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Chapter

About This Guide 1

Organization

This documentation provides the information necessary to set up and run Oracle's Siebel
Brightware Agent Desktop:

m  Chapter 2, “Getting Started”, on page 5, introduces the Agent Desktop’s basic controls and
views.

m  Chapter 3, “Agent Desktop Details’, on page 9, discusses each of the Agent Desktop viewsin
detail.

Related Documentation

For moreinformation about Agent Desktop refer to these documentsincluded in PDF format on the
installation CD-ROM:

m  Contact Center Console Guide

Oracle 1



About This Guide

Conventions

Help

The following typographic conventions are used in this document:

m  [temsthat you areinstructed to click or select, such as button names and hyperlinks, are bold:
e Select Add Response.
e Click the OK button.

m  Documents, headings, and chapter titles areitalicized:
e “Refer to the Reference Manual for more information.”

m  Notesareflagged aong the left margin:

This icon indicates noteworthy information.

m  Cautions are flagged aong the left margin:

This icon indicates critical information.

m  Programming code and system messages appear in afixed-width font:

Set-request-condition (<condition>)

m  Hyperlinksand Cross References - If viewing a document online, you can navigate through it
using hyperlinks, which appear in blue text, and cross references. Although not displayed in
blue, the Table of Contents and Index entries are also hyperlinks. Cross references are specific
page number references. Click the page number to navigate to that page:

e Referto “Contacting Oracle's Siebel Technical Support”, on page 4.

m  Theterm Type usualy refersto typing information on your keyboard:
e Typethe number of decimal places you want displayed.

m  Theterm Enter typically refersto the “Enter” key on your keyboard:
e Typethe number of decimal places you want displayed and pressthe Enter key.

= When adirectory path is given, the hard drive letter is omitted since it is unknown what hard
drive the system isinstalled on. Only the default install path is supported:

e Documents are available under edocs\Brightware\docs\.

You can access this guide from the Help link on the Contact Center Console. Thefileisin Adobe
Acrobat Portable Document Format (PDF). You need Acrobat Reader installed on your computer to
view thefile.

To access the Help file:
Select Help from the Applications view.

Oracle



Agent Guide

If You Need Help

Technical Support is available to customers who have an active maintenance and support contract
with Oracle. Technical Support engineers can help you install, configure, and maintain your Siebel

application.

This guide contains general troubleshooting guidelines intended to empower you to resolve
problems on your own. If you are still unable to identify and correct an issue, contact Technical

Support for assistance.

Information to Provide

Before contacting Siebel Technical Support, try resolving the problem yourself using the
information provided in this guide. If you cannot resolve the issue on your own, be sure to gather
the following information and have it handy when you contact technical support.This enables your
Siebel support engineer to more quickly assessyour problem and get you back up and running more

quickly.
Please be prepared to provide Technical Support the following information:

Contact information

m  Your name and rolein your organization.
Your company’s name
Your phone number and best timesto call you
Your e-mail address

Product and platform
m  Inwhich Siebel product did the problem occur?

= What version of the product do you have?
m  What isyour operating system version? RDBM S? Other platform information?

Specific details about your problem
m  Didyour system crash or hang?
m  What system activity was taking place when the problem occurred?

m  Did the system generate a screen error message? If so, please send us that message. (Typethe
error text or press the Print Screen button and paste the screen into your email.)

= How did the system respond to the error?
= What steps have you taken to attempt to resolve the problem?

= What other information would we need to have (supporting datafiles, stepswe'd need to take)
to replicate the problem or error?

Problem severity

m  Clearly communicate the impact of the case (Severity I, II, I, V) aswell asthe Priority
(Urgent, High, Medium, Low, No Rush).

Oracle 3



About This Guide

m  Specify whether the problem occurred in a production or test environment.

Contacting Oracle’s Siebel Technical Support

You can contact Technical Support online, by email, or by telephone.

