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1 Getting started

This document provides instructions for using OneView in Salesforce. Availability of features are
dependent on your administration’s configuration of Genesys Cloud and Salesforce.

1.1 Accessing OneView

Note: OneView does not support running concurrently in multiple browser windows or Salesforce
tabs.
1. In Salesforce, navigate to the OneView phone in the bottom of the screen .

LR L]

L) .
2 OneView

v= Tasks
4= Recently Viewed v

0 items » Updated 5 minutes ago

Subject

. OneView

2. In the Genesys Cloud CTI phone, enter your Genesys Cloud credentials. If your organization uses
single sign-on (SSO), a pop up window will automatically appear. If not, click Open Authentication
Window to enter your applicable SSO credentials.
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&7, Genesys Cloud. [
ariasolutionslab [ Change Organization | Waiting for credentials...

Open Authertication Window

Forgot Your Password?

((_)&:\:r-\

=
.
B® Microsoft okta @ Genesys Cloud

. OneView (Offing)

Note: Check for a pop-up blocker notice in your browser if the SSO window does not open.

1.2 Language preference

In addition to native English, OneView supports the following languages for agents:
* French
* German

Displayed language is determined by the individual user's preferred language in Salesforce. See
https://help.salesforce.com/s/articleView?id=000325737.

Notes:
* Translations within Salesforce tabs and pages are derived from Salesforce.

* Translations within the CTI panel are derived from Genesys Cloud.

1.3 Agent status
The agent status, along with the state timer indicating the length of time in the current state, is shown
in the call control widget.

Note: States presented are dependent on Genesys Cloud configuration and license type, e.g.,
Communicate users do not see On Queue.

::E OneView Home v

Enter name or number @ Atmydesk 11:23 w
1

Changing state

The agent state is changed using the drop-down menu.

OneView for Salesforce - Agent Guide

(i


https://help.salesforce.com/s/articleView?id=000325737
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::s  OneView Home v

e

I Enter name or number @ Atmydesk 1:36:40 ¥ I

’
Recent Items (1) Today’s Tasks Ev Welcome to O
Burlington Textiles Corp of America Documentation
Type Customer - Direct
Phone (336) 222-7000 Admin Gunje: httpg:
i /doc/admin.pdf
Website User Guide: https: /|
Account ... Admin User Nothing due today. Be a go-getter, and check back fdoc/user.pdf
Account Site soon.
Industry Apparel

View All

On Queue
Busy 4
Away >
Break »
Meal 14
Meeting P
| Training  »

cloud.com

ud.com

<

L. OneView (At my desk)

State synchronization

Changing the state in Salesforce changes the state in Genesys Cloud simultaneously, or vice versa.

OneView

Enter name or number @ OnQueue 17:50 v

’ )
Recent Items (1) Today’s Tasks FEv Welcome to OneView!
E Burlington Textiles Corp of America Documentation
Type Customer - Direct
ohone (336 2227000 Admin Guide: https:// aneview.avtexcloud.com
) Idoc/admin.pdf
Website User Guide: https://oneview.avtexcloud.com
Account O...  Admin User Jdoc/userpdf

Nothing due today. Be a go-getter, and check back
Account Site soon.

Industry Apparel

View All

&, OneView (On Queue)

1.4 Directory

On Queue
17m 49s

Available
Busy
Away
Break
Meal
Meeting

Training

Out of Office

The directory is used to search for a Genesys Cloud contact - whether that be to facilitate a transfer or
make an outbound call. Individuals and queues are indicated by their icon; Agent status is displayed

with the name.

Note: Status is not shown when an agent is Offline.

OneView for Salesforce - Agent Guide

. LJ

(i



=
je
o)

[be
[e]

Directory contacts can be:

» added to an existing call as a participant. See Add participant.

» dialed as an outbound call on behalf of a queue. See Outbound on behalf of a queue.
» dialed directly. See Direct dial.

« selected for a transfer.

1.5 Accept an interaction

Important: For inbound, outbound, and auto-answer scenarios, the Accept button will be disabled if
the microphone is blocked. An error message will prompt users to enable microphone permissions to
accept interactions.

. Phone Q

Microphone permissions are

required to pick-up this interaction.

