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I-Tel

Setting up Blended Transfers

PRESENTATION AND SET-UP
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Setting up Blended transfers in I-Tel.....

= Blended transfers must be set up if you are using Call Blending and you
need to ‘transfer’ calls

» Transferred calls appear on the receiving agents outbound extension

= If the receiving agent is unavailable an additional feature is available to
allow the transferred call to roll to the receiving agents inbound extension
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Setting up Blended transfers in I-Tel.....

Blended Functionality —

= Any user who logs into the dialer will need to be set up as “blended transfer”

» Functionality allows transfers between agents and NNE's

= |f a blended agent is logged into predictive and is in wait — they are eligible for a
screen pop and the call when transfer occurs

= |f a blended agent is logged into predictive and is NOT in wait — they will NOT
get the screen pop and the call unless their second extension is utilized, where
agent would have to retrieve the account and the call

» Transfers are immediate — there is no conferencing, unless you are transferring
to a NNE
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IMPORTANT NOTE —

» For 2 box set-ups, you only need to update the Dialer/Campaign
Manager server

» A second extension or a phantom extension needs to be set up through the
PBX and needs to be able to ring the agent’s station in order to take advantage
of the roll over feature. (A dummy extension is not set up through the PBX so it
cannot be set up for the overflow feature)

» Please remove unused agent entries in the ‘agent names’ section of the
name space editor before modifying the blended agent entries
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Lets get started... _
r
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* GO to EI""C:} fé‘}ame opsces — E;PEE LConfi I!z%mm I gl.:lal;l-qem IgEtaifllS time 0. Dwerflow &
. i -4 _conlig ueue Lonfigura. . wertlow time 0. Dyvertlow
SERC g0 UL S g 7@ renCon Qi Cotse” o001 G Dot 8 Dot
INBOUND | —F 5a:genwames Gl Queue Configura.. 500993 500939 Overflow time 45. Overflow &
Create the Blended TRANSFER | o o Duones
------ ampaigh Mamez
gueue through the INBOUND 5@ Cgmﬁdaig_n_s i
- . . g rniristrator
Campaign by clicking on add data @ Dueses
item T
= The queue must start with =
20XXXX. The system was &
designed to look for a queue 5@ MEM HO5P
starting with 20. the remainder of -
the number needs to be the 4 digit 5@ s <l | )
.. S| S T UELES i 4 3
or 3 digit outbound extension
AddPath » | Delete Node Add Data Jtem Dielete Item Edit | LCloze
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Please continue...

x
— Identity — Behaviour
* Insert the new queue D [eocTon el adiess EZED]

* The queue address Wlll be the Queue Address |2DIZI‘| m Out-0F-Service overflow ad

—

Same Dezcription Michele's Blended Tranzfer Ovverflows an group Buesy immediately I
® Add a deSCI'lptlon Selection mode IDrdered 'I

— Timers Allow Immediate blend or transfer for outhound agents v

* Tlme_rs S.eCtlon __ leave defaults MOTE: All timer values are in seconds Cugue priority relative to ather ID—
* Application routing — leave Agent FNA ime [sso] queues in campaign -
SLA Time To Answer [sec) I

defalﬂts Overflows tirme: a0
. SLA Percentage Answer I
* Behawour/overﬂow address = Queue time warning threshold
 In-Gueue Meszaging

if you take advantage of the
inbound extension for the agent,
their inbound (24 extension) can
be incorporated into the set-up Application Reuting

Allowy application bo determing route

Bueue time eror threshold

Hueus entry [mandatan]
Timed reminder interval

GQueue buzy on enty greeting

Queus Hold Muzic Loop

[Hueue timed reminder greeting

Canicel |

TR 1111

App Route timeout [zec)
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Continue...