Worldwide Support Center
Telephone: 800-214-0400 or 650-341-0700

Oracle’s Siebel SupportWeb
https.//ebusiness.si ebel.com/supportweb/

Email Support

mailto: siebelsupport@oracle.com

4 Oracle



Chapter

Getting Started 2

Login

This chapter introduces the Agent Desktop’s basic controls and views. Each view isdiscussed in
more detail in Chapter 3.

To open the Agent Desktop:

1. Open aWeb browser window and enter the URL specified by your supervisor to display the
login screen (Figure 2-1). For example:

http://MyServer:7001/Logon
2. Enter your username and password, then click OK to display the My Requests view.

Figure 2-1. Agent Desktop Login Screen

Leave the password field blank the first time you log into the Agent Desktop (enter your username then click OK).
The Set Password screen will appear so you can set up a password of your own choosing. Leave the Old
Password field blank and type your new password into the New Password field. Type again in the Retry Password
field, then click OK. Use your new password the next time you log in.

Thefirst screen to appear isthe My Request screen. Click the View tabs on the left-hand side of the
screen to display the different Desktop views. The Agent Desktop Toolbar at the top of the screen
(just below the browser controls) contains these controls:

m  TheLlogout button — Click this button to quit the Agent Desktop application.

m  TheOnline/Offlinetoggle button — Click this button to switch to Offline when you will be
spending some time working on one request or when you will be away from your desk for a
short period of time. Thiswill prevent the assignment of additional requeststo you.

Oracle 5



Getting Started

m  TheHéep button — Click this button to display this user guide.

Request Toolbar

The Request Toolbar (displayed below the Desktop Toolbar) contains the controls used to process
customer requests. The buttons on the Toolbar are dynamic depending on which view you arein.
Each set of buttons for each view is described in detail in Chapter 3, “ Agent Desktop Details’, on
page 9.

Figure 2-2. The Agent Desktop (Working Requests View)

Oracle



Agent Guide

The View Tabs

Below is adescription of the Agent Desktop views. Views are described in detail in Chapter 3,
“Agent Desktop Details’, on page 9.

My Requests View — Display alist of messagesin your working areaand their status.
Working Requests View — Respond to customer requests.

Customer History View — Display all messages associated with aparticular customer.
Action History View — Display all actions associated with a particular message.

My Queues View — Display the status of the queues to which you are assigned.
Outbound Requests View — Send (initiate) an e-mail message to someone.

Options View — Change password, select font options, set working request options, and set
customer history options.

Sorting and Viewing Information

You can sort tabular information within the Agent Desktop to makeit easier to read. Click acolumn
heading to sort the table based on that column. Click the green arrow (Figure 2-3) to reverse the
column sort order: ascending (1-10, A-Z) or descending (10-1, Z-A).

Figure 2-3. Sorting on the Agent Desktop (My Queues View)
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Chapter

Agent Desktop Details 3

My Requests View

The My Requests view allows you to quickly see how many requests you havein progress that are
waiting to be processed.
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Figure 3-1. The My Requests View
The My Requests view lists working and pended requests within atable that includes these fields:

m  Business Unit — The name of the business unit the request was routed to.

m  Condition — The condition of the request based on the SLA warning levels (described later).
m  Queue- The queue the request was assigned or routed to.

m  Satus— The message status (working or pended).

m  From —Thesender’'s email address.

m  Subject — The message subject.

The My Requests view includes the following toolbar buttons:

Oracle 9
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Table 3-1. My Requests View Toolbar

Button Description
liat Display atable that shows all of the pended and working requests assigned to you.
Preview the currently selected request. Next and Previous buttons are provided on the
prn:.law preview screen so you can quickly navigate to other request previews.
4

Pend the currently-selected request. Pend a request when you need more time to seek

information. For example, you might need to discuss the request with a person who is
not currently in the office. Pending arequest allows you to make yourself available to
handle other requests.