From
Houston TX

An incoming alert appears in the CTl phone, if the Disable Alert Panel in the OneView settings page is
not enabled by the administrators; else, the incoming alert will utilize Genesys embedded framework
interface.

Note: When an interaction alert is triggered, the CTI panel automatically pops out in a separate
window, provided this feature has been configured by admins in the OneView settings page.
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& Phone

& Log

r ‘ = - |
Q Sear

™ .
s Oneview o M _
|
From
L 8323774455 832 3774455

[ Queue Name

Alerting 00:00 ‘ Q, Search a name or number Gus

1 ]
S 8323774455 Tod

N n

Disable Alert Panel

Incoming alert appears in the CTI phone, when Disable Alert Panel is not enabled. Click Accept or
Reject.

. Phone —

Q search ‘@ea?ea @

Guest Disconnect 2 @ OnQueue 0219 w
Queue Name
Gus .
Today's Tasks v Recent Items (0)
Provider

PureCloud Messaging
Welcome to OneView!

Documentation

Admin Guide:

Nothing due today. Be a go-getter, and check back soon.

» OneView (On Queue)

Incoming alert appears through the default embedded framework, when Disable Alert Panel is
enabled. Click the phone icon to accept the interaction.

. Phone

Q search @270 @

W erTinG o
G Disconnect @® OnQueue 0020 ¥

Today’s Tasks - Recent Items (2)

O cues

Type

Phone

i Account Owner  User User
Industry

Nithinn dia trdaw @a 2 an_nattar and charl hark cnnn
E Sample Account for Entitlements
On Queue 0]

Type

All interactions arrive in the same way; the interaction type, queue name, and customer contact is
visible.

Multiple interactions can be accepted based on Genesys Cloud utilization configuration. The relevant
interaction controls are provided on each interaction tab. Presently, support is only available for 15

. LJ
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primary tabs to be open concurrently; performance issues may be experienced if more than 15 tabs
are open.

Note: If auto answer for voice calls is enabled in Genesys Cloud, an alert indicates the incoming call
prior to being automatically connected.

Once an interaction is accepted, the OneView embedded controls component is displayed. Admin-
istrators may alter the location for your org. Controls shown are dependent on the interaction type.

L customerName

OneView
Embedded
Controls

o
]
[
£
[ ]
o
o
o
<

Total 00:34 Search a name or number 2 participants (0 held Mute Hols

+ Foliow Edit Change Owner Delete v

'Y . Account Owner Industry Billing Address
User User

Genesys
Cloud CTI

Phone
Phone

« ErinWilson

Gus.0A2
217

. Oneview (On Queue)
Note: Interaction controls are also available in the Genesys Cloud CTI phone. These duplicate the
OneView controls; however, using some functions results in being directed to Genesys Cloud in a
separate browser window thereby no longer using OneView within Salesforce. For information on the
Genesys Cloud CTI phone functionality, see https://help.mypurecloud.com/articles/call-controls/.

1.6 Reject or miss an interaction

If an interaction is rejected or unanswered, it is returned to the queue. OneView changes the agent
state to Not Responding and provides options for how to proceed — Go Back on Queue or Go Off
Queue. The alerting timeout length is configured in Genesys Cloud. When users reject or miss a call,
the CTI panel remains visible to communicate the users are in Not Responding status.

Note: When Genesys Cloud Communicate users reject or miss a call, they are returned to Available
status.
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. OneView — Search... El 9 $ .!. ':‘i':'

avtex

v

| @ Available 03555 ¥ |I

= v Welcome to OneView!

Not Respondlng

Go Back On Queue

Go Off Queue Documentation

Admin Guide: https://oneview.avtexcloud.com
/doc/admin.pdf
User Guide: https://oneview.avtexcloud.com

Nothing due today. Be a go-getter, and check back [doc/user.pdf
soon.
View All

L. OneView (Available)

1.7 Displayed Interaction Details

Interaction attributes, defined by an administrator in the OneView settings page, are visible to the
agent upon receiving an interaction. By default, attributes configured within the default queue are
displayed.