* The agent will be on their first
extension (their outbound
extension). To add the second
extension (typically their
inbound extension) create a
queue for a single user — creating
800301 where 800xxx
represents the 800000 queue
naming convention and 301 is
the inbound extension for the
user

* Leave the selection mode to
‘ordered’

* For the field ‘Allow immediate
blend or transfer for outbound
agents’, please check this box
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Queue Configuration

— Identity

1D |2DD'| 0

Dueue Addiess |2uu1 m

ichele's Blended Transfer

Dezcription

— Timers

MOTE: All timer values are in seconds

Agent BHA time [zec)
Overflow time

Queue time warning threshold
Gueue time emor threzhold

Timed reminder interval

— Application Routing

Allowy application bo determing route

TR 1111

App Route timeout [zec)

— Behaviour

Selection mode

Queue priority relative to other
quelEs in campaign

SLA Time To Answer [sec)

SLA Percentage Answer

Owerflow address IE“]DB'TI
Out-OF-Service overflow addEss I
Ovwerflow on group by immediately (Il

Ordered hd

&llow Immediate blend or transfer for outbound agents W

 In-Gueue Meszaging

Hueus entry [mandatan]
GQueue buzy on enty greeting
Queus Hold Muzic Loop

[Hueue timed reminder greeting

Canicel |
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Continue...

* Leave the default values for
the remaining fields

Queue Configuration
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— Identity
10

|2DD'| 0

Dueue Addiess |2uu1 m

Dezcription

— Timers

MOTE: All timer values are in seconds

Agent BHA time [zec)
Overflow time

Queue time warning threshold
Gueue time emor threzhold

Timed reminder interval

— Behaviour

Owerflow address

ISDDBD'I
-
I Ordered hd I

&llowe Immediate blend or transfer for outbound agerts [

s
—
o

Out-OF-Service overflow address

Ovwerflow on group busy immediately

Selection mode

Queue priority relative to other
quelEs in campaign

SLA Time To Answer [sec)

SLA Percentage Answer

— Application Routing

Allowy application bo determing route

App Route timeout [zec)

TR 1111

 In-Gueue Meszaging

Hueus entry [mandatan]

GQueue buzy on enty greeting

Queus Hold Muzic Loop

[Hueue timed reminder greeting

Canicel |




RMEX QUANTRAX CORPORATION INC.

Continue...

Note - A predictive blended agent can receive inbound calls if they are logged
into a predictive campaign and they are in ‘wait’ mode. So, an inbound call
could not be delivered to this agent if they were already on a call or in ‘wrap’.
They could also not receive a transferred call. However, they could receive
the transfer call if the second extension is set up giving the agent an
opportunity to grab the call on their second line.
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Continue...

* To create this queue, go
to the ‘system’ queues (as
shown) under
_tenantConfig/default/sy
stem/queues

* click on ‘add data item’

* enter the new queue
800xxx
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" Mame Space Editor |
- _config ;I Tvpe | 10 | Marne | Detailz
&-@ _tenantCorfig Gl Queus Configura... 200 200 Owerflow time 30, Overflow A
S default (A Queus Ennf!gura... 100 10m Owverflow tirne B0, Owverflow &
@ Agent Names {2 Queue Configura.. BO0005  GOO00S Owerflow tirme 0. Qwverflow &
(2 Queue Configura.. BOOFFY  BOOFFY Owerflow tirme B0, Owverflow &
@ Agent Uutcomes (3 Queue Configura.. BO0933  B00932 Devetflow time B0, Dverflow &
-3 Campaign Mames (3l Queue Configura... 600993 E00999 Owerflow time B0. Owerflow &
g Campaigns (3l Queue Configura... BEEGEE  BREREE Owerflow time B0, Owverflow &
& Administratar (A Queus Canfigura.. 700993 700939 Owerflow time B0, Owerflow &
L e Queues ( Queve Configura... 800301 800301 Owerflow tirme B0, Qverflow A
2 @ INEOUMD (2 Queus Configura.. 800305 800305 Owerflow tirme B0, Owverflow &
DL Dusues (2 Queue Configura.. S00306  BO030E Owerflow tirme B0, Owverflow &
(3 Queve Configura.. 900993 900939 Owerflow tirme B0, Oyverflow &,
@ IVROBT (1 Queve Configura.. 909501 909501 Overflow time 50, Overflow &
w0 VROB2 (2 Queue Configua. 909502 909502 Owerflows time 0. Overflow &
EID MB 826 (3 Queus Canfigura.. 909503 909503 Owerflow time B0, Owerflow &
o el Dueues (3 Queus Configura.. 909504 903504 Dverflow time B0, Dverflow &
g @ MEM HOSP Q) Queve Configura... 909505 909505 Owverflow tirme B0, Overflow &
@ Power /
- Preview /
=i system
RN (]LicEs
- Sound Resources M IRET | |
AddPatkh » Delete Mode add Data ltem Delete ltem | Edit | Cloze
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Continue...