Unpend the currently-sel ected request. The Agent Desktop will switch to the Working
Requests view and display the request. If you have a current working request at thetime
you unpend, that request is automatically pended by the system.

Close the currently-sel ected request. You might close a request when no responseis
needed. For example, the request might be a thank-you note or advertisement. You
might also close arequest that was previously responded to but not closed.

Reassign the currently-sel ected request to another queue and/or agent. When you
reassign the request, any draft responses are included. You can assign a reason code or
comments to explain the reassignment. You might reassign arequest when it was
assigned to you by mistake, or if you know another agent who is better able to handle a
specific request.

Forward the currently-selected request to an e-mail recipient. The request is till
assigned to you. Forwarding is typically used when an agent needs to gather more
information through e-mail. You may want to pend the request while you wait for a
response.

Transfer the currently-selected request to another business unit. When you transfer the
reguest, any draft responses are included. You can select the business unit to transfer to,
and the Knowledge Base to use for processing. If you do not specify a Knowledge
Base, the default Knowledge Base for the business unit is used. You might transfer a
reguest when it was assigned to you or your business unit by mistake.

Show all actions associated with the sender of the currently-selected request. Thisis
identical to the Action History view. When you scroll to the bottom of the Actions
table, you can click the Add Comment button to add a comment (it appears as another
item in the Action table).

10
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Table 3-1. My Requests View Toolbar

Button Description

Refresh the screen. If new requests have been added, they will appear after you click
Refresh.

Working Requests View

Use the Working Requests view to handle customer requests. Thisisthe main screen you useto

process requests. When you respond to arequest, the next request assigned to you is automatically
loaded into the Working Requests View.

Figure 3-2. The Working Requests View

The Working Reguests view contains four separate panes.

m  Original Message — Displays the customer’s original request.

m  ResponselLibrary — Displaysthe Response Library which contains responses used to answer
requests.

m  Response Preview — Displays the contents of the response selected in the Response Library.

e |f variablesare used in the response, they will appear herein red if no value was
assigned. You must replace the variable with text before sending the response. Refer to
the Contact Center Console Guide for more information about variables.

Oracle 11
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m  Reply Pane— Displays customer requests and responses selected from the Response Library
pane. Use this areato edit responses or compose new ones.

e The Reply paneincludes typical email boxesfor To, CC, and BCC. Click the To, CC,
or BCCiconsto search for an e-mail address (only available if thisfeature is set up by
the system administrator).

e The Subject box defaultsto “RE:” plusthe original e-mail subject.
e The Reply pane featurestypical Cut, Copy, and Paste editing functions.

e Click thelIncludeoriginal message box to add the text of the original messageto your
response.

e The Reply Pane may include a default greeting or signature if one was configured by
the supervisor.

You can resize these panes by dragging their borders to the desired location. However, these
adjustments will be lost when you log out. To permanently adjust the panes, use the Options view
(refer to “Options View”, on page 23).

The Message Status bar displays information about the current working request (Figure 3-3).

Business Unit / \ Integration
Q HTML
R Action History
Condition Customer History
Attachment

Request Age

Figure 3-3. The Message Status Bar

Under certain conditions three clickable iconswill appear in the Message Status bar (right side).

= Attachment icon —Indicates the message has an attachment. Click theicon to view the names
of attached files, delete attached files, or add additional files.

m  Customer History — Indicates the person you are responding to has communicated with your
organization before. Click on it to display alist of those requests.

m  Action History icon —Indicates comments have been manually added to the request. Click the
icon to review the complete Action History for the request, including all manually added
comments.

m  HTML icon—Indicatesan HTML templateisin effect for thisreply. Click theicon to display
thereply in HTML format. Please see the Integration Devel opment Kit Guide, Chapter 5, for
moreinformation on HTML templates for outgoing replies.

m  Integration icon — Indicates workflow integration information is available for this message.
Click theicon to display thisintegrated information. Please see the Integration Development
Kit Guide, Chapter 4, for more information on Agent Desktop (Workflow) Integration.