. Phone
o

From

Provider
PureCloud Email

Based on the custom attributes configured, the agent will have the ability to view and analyze
customer's information before accepting an interaction. The configured attributes are displayed as
fields on the CTI phone and in the Accept/Reject screen pop alert.
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From

Queue Name

Gus
Ous

Provider
PureCloud Email

Connected Time
Wed Sep 20 2023 15:55:57 GMT-0500 (Central

Daylight Time)

When a transfer happens, the Queue Name field changes to Transferred From Queue(s). It displays
the queue name(s) it is been transferred from.

Notes:
» Agents will need to refresh the browser or log out for the changes to reflect.

* If many custom attributes are selected, increase the size of the embedded phone in the lightning
app page.

1.8 OneView voice controls

U ouw wem

Total 00:56 Search a name ar number 2 participants (0 held) Mute Hold Disconnect | | | @ | & & || MName Q Related o Q|| Selectwrap-upcode Q @ OnQueve 0210 ¥

_e _o R O 00 O 12 -@_ @ -@_

1. Customer caller ID: May show customer name, phone number, or system generated ID.
. Interaction timer: Displays the time accrued for the interaction since connecting.

. Directory: Search for a contact within the Genesys Cloud org. See Directory.

A oW oN

. Participant list: Click to see details of all participants on the call. Participant name is pulled from
Genesys Cloud contacts based on the participant's number; if no contact exists, the phone number
displays.

2 Participants Mute Hold Disconnect

%, Connected +1403

& Connected Me

5. Mute: Mutes the agent and toggles between mute and unmute.

6. Hold: Places participant(s) on hold and toggles between Hold and Retrieve, indicating on the par-
ticipant list the count of participants held.
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& 636

Total 01:17 |Held 01:07 Search a name or number

5 (held)

t, Held +1636

& Held Me

7. Disconnect: Ends the call. See After call work / wrap up.

8. Keypad: Provides entry of DTMF commands on a call and toggles open and closed.

9.

10.
11.
12.
13.
14,
15.

Disconnect B 2 o
1 2 3
ABC DEF y

4 5 6

GHI JEL MNO
7 8 9

PQRS TUV WXYZ
* 0 #

Schedule a callback: Allows the agent to add and schedule a callback. See Schedule a callback.
Notes: Allows the agent to add and view notes for the call. See Notes.

Secure Pause: Allows the agent to pause the recording of a voice interaction. See Secure pause.
Name: Drop-down list to select the participant name associated with the interaction.*

Related To: Drop-down list to select the related objects associated with the interaction.*
Wrap-up code: Drop-down list to select a wrap up code for the call. See After call work / wrap up.

Agent state & timer: Displays the agent's current state and the length of time in the state. See
Agent status.

* Only available if Task Logging has been enabled by administrators.

1.

9 OneView chat and message controls

1.
2.
3.

® Guest

@ OnQueue 0533 ¥

Select wrap-up code

e.._

Q

Related To

Name

Q Q

Total 00:33 Waiting 01:08 Search a name or number Disconnect =3

o o 00

Customer name: Customer name as entered by the customer in their message.

Interaction timer: Displays the time accrued for the interaction since connecting.

Chat state timer: Displays the time since the last response.
» Waiting: Time agent has been waiting for a customer response.

* Replied: Time since last customer message received.

e ACW: Time in after interaction work. l.e., the time since ending the interaction.

OneView for Salesforce - Agent Guide
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. Directory: Search for a contact within the Genesys Cloud org. See Directory.

. Disconnect: Ends the interaction with the customer. Agent transitions to ACW.

. Notes: Allows the agent to add and view notes for the interaction for transfers. See Notes.
. Name: Drop-down list to select the participant name associated with the interaction.*

. Related To: Drop-down list to select the related objects associated with the interaction.*

. Wrap-up code: Drop-down list to select a wrap-up code for the interaction.

O ©OW 00 N o U b

. Agent state & timer: Displays the agent's current state and the length of time in the state. See

Agent status.
* Only available if Task Logging has been enabled by administrators.

1.10 OneView email controls

S e wwas

Total 00:36 Search a name or number Disconnect e Name Related To Q Q @ OnQueue 07:15 w

‘e o000 © 0 o

1. Customer ID: May show customer name or email address.

. Interaