Hithere T & one ol my reguler customn: who wanis mfoamiation = |

o Could | please get somy [0 e :pecially product lodsy

11/08/2007 321:40 p.m. Transteded by John Smith 1o Bella Stuat

| Tiaser || comcet || Hew

|

Figure 18. Transferring a Queue Email

o The agent selects the transfer button to
transfer the email.

Select the agent to whom to transfer the email
9 from the list of available logged in agents,
including agents on a break.

Agents can choose whether they wish the
email to recall, if it is not answered by the
agent to whom they have transferred the email,

o They can also choose how long the email will
wait for the other agent before recalling the
email. If the transferring agent is still logged in
when the call recalls, it will recall to them;,
otherwise it will recall to the queue.

Transfer notes can be optionally included for
the new agent. These notes are not included in

O the reply email to the customer; however, an
agent can use copy and paste functions to
include them if required.

NEC Australia © 2010
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Reports

Reports Features

Reports offered for Email Queuing Desktop SMTP and Email Queuing

Exchange fit within the standard Reports structure, allowing managers
to compare activity and performance across all agents and media in the
contact center.

The following standard reports are available for use with Email Queuing:

Reports Valid for Use with Email Queuing

Queue
Queue Agent e
Performance Multimedia Historical
Average
Queue_Trafflc X Seconds Agent Historical
Analysis
Queue Traffic Call Type Agent Historical
Comparison Analysis Average

Queue Service Wrapup Code Agent Setup

Level

Queue

Multimedia égzr: Wrapup Queue Setup
Report

Agent Queue Wrapup

Performance Code Wrapup Setup

Delivery Pattern

Agent Activity Queue Historical Setup

Agent Summary

GroupWise is a registered trademark of Novell, Inc., in the United States

and other countries.

Microsoft and Windows are registered trademarks of Microsoft
Corporation in the United States and/or other countries.

Lotus is a registered trademark of IBM Corporation.
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