12
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If you cannot see all the icons on the Message Status bar, resize the window by dragging its border until the whole
bar is displayed. A window size of 1024 x 768 is recommended.

As noted above, the paperclip icon indicates the presence of an attached file. It can also appear in
the:

= Original Message window when an inbound message has an attachment.

m  Response Library next to responses that include an attachment.

m  Response Preview window when viewing a response with an attachment.

Oracle 13
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The Response Library

The Response Library containsthe preformatted repliesyou useto answer customer requests. When
you open arequest, Agent Desktop displays suggested responses (if the system was able to
determine a suggested response). Its highest scoring choice appears in the Response Preview
window. You may accept a suggested response, select a different response from the Response

Library, or typeyour own response in the Reply window. You may also modify responses after they
have been selected.

Figure 3-4. The Response Library Pane

The Response Library pane always contains main folders for Drafts, Suggested Responses, Queue
Frequent Responses, and Response Library. Click (check) the box next to aresponse to select the
response and place its text into the Reply pane. To preview aresponse in the Response Preview
pane, click the response name.

m  Supervisor Reviews— The Supervisor Reviewsfolder holds any rejected messages from your
supervisor in draft form. Rejection comments from the Supervisor appear in the Response
Preview pane.

m  Drafts—TheDraftsfolder holdsany draft responsesyou save. When you send adraft response
it is automatically removed from the Draft folder.

m  Suggested Responses— If you use a Knowledge Base for advanced Intelligence Engine
processing, the Suggested Responses folder will contain responses suggested by the
Intelligence Engine and listed by score. Otherwise this folder is empty.

m  QueueFrequent Responses— The Queue Frequent Responses folder contains frequent
responses for the queue. For example, if the request is in the Sales queue, the Sales Queue
Frequent Responses folder will appear. If it isin the Services queue, the Service Queue
Frequent Responses folder will appear, and so on.

14 Oracle
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m  ResponseLibrary —The Response Library folder contains all pre-composed responses. This
list includes both global responses (always available) as well as Business Unit specific
responses (specific to the relevant Business Unit only).

Let your Supervisor know if there’s a response you think should be added as a suggested response, or to the
Queue Frequent Responses folder, for a particular request or queue.

The Working Requests view includes the following toolbar buttons:

Table 3-2. Working Requests View Toolbar

Button

Description

Send the response to the customer or the review queue (depending on how the
supervisor has configured the system) and then close the request. The next request will
be automatically loaded into your Working Request window. If you want to go offline
or logoff, click Go Offline before you click the Send and Close button.

Send the response to the customer or the review queue (depending on how the
supervisor has configured the system) but do not close the request. This featureis
useful if you know you need to gather additional information send a subsequent
response before you can close the request.

Save aresponse as a draft so you can work on it later (or just to make sure you don't
loose your work). When you save aresponse, it appears in the Draft folder of the
Response Library pane. You need to pend the message if you want to work on another
request.

Pend the current request. Pend a request when you need more time to seek information.
For example, you might need to discuss the request with a person who is not currently
in the office. Pending arequest allows you to work on other requests.

Close the current request. You might close arequest when no response is needed. For
exampl e, the request might be a thank-you note or advertisement. You might also close
arequest that was previously responded to but not closed.

Reassign the current request to another queue and/or agent within the request’s
currently assigned Business Unit. When you reassign the request, any draft responses
areincluded. You can assign areason code (refer to “Reason Codes’, on page 17) or
comments to explain the reassignment. You might reassign arequest if it was assigned
to you by mistake, or if you know another agent who is better able to handle the request.

Forward the current request to an e-mail recipient. The request remains assigned to you.
Forwarding istypically used when an agent needs to gather more information through
e-mail. You may want to pend the request while you wait for a response.

