Welcome to Interactive Intelligence
3.0 .Net Client Training



Training Agenda

Introduction to Client
Log into Client

Configuring Client
— Personal Prompts

Alerts

— Computer Rings

— Toast Pops

— Interaction program opens

Make Calls

— Manually
— Using the Directory

Status
— Present status
— Change status

Transfer Calls
Conference Calls
Camp



Client Login

User ID will be the 18

character of yW

name and your entire
last name

Make sure that the
Use Windows Login
Authentication is NOT
checked.

[T Use Windows Login Authentication

User ID |rhardake

I

Password

|7 Save Password

— A

E Haost |ent—acd-cic1 -

<this computer>

? Station Type

Workstation

IDII-R HARDAKE-LT

X

Remote Numberl

Help me connect [T Persistent

OK

Cancel |

Host is the CIC
server name;:
ent-acd-cicl

Station Type: Click
on the drop down tab

and select “This
Computer”

Workstation: This is
will be grayed out with
workstation name
normally.




Configuration

Customizing your client

TO access th e CI Ient | I:;ira\?tion C():h:ant: .'—|N|I;T Edition u@@
) . ile it View | Options  Hel
configuration page:

Rules...
uies w| | MakeCal
Pages...

by Interactions/; Configuration. ..

H 11 H ”
CI ICk O ptl O n S . M Lock the Pages Call1d | Mumber Curation | State User Station

/— Audio Tuning Wizard, .,
S e I e Ct th e / Change Station Yolume. ..

“Config u ration” . Woarkgroup Activation

- | B
A P & » e e Ul &

—
Fickup, Hold  Mute | Transfer  “aoicemal Disconnect | Join Listen | Fecord Pauze | Frivate

Iy Status |-3Available, Follov-Me M 1:11:50  Set status details &

FS0 || Support || E ducation || Outlook Private Contacts || Vonexus Partners || IMIM Partners|

D| L0| Last Mame | Firzt Mame | Extenzion | Department | Title | Statuz | |[§

@ Phillips Andy 8518 Testing Level 2 Testing Engineer s Available, Mo ACD
' Frederksen Ben =rali] Testing Level 1 Testing Engineer WAvailable
@ Lindzey Ben 197 Testing Simulation Developer s Available, Mo ACD
w Bohney Caral 8603 Testing Level 2 Testing Engineer s Available, Mo ACD

@D W Wampler Caralyn 143 Testing Level 3 Testing Engineer WAvailable
@ Bowman Chas 8205 Testing Scalability Engineer s Available, Mo ACD
' Domblkowski Dennis 8vaz Testing Autamnation Engineer WAvailable
' Wampler [oug 120 Testing Testing Manager, PIT 3; ‘whorking in the Lab
' Chreist Eric 8641 Testing Level 2 Testing Engineer WAvailable
@ Dstrognai Jim 8634 Testing Director of Testing ’ﬁ At Lunch
' Gladizh Jazon 8707 Testing Lewvel 1 Testing Engineer T Away from desk
w Probala Jazon 8523 Testing Testing Manaaer. Functionalt R Available M

e
E& & 5 Bes »» O

Dial  Business Mobille  Business  Camp  Chat  Transfer  Properties

O Gemini | 7558835704 | (1) ﬁ_l Beport & Problem

m GO@E T <85 st vesse... ." [ 5 Microsoft O... - |k (] Micrasoft Powe. . r@gﬁ A2 2@EG ssem




Configuration

Personal Prompts — Voicemail

Out of Office: This
message is used when
you are out of the office
for a period of time. This
is not required to record
if you choose to use the
canned Out of Office
message. (Optional)

Record No Answer
Message: If you are
familiar with voicemail,
this is your general
voicemail message that a
caller will hear when you
are on the phone or
away from your desk.
(Required)

Record Name: This is
the name that is played
when a caller selects
your number in the
directory. (Required) By
not changing this prompt,
the caller will hear a
digitized voice
announcing your core id
and name. Not very
legible.