* The ID is the queue

* The queue address is the same
* Choose a description that best
describes the queue

* For Timers — leave all defaults
except for agent RNA time — if
you need the call to roll over to
the agents voice mail, make sure
the RNA time is set beyond the
time needed to roll into voice
mail

* Leave all remaining defaults
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Rueue Configuration

— [dentity

D IBDDSEH

Queue Address 20030

Ext 1002 1B Owerflow

D ezcription

— Timers

MOTE: All timer values are in seconds

Agent BMA time [zec)
Dverflow time

[ueue time warning threshald
Queue time eraor threshold

Timed reminder interval

—Application Routing

Allows application to determine rouke

I T

App Route timeout [zec)

.

— Behaviour

Ovwerflow address
Out-0f-Service overflow address

Overflow on group busy immediatel l
Fiaund-Fobin group [
Allow Immediate blend or tramsfer for outbound agents [

—
o
o

[ueue priarity relative to ather
quUELES IN CaMPaigh

SLA Time ToAnswer [zec]

5L Percentage Answer

In-Gueue Messaging

(Aueue entry [mandatory)

[ueue bugy on entry greeting

[ueue Hold Music Loop

Queue timed reminder greeting

x|

Cancel |
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Continue...

 The agent entries need

set up now —

* Go to the Agent names
section under
_tenantConfig/default/Age
nt Names

* First — modify the
outbound entry already
entered

* Find the user entry and
open
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x

=& Mame Spaces - Type | In] | tame | Details -
& _config Uzer Configuration 0 Reception Permiszions: Agent
,,,,,, @ Huntagroup [E8 User Configuration 1 WROBOT 900 Permizzionz; Agent
______ @ Incaming Call Foute |Jzer Configuration 2 WROBOZ 5002 Permizzionz: Agent
[E3 User Configuration 3 VROBOZ 9003 Permizzions: Agent
""" @ Landlard Users |Jger Configuration 4 WROBO4 9004 Permizzionz; Agent
""" @ Sound Resources |dzer Configuration 5 VROBOS 9005 Permizzions: Agent

------ & Static Configuration UUzer Configuration 555555 Dialer Caontrol Permizzions: Agent, Super
------ & Tenants B User Configuration 555556 MED-WWE 000.. Permissions: Agent
...... @ Turet Configurations User Configuration 555557 RECEPTIOM 00..  Permissions: Agent
& _tenaniConfig EyrTser Configuration 555558 IVRIBOS 009505  Permissions: Agent
F.!'_D default / B User Configuration 555553 [VRIEO4 009504  Permissions: Agent
By User Configuration 555560 IWRIBO3 009503  Permizssions: Agent
""" W ent Hames |Uzer Configuration 555561 IVRIB02 009502  Permissions: Agent
""" Q@ Agent Qutcomes |Jzer Canfiguration  5EEEG2  IWRIBO1 009501 Permissions: Agent
------ & Campaign Mames User Configuration 555563 PAT 00105 Permizzionz; Agent
- Campaigns |dzer Canfiguration  5EEEG4  PAT 00305 Permizsionz: Adgent
& Admiristrator Uszer Configuration 555565 MICHELLE 000.. Pemissions: Agent
C L Queues By User Configuration 555566 MICHELLE 000.. Permizsions: Agent
EI @ INBOUND [E3 User Configuration 555574 1 Permizzionz; Agent
T By User Configuration 555575 MELSOW 000..  Pemmissions: Agent
H @ Queues 3 User Configuration 555576 MELSOW 000..  Pemmissions: Agent

@ INNBOUND [ User Configuration 555577 4/M-TODDD2000...  Permissions: Agent -

i Queues =l »
Add Path - » Delete Mode Add Data [tem Delete ltem Edit | Claoze
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Continue...