Oracle 15
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Table 3-2. Working Requests View Toolbar

Button

Description

Transfer the current request to another business unit (if the system is configured to
allow you to do this). When you transfer the request, any draft responses are included.
You can select the business unit to transfer to, and the Knowledge Base to use for
processing. If you do not specify a Knowledge Base, the default Knowledge Base for
the business unit is used. You might transfer arequest if it was assigned to you or your
business unit by mistake.

Send the response to a supervisor for review. The system can be set up so that all of an
agent’s responses are sent to the review queue. However, clicking the Review button
will send the response to the review queue regardless of how the system is configured.
The request is then removed from the agent’s Working Requests view.

Expand or change arequest’s classification. Default classifications are assigned to
responses in the Response Library, but you can add classifications to a request or
reclassify it before you send aresponse. When you click this button, you can select a
classification in the Pick List and then click the Add button. To remove a classification,
select the classification in the Classifications list and then click the Remove button.
Classification information is used in reports. Request classification helps Contact
Center supervisors understand the types of requests you are answering.

Attach or un-attach afile to the response. You may attach multiple filesto a response.
When an incoming message has an attachment, a paperclip icon appearsin the Origina
Message pane. Scroll down to see the name of the attachment. Click on the link to
display the attachment. When a response in the Response Library has an attachment,
the paperclip icon appears next to its name. The paperclip icon appearsin the Response
Preview pane aswell.

Initiate a spell check of the current response. To automatically run the spell check
before sending a response, click the Options view, then click Working Request
Options, and click (check) Always check spelling before sending.

Format the message in a printer-friendly format. After the request isformatted, click the
Print link to send it to a printer. Click the Refresh button to return to the default view.

Refresh the screen.

16
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Reason Codes

Reason codes are a shorthand description of why you took a particular action when handling a
reguest. Reason codes become part of arequest’s Action History. There are four actionsin which
reason codes apply: Pend, Reassign, Close, and Reopen. Thetabl e bel ow shows some sample codes:

Type Sample Code |Sample Description

Pend NMI Need More Information

Reassign WRQ Wrong Queue (the message wasin the
wrong queue)

Close NRN No Response Needed (for itemslike a
thank you note from a customer)

Reopen FUR Follow up required

Reason Codes are created by the Contact Center Supervisor(s). If no other Reason Codesare created
Default (or “DFT"), Contact Center’s default Reason Code, will be used.

Contact Center will prompt you to provide a Reason Code when reassigning, transferring, pending,
closing, forwarding, or reopening arequest (Figure 3-5).

Figure 3-5. The Reassign Request window

Oracle 17
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A Note About Tracking Numbers

All requests and subsequent messages are assigned atracking number. Thistracking number isused
to locate a specific request and al of its related messages.

Figure 3-6. Tracking Numbers

Customer History View

The Customer History view allows you to view all requests associated with the customer who sent
the current request.

The Customer History view lists all incoming and outgoing communication in atable with the
following fields.

m  Business Unit — The Business Unit where the message was processed.
m  Received — Date and time the request entered the current Business Unit.
m  Direction —Inbound (sent by customer), outbound (sent to customer), or Agent Initiated.

m  Thread I D — A tracking number (assigned to each message) that associatesincoming requests
with one or more outbound requests.

m  Status— Message status:
e Pending—Messageis*“on hold”.
e Closed — Message has been closed, e.g. no further processing required.
e Open —Message has been processed but was left open.

m  From —Address of sender.

m  Subject — Request subject.

18
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The Customer History view includes the following toolbar buttons:

Table 3-3. Customer History View Toolbar

Button

Description

list

Display atable that shows all of the messages associated with the customer who
sent the current request.

Preview the currently selected message. Next and Previous buttons are provided on the
preview screen so you can quickly navigate to other requests.

Show all messages associated with a particular request sequence. Messages within a
thread are tied together through the tracking number.