Prompts

Configuration

-,

%5 Alerting
5 icemail / Fax Paging

& Myln

tion Ring Sounds
E Dezktop Alerts [ Activate out of office message
-7 Calls : :
&5 Fallow Me [ Activate agent greeting
"‘a Lal Coverage Record Out OF Office | Fresig | Rezet |
| Ferzonal Promptz
g Pages Record Mo Anzwer Mezsage | Fresig | Rezet |
o5 General
;g: EEE;Zi Dialing Record Follow Me Meszage | Fresig | Rezet |
Record Hame | Fresig | Rezet |
Record Agent Greeting | Fresig | Rezet |
Record Availlable, Fonmard Meszage | Fresig | Rezet |
]| i
] I Cancel Apply




Client Page

Consists of two parts:

— My Interactions (normally top section of
page). Includes Call Control buttons and
Status.

— Directory pages (normally bottom
section of page).



Client Page

My Interactions:

— My Interactions tab shows the connected calls and
their status.

— History tab contains the calls that have been placed
from your client. (This is not a permanent storage
area for calls received and placed.)

— The buttons in the middle of the page that are present
when there is an “active” call on the My Interactions
section. (Pickup, Hold, Transfer, Voicemail,
Disconnect)

Directories
— Show company or workgroup directories.



My
Interactions

Call Control

Your screen will
show the following
buttons:
Pickup, Hold, Mute,
Transfer, Voicemalil,
and Disconnect

Directories

Interaction Client: .NET Edition

SE %)

File Edit View Options Help

Murnber |

[se] | MakeCal

© My Interactions | Cal Histary " Voicemail|

Queue Mame Call1d | Mumber Duration | State User Skat
@ To: Tim Duffy [Interactive Inteligence, Inc.) 2100434768 3416 0:00:04  Initializing Darlere. Thompson 765
[(_] i | [l]
s A2 D () '
) B » » [+ ¢ o Il &
Fickup Hold  Mute  Transfer  Voicemal Disconnect  Join Listenn Record  Fause | Private
My Status |-3Available, Follow-te M 1:33:43  Set status details &

Company Directary | P50 || Support || E ducation || Outlook Private Contacts || “Yonexus Partners || ININ F‘altners|

&

Dial

o &

Buginess  Mobile

Bzg2 > O

Businese  Camp Chat  Transfer  Properties

|ty | | | | | |
0| Lo| Last Mame First M ame Extension Department Title Statuz |
M Duity Tim 8416 P50 Sustems Engineer ,ﬂAvaiIahIe, Fonward

5 Gemini
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Repart & Problerm
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My Interactions

At this point there is an
active call on this page.

The call control
buttons are available
since there is an active
call. Based on your
rights, you may not have
all of the call control
features available in this
demo.

*Pickup

*Hold

*Transfer

*\Voicemail

eDisconnect

‘Mute

\ © My Interactions Call History " Voicemail|
| Queue | Mame | Call1d | Mumber |

' Interaction Client: .M dition M= <
File Edit View Options Help
Murnber | take Call

Duration | State | User | skat

A e i Dl et neligence, ne) 100G B O A Do TR 168

v

I(_l 11l
» B3 ¥ ¢ @ £
Fickup Hold  Mute  Transfer  Voicemal Disconnect  Join Listenn Record  Fause | Private
My Status |JAvaiIabIe, Follow-te 1:33:43  Set status details &

Company Directary | P50 " Support " E ducation " Outlook Private Contacts " “Yonexus Partners " ININ F‘altners|
L ]

| gty | | | | | |
0| Lo| Last Mame First M ame Extension Department Title Statuz |
M Duity Tim 8416 P50 Sustems Engineer ,ﬂAvaiIahIe, Fonward

& &
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Incoming Call

Incoming Call
Alerts:

*Toast (miniature
screen)— Just like
with your Outlook,
you will be alerted
with a “New
Interaction” toast in
the lower right corner
of the screen.