* Re-verify that the Agent Rscraror ﬂ
identifier field is correct [ Idertiy e o |
. . LgUe membersnips entens Sl aIe processe

« If this is the correct entry, = @ Lol e
then move down to the Station Agent denifier  [MICHELLE 000101 el A

3 3 Pazzword I 20001 il
properties section and check
the field ‘Auto 'Accept tI'anSfeI'S Agent identifier authenticated by Operating Systerm [
initiated by agent’ - Pemissions -

¥ User Job Control

+ Add the new ‘blended cE -

g . [ Supervisor [~ Campaign &dmin
transfer’ queue created earlier I Configuration
in the ‘queue’ window on the ™ System

o I_ Lper User

right i
« To enter the queue — just [ —— . — — =
enteI' the number and then Auto-Accept transfers initiated by agent v K
CliCk Ok Record all calls for this agent r oK I Cancel I
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Continue...

NOTE — Regarding Agent names. Voice mail extension entries are
created automatically by the system and appear immediately when
entered through valid extensions. However, OB and IB extensions,
while they are created automatically, DO not appear in Agent names
until the agent logs in and after you recycle the Softdial Control
Center. So -- the outbound entry may not be set up. If it is not set-
up you will need to have the agent log into the dialer using their
correct extension. Then recycle the Softdial Control Center - while
services are running. Re-check Agent names for the OB entry, then
update the entry. (Make sure the extension you need is already set-
up in I-Tel, Valid extensions)
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Continue...

fserbditor x|
— |dentity — Dueues
Aecaee D = ,@ o o agent o o and s o s s
. (/ Thiz iz a corvenient alernative to uzing the
. Agent |dentifier IMIEHELLE Q00301 CallGem AP
* Open the inbound entry B
o 0 Password I
« If this is the correct entry, - |
. Agent identifier authenticated by Operating System [~
then move down to the Station
o o — Permizzsions
properties section and check o e .
the field ‘Auto-Accept transfer s B s ™ Campaign Adrin
initiated by agent’ | el
. [ System
» click ok to update Gl
— Station Properties _— =
Station nailed up on logon I /
Auto-ticoept ranzfers intiated by agent ¥
Record all calls for this agent [ oK I Cancel |
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Continue building the pieces by going to the iSeries...

e Go to the I-Tel menu in
RMEx

* Select Management options
* Select hunt groups

*F 6 to create a new hunt group
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RWEX

ENTER
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Position to

Hunt Groups

Starting value

Type options, press Enter.

opt Group Code

2=Change

500999
509989
600005
600777
600999
603000
614000
700005
70001

70002

700999

F3=Exit

F14=Previous view

3=Copy

4=Delete 5=Display 6=Print

8=Group members

Group Dialer

Group Name Address

Standard Blended IB

test

TX to IVR HG

Test

TX to IVR HG

IB IVR test

IB IVR for Medical

Regular HG Transfer

Preview IB

IVR hunt group

Transfer hunt group

standard NB Hunt Group

F5=Refresh

Fé=Create F12=Cancel
F15=Next view F17=Top

Code
500999
509999
600005
600777
600999
603000
614000
700005

70001
70002
700998

F18=Bottom

L A

10/01/2011 15:11:22
System: S10E9B6C

I
I
I
I

Bottom
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Continue...

=€ =l TPk
’

» The new transfer group
COde iS 200101 Where 101 iS RMEX QUANTRAX CORPORATION INC.

the outbound extension for === cesste st roups so/o3/203 1524123
Michelle

* The group address is the same et L —
code e e L e e

- Most importantly, the -
inbound campaign name is e T s s

INBOUND, all in caps e e

« fill in company code & dialer

code

* Hunt group type —enter a T

fOI' transfer == [ F12=Cancel |
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Continue...

* Do not add any members to the new blended
transfer hunt group

o If there are several transfer hunt groups to add,
don’t forget to use the copy feature

* Recycle services when you have completed
entering the transfer hunt groups
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Now put your set-up into action....

Once services have been recycled, try
transferring a call!

¢ The agent will need to do a T tab enter
from a smart code field — the agent needs to T e e
be logged in to the dialer
< Enter the outbound extension of the Enter extensiond#
agent you need to transfer the call to

% if the predictive blended receiving agent
is available — the call will come through
their outbound extension

% if the agent was NOT available and you
took advantage of the inbound overflow
extension, the call would then go to the
agents inbound extension

105
Blind transfer (Y)

Omit data transfer (YY)

F7 to Cancel
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Thank you for your time!

The Quantrax team