Display all actions associated with the sender of the currently-selected request. Thisis
identical to the Action History view. When you scroll to the bottom of the Actions
table, you can click the Add Comment button to add a comment (the comment appears
as another row in the Action table).

Reopen a previously closed request (if the system has been configured to allow you to
do that). You will be prompted to select a queue and agent to assign the request to. You
can also select areason for reopening the request.

Search the database for a specific message or a set of messages. You can search on:;
Thread ID.
Customer name.

Customer domain (i.e. the string after the @ in an email address, e.g. “ @aol.com,”
“ @edocs.com,”).

A range of dates (specify From: and To: dates).
Log in name of the processing agent.
Open messages, closed messages, or both (includes pended messages).

Business units (current or all assigned). (The system must be configured to allow
you to search this).

The more information you can provide, the more refined the search will be. If you
search by Thread ID, no other fields on this screen are used in the search.

Refresh the screen.

Oracle 19
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Action History View

The Action History view lists all actions taken for the customer associated with the currently-
selected request. The list appearsin atable with the following fields:

m  Time-—Date and time of the action.

m  Action —Description of what occurred, e.g. “Reassigned to agent X”.

m  Queue—Where the message was queued when the action took place.

= Agent Name— Name of agent (or system component) responsible for the action.
m  Reason — Reason code entered by the processing agent.

= Comment — System generated or user entered comments.

The Action History view includes the following toolbar buttons:

Table 3-4. Action History View Toolbar

Button Description

Display atable that shows all of the actions taken for the customer associated with the
currently-selected request.

list

Add acomment to the Action History table. The comment appears as another row in the
Action table.

Refresh the screen.

My Queues View

The My Queuesview listsal the queuesto which you are assigned. Thelist appearsin atable with
the following fields:

m  Business Unit — The name of the business unit that contains the queue.
m  Queue- The queue name.

m  Condition — Condition of the queuein relation to the Service Level Agreement (SLA) values
(OK, Warning, or Critical). Service levels are the response turnaround goals your company is
striving for. The supervisor sets these levels for each queue.

. Req O/W/C — Number of regquestsin the queue with a status of OK (O), Warning (W), or
Critical (C).

m  Priority —Priority of the queue. Priority ranges from 1 to 10 with 10 being the highest priority.
m  SLA —Queue service level agreement.
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m  Oldest Req —Age of oldest request in queue.

The My Queues view includes the following toolbar button:

Table 3-5. My Queues View Toolbar

Button Description

Refresh the screen.

Queue & Message Condition

M essage Condition codes describe the age of request and whether or not it has been processedin a
timely manner. Queue condition reflects the age of the oldest message in the queue asit relates to

SLA values.

m  OK (O) —Indicates the message has recently arrived and has been waiting for areasonable

amount of time.

= Warning (W) — Indicates a message has been waiting quite a while and needs attention.
m  Critical (C) - Indicatesthe messageis past due, i.e. has been waiting longer than it should for

aresponse.

A message's status is derived from the SLA warning values set for a particular queue. A queue’'s
SLA valueisan agreed upon level of serviceyour company has established for requestsin aspecific
gueue. This should be the maximum age for requests in the respective queue.

The following chart shows the condition of a message in a queue with an SLA of 24 hours:

If the message is:

Its condition would be:

1-16 hoursold OK
17-24 hoursold Warning
24+ hoursold Critical

The condition times are set in the Contact Center Console.
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Outbound Requests View

The Outbound Reguests view alows you to initiate a new e-mail message and send it. Use or
include responses from the Response Library or compose your own text. Use thisview when you
need to communicate via email with a customer in the absence of an incoming email request (for
example, after aphone call from a customer). Before composing the message, verify that you have
selected the appropriate Business Unit (click the Select BU button).

If the person you send a message to replies, their message will return to the Contact Center, not to
your email account.