Alerting

| Interaction Client: .NET Edition

BEX]

File Edit Wiew Options Help

Humber |

] | Makecal

My Interactions | Call History || Voicemail|

Queus Mare CallId | Mumber Duration | State User Stat;
@D From: anonymous 2100434862 [317)266-6966 87 0:00:18 Alerting Darlene. Thompson
(€] it [L]
" .- . o 2 '_é
S EA P2 & » ¢ @ 1l &
Fickup Hold Mute = Transfer Voicemal Disconnect  Join Listen | Hecord  Pause  Private
Iy Status |-3Available, Follow-te [LI 1:45:24  Set status detailz ag
~——~—_Campany Directary | PSO || Support || E ducation || Outlook Private Contacts || Wonesus Parthers || IMIM Partners
[ ]
duffy
D| L0| Last Mame | Firsmﬁfc\ | Extenzion | Department | Title | Status |
M Duffy Tim 416 FS0O Systems Engineer ,.aAvaiIabIe, Forward
New Interaction |:|

B fh b =5 Bz:ex » O

Dial Business Mobile  Business  Camp Chat | Transfer  Properties

anorymous
[317) 266-636E 87
' Pickup
ﬁ_l Send ToYoicemail

& Hod -

O Gemini | 7esesIsTod )
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Make Call

Entering numbers

Making Calls:

*Type in the
number that you
wish to dial. (You
do not have to dial
from the phone
set.)

*You can copy a
number from an
email and paste in
this field to make a
call.

*Press “Make Call”

|@ Interaction Client: .NET Edition

- ﬁ![j

File Edit View Options Help

Murber | ] | Makeral
// My Interactions | Call History | “oicemail| vy
Queus Mame Callld | MNumber Duration = State Stal
(€] 1l m
— a
A P h X ) @ 1 |
Fickup  Hold  Mute | Transfer  Yoicemai  Disc Join Listen HRecord the selected interaction
My Stats | o8 Avaiable, Followe [w] 14814 Set status detals 8
Compay Directory | FPS—T Support || E ducation ” Outlook Private Contacts ” “Yonesus Partners ” IMNIM Parlnsrs‘
[
/dm(
0| Lo| Last Mame | First Name | Estension | Diepartment | Title: | Status |
3 Duffy Tim 8ME P30 Systems Engineer 248 twailable, Forward
E
(i i3] Bzez = O
Dial Business Mobile  Business Camp Chat  Transfer  Properties
a Gemini 7650835704 ) Beport 4 Problem
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Make Call

Using Directories

Making a Call
from the
directory:

Click on the number
(hyperlink) and press
“Yes” if prompted. The
client will dial the
number.

You ‘drag and drop’ a
call on to a person in
the directory in order
to perform a transfer.

*Outlook Contacts
Directory: You have
the ability to dial from
the Outlook Contacts
directory. The clientis
linked to your Outlook
Contacts.

Interaction Client: .NET Edition

-ﬁ![;{_]

File Edit Wiew Options Help

Humber | M ake Call
My Interactions | Call Histary || Voicemail|
Queus Mare CallId | Mumber Duration | State User Stat;
(€] it ] [L]
- - I (|
S A Y ¥ 20 e Il &
Fickup  Hold  Mute | Trans! Yoicemal  Disconmect | Join Listen | F[Record the selected interaction |
Iy Status |-3Available, Follow-Me\ [LI 1:48:14  Set status detailz &
AN
E N
Compary Directory | FS0 || Support || Eh\cation || Outlook Private Contacts || Yonesus Partners || IMIM Partners|
[ \ ]
duffy
D| L0| Last Mame | First Mame | \ Extenzion | Department | Title | Status |
M Duffy Tim 8416 FS0O Systems Engineer .aAvaiIabIe, Forward
El
& b & Bz g o O
Dial Business Mobile  Business  Camp Chat | Transfer  Properties
O Gemini | 7e52835704 ) Repart & Problem
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Status:

Status tells the CIC
system how to treat
incoming calls. Selecting
“‘Available” as a status
will allow incoming calls
to reach you at your
DID. To receive a call
the My Status field must
have one of the

following:

1) Available; 2) Available, No
ACD; 3) Available, Follow-
Me; 4) Available, Forward

*When you are on a call,
anyone within your
organization can see
this by your status or th
“On Phone” symbol.