The Outbound Reguests view includes the following toolbar buttons:

Table 3-6. Outbound Requests View Toolbar

Button Description

Send the response to the customer or the review queue (depending on how the
supervisor has configured the system) and then close the request.

Send the email to a supervisor for review. The system can be set up so that all of an
agent’s email is sent to the review queue. However, clicking the Review button will
send the email to the review queue regardless of how the system is configured.

Select abusiness unit. A response template from this Business Unit will be added to the
Response Library pane in addition to the Global Responses.

Attach or un-attach afile to the response. You may attach multiple files to the message.

Initiates a spell check of the current message. To automatically run the spell check
before sending a message, click the Options view, then click Working Request
Options, and click (check) Always check spelling before sending.

Format the message in a printer-friendly format. After the request isformatted, click the
Print link to send it to a printer. Click the Refresh button to return to the default view.

Refresh the screen.
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Options View

The Options view allows you to set Agent Desktop viewing options. You may:

Change your password.

Set the screen font size to small (approximately 10 point), medium (approximately 12 point),
or large (approximately 16 point).

Turn On/Off automatic spell checking of outbound messages.

Turn On/Off auditory natification (ring) when amessage arrives.

Set pane size percentages for the Working Requests and Outbound Requests views.

Set maximum number of records to return on Customer History searches (range is 5 to 5000).
Select the smallest number you estimate will return the group of records you' re searching for.

You can also adjust the size of the windows on the Working Requests and Outbound Requests views by dragging
the window edges with the mouse. However, changes made in this manner are lost when you log out.

The Options view includes the following toolbar button:

Table 3-7. Options View Toolbar

Button Description

Refresh the screen.

Answering Messages

Here's an overview of the process for answering messages:

1

Once you have logged in, click the Go Online button to notify Contact Center you are ready
to answer mail. This starts the flow of messagesto your desktop.

The system will automatically push you a message and display the Working Requests View.
Here, you can review the message and display suggested responses.

If you approve of the suggested response and have no additions or changes, click Send &
Close to dispatch your reply. The system will automatically display the next message.

If no suggested response appears, or you don’'t like the one that is suggested:

e Select adifferent response from the Response Library. Check the Suggested
Responses and Queue Frequent Responses folders first. If you find an acceptable
response and you have no additions or changes, click the Send/Close button to dispatch
your reply.

e |f the suggested response is not quite right, edit it or create a new response.

e You may also decide to use parts of different responses in the Response Library to
compose a custom response. Remember, you can preview aresponse’s content by
clicking the response name.
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5. Usethe editing tools available in the Reply window and type your changes. Before you send
the reply, click the Spell button in the toolbar to spell check the message (unless you have set
this to be automatic), and then click Send & Close.

6. If you choose to create your own custom response, you may need to classify the response
manually. Click the Classify button, select a classification from the Pick List (if configured)
and then click the Add button.

You can create original responses to customer inquiries, but you cannot save them in the Response Library. Talk
to your Contact Center Supervisor about adding a response you think would be useful.
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Address Book

If the Brightware system’s LDAP settings have been set up to access an e-mail address directory,
you will have accessto those e-mail addressesin Agent Desktop. An LDAP connectionisset upin
the Contact Center Console (Outbound E-Mail Settings).

When the reply paneisdisplayed in Agent Desktop, click the To:, CC: or BCC: buttonsto display
the Address Book screen.

/i:,‘ . Crocowr ) "G s lcoorrime)  (_wewr )

@2@ Address Book

Warking
Requests

Search: | &) Recipients:

George . Tashington -~ ;I
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g Andrew.Johnson —_—
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Figure 3-7. Address Book
Type search characters, including wildcards, in the Search box and then click the Go button. Click
the Go button without typing any search itemsto display all e-mail addresses.

Click an e-mail recipient in the left pane. Then click the To:, CC:, or BCC: buttonsto add them to
your e-mail.
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