«If an outside call is
received while your
status is set to “Gone
Home”, the system will
announce this status to
the caller and place
them in your voicemail.

Status

. Interaction Client: .NET Edition (=] X
Edit View Options Help
My\nteractions | Call History = Voicemad
Name Callld  Number Duration  State
= 1] | ‘ > ‘
( ' o
» B3 % Do 0|l 3
My Status | s Ava [v] 1:2358 Set status details &
5) Company Directory | PSO_ | Support | Education | Outiook Private Contacts | Vonexus Pattners | ININ Pastners ]
0 Lo  Last Name  First Name  Department Title , Stctus |
¥ Flack Chris Corporate Marketi  Lead Team Specialst 8 Avaiable No ACD e
¢ Skinnes Dan Corporate Marketi  Marketing Associate QAvaiable
¢ Maple Jenn Corporate Marketi  Marketing E vents Manager ¥ Gone Home
X Watson 'Jessica qupotate Marketi Lead Team Speciaist f.‘ Gone Home
P @ Wikson Maty Corporate Marketi  Telemarketing Speciafist & Avaiable, No ACD
X Harmish Satah Corporate Marketi  Corporate Matketing Cooedina .aAvaiabie, Fomward
' Bailey Tom Corporate Marketi  Marketing Copywriter 8 Avaiable, No ACD
¢ Klee Sarah Corporate Marketi  Lead Team Speciafist 8 Available, No ACD [ae)]

Dial Business iob

]é%ti>

) Gemini 7658835704 @)&

Wilson

, Mary



Camp Feature

*When you are
waiting for
someone within the
organization to
become available,
right-click on the
name and select
“‘Camp”.

*Or click once on
their name and
click the “Camp”
button at the
bottom of the
screen.

Camp

|@ Interaction Client: .NET Edition

- ﬁ![j

File Edit View Options Help

MNumber |

] | Makeral

My Interactions | Call History | “oicemail|

Queus Mame Callld | MNumber Duration = State User Stal
(€] 1l m
— 2 A
3 2 x ¢ e Il &
Pickup  Hold  kute | Transfer  Yocemal Disconnect | Jon  Lsten | Hecord  Pause | Fovate
My Stats | o8 Avaiable, Followe [v] zom50 Set status detals 8
| Company D|leclury| O P50 | Support ” E ducation ” Outlook Private Contacts ” Yonesus Patners ” IMIN Fallnersl
[
{ | Lal LastMName | First Name | Extension | Department | Title | Status | Ui | Time inSi ~
& ¢ Mendoza Leticia 2243 Ps0 Systems Enginesr & Available, No ACD 1:27:06
@ o west'worland Loii 8659 Education Education Operali ) On a Conference C 0.04.45 A
+ Modglin Al 2430 P50 Manager, Gilobal 5 W dwailable 1:33:50 1
+ Middleton Andrew 2429 Ps0 Packaged Saldion W Available 0:21:48
M Haitwig Barry 8336 Services System Engineer ﬂ\ Gone Home 13Daps 2 b |
X Chung Casey g2m P50 Systems Engineer  F At Customer Site Z3Days 2
¥ Nay Chad 8410 Ps0 Project Enginesr 8 wailable, Follow- 17:48:34
¥ Karpp Christian 2470 PSO, EMEA Systems Engineer ﬂ‘ Gone Home 19D0aps1
' Thompson Darlene 243 PSO Project Engineer ,.aAvailable, Follow- 2.00:50
X Dyl 395 > Gone Home Z3Days 2
a4 PsO Froject Manager 4@ Available. Forward 1Day 33
2249 Ps0 Project Enginesr 8 Awailable, Fallow- 18Days 1
a7z PSO/Support, EM  Systems Enginesr 8 vailable, Fonward EDays 14 M
E 'S
6 @ & B2 o O
Dial Business Mobile  Business  CadeomRhat  Traneier Properties

9 Gemiri | 7espaaszd ) D
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Camp

(Toast)

-

Camp - Alert:
*Toast pops

2 choices are
available: Stop
Camp, Options

«Cancelling Camp:
Either right-click the
name again within
the directory page.
Or select “Stop
Camp” on the toast
before it
disappears.
(Usually remains
open for 20
seconds.)

Interaction Client: .MET Edition g@
File Edit Wiew ©Options Help
Hurnber | M M ake Call
Mu Interactions | Call Histary || "oicemail
Queue Mame CallId | Mumber Duration | State
[il i | m
== = A
c A 3 » 2@ e Il &
Pickup, Hold  kute | Transfer  Yoicewal Dizconnect | Jaoim Listen | Becord  Pauze | Private
by Status |f-\§;.-'1'wailable, wAH ‘il 1:23:58 Set status details &,
9 Campany Directary | FsO || Suppart || E ducation || Outlook, Pri Contacts || Yonesus Partners || IMIM Partners
[
EI| Lu| Last Hame | First M ame | Departrnent | Title | Status | |&
' Flack Chiiz Corporate Marketi  Lead Team Speciah s Awailable, Mo ACD ]
@ Skinner Dan Corporate Marketi  Marketing Associate q.&vailable
W Maple Jenn Corporate Marketi  Marketing Eventz Manager Gone Home
M WwWatzon Jeszica Corporate Marketi  Lead Team Specializt ﬁ Ga ame
GD W Wilzon hd ary Corporate Marketi  Telemarketing Specializt B '&'V‘ailat'IEIWilsnn, Maty |:|
¥ Hamizh Sarah Corporate Marketi Corporate Marketing Coordina .a.-’-'-.vailable ]
' Bailey Tom Corporate Marketi  Marketing Copyriter 5 Avalable B Available, No ACD
W Klee Sarah Corporate Marketi  Lead Team Specialist a Available Tirne in Status: 0:57:23
Logged [n: 7E55232655
& & & Bzigzg > O
Dial  Business  Robile | Business | Camp | Chat | Transfer  Properties

Y Gemini

7e58a35704 ()

Call Mow  Stop Camp  Optiohs




Status
Changing Your Status

Interaction Client: .MET Edition
File Edit ‘iew Options Help

- =264

Mumber |

o] | MakeCal

My Interactions | Call Histary || Voicema

| Cueue

You can change your status
from the icon in the system tray
by right-clicking on the status
object in your system tray.

3

Mame

CallId | Nurnber

Duration

—
Fickup, Hold  Mute

(===

b

m

x

Diszontect

+ ¢ @

Jiin

Lister | Hecard

i @

Pause | Private

My Status |.3Available, Follow-Me

M 20324  Seb status details

| Yonexus Partners || IMIN Partners|

| Company Directory| @ FsO | Support || Education |m;d\ook Private Contacts
[

C | L0| Last Mame | First Mame | ExtensioN Department | Title | Statuz
W Hill David 8413 Froject Manager ,.aAvaiIable, Fc
M McCop David 8343 P50 Project Engineer .aAvaiIabIe, Fc
H Aker Evren 8ivz FSO/Suppom Swetemns Engineer .aAvaiIable, Fc
¥ Bonness Greg 2478 Ps0O eam Lead of Praj .aAvaiIabIe, Fc
¥ Rocha lwah 8474 Services ‘6 Gone Hamne
M Grenier Jackie 8383 P50 ager ,.aAvailable, Fc
w Spillane Jaclyn 2427 Package Solutions  Package Solubokg @ Available, M
M Meltzer James 83va Services Spstems Engineer Gone Home
w Elshaug Jay 816 P50 Engagement kan Jable, Fo
3 Buiz Jeroen 8533 P50, EMEA Engagement kan ,.aAvallab C
M Mazuera Juan 2440 P50 Senior Syztems E .aAvaiIabIe Fc
® dMcMamara K.aren 8368 P50 Froject Manager .aAvaiIabIe, Fc
W Michael Liza 8607 P50 Operations Team sAAvaiIabIe, M

& & & Bz g2 o

Dial Businezz Mobile  Businesz  Camp [Chat  Transfer  Properties

A Gemini  7es8a3sTi4 () (M
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State

{3 At a Training Session

@’At Custamet Sike

]{g At Lunch

‘o At Flay

w Available

S Available, Calback

3 Available, Follow-Me

4 Available, Forward

& available, No ACD

2y Available, waH

T Away From desk

& Code Red

44 Do Not Disturb

_B;I Do not disturb, awaiting call

ﬁ Gone Haorme

mln a Meeting

S Medical Appointrent

m0n a Conference Call

)ﬂ On Break

.Bc‘. On Cther Call

?, On Vacation

E;Out of the Office

5 ook of Town

FResearching

5, 5ick At Home
Support Callback.

orking At Home

B,-I ol

ﬁ);_ Working Out
)ﬂWDrking with Engineer

User Skat

Exit

Eeport & Problem
,_,\Aw&@ga 3077




Exiting ClI

Interaction Client: .MET Edition

Exiting CIC Client

Clicking on the “X” in
the upper right corner
minimizes the client, it
DOES NOT exit the
program.

+Click “File” and “Exit”.

or

*Right-Click on the icon
In the system tray and
click “EXIT”.

File Edit ‘iew Options Help

mEIx

o] | MakeCal

tNumber |

My Interactions |EaIIHist0r_l,l Yaicernai

Queus Mame

3

CallId | Nurnber

Duration | State

{3 At a Training Session
@’At Custamet Sike

]{g At Lunch

‘o At Flay

w Available

S Available, Calback

3 Available, Follow-Me
4 Available, Forward

o
—
Fickup Hold  Mute | Transfer

H X

e @ Il &

& available, No ACD
2y Available, waH

Dial Business Maobile  Business

E & & Bz 53 >  ©

Transfer

Camp  [Chat

Froperties

Yoicemal  Disconnect | Join Listen | Hecord  Pauze | Private T Away From desk
- - o ; & Code Red
' Iy Status |.3Avallable, Follow-Me M 20324 Set status details .Q. I ——

Compaty Directary | @ P50 | Support | Education | Outlook Private Contacts | Yonexus Partners | ININ Partners BJ Do not disturt, avating cal
[ ﬁ Gone Haorme
C | L0| Last Mame | First Mame | Extension | Department | Title | Statuz mln a Meeting

o Hil Dravid 2413 P50 Project Manager ,.aAvaiIable, Fc S Medical Appointrment

M McCop David 8343 P50 Project Engineer .aAvaiIabIe, Fc m0n a Conference Call

H Aker Evren are2 P50/5upport, EM Systemns Engineer .aAvaiIabIe, Fc )QOn Break

¥ Bonness Greg 8478 PsO Team Lead of Praj .aAvaiIabIe, Fe Bq\ on Other Call

M Rocha lwan 2474 Services Suppart Consultan ‘ﬁ Gone Home $ on Yacation

M Grenier Jackie a3en Ps0O Praject Manager ,.aAvailable, Fc EOut of the OFfice

w Spillane Jaclyn 2427 Package Solutions  Package Solutions @ Available, M 44, Out of Town

M Meltzer James a37a Services Systems Engineer & Gone Home FDResearchin

. J
Elshaug Jay 2216 SO Engagement kan .aAvallabIe, Fc 5. 5ick At Home

3 Buiz Jeroen 8533 P50, EMEA Engagement kan ,.aAvaiIabIe, Fc i

M Mazuera 2440 SO Senior Systems E .aAvaiIabIe, Fc 8 Supp?rt el

® dMcMamara K.aren 8365 SO Froject Manager .aAvaiIabIe, Fc EWorlﬂng fm eI

W Michael Liza FSO Operations Team sAAvaiIable, Me = bl e Lt

)y working Late
A Warking On Server
ﬁ);_ Working Out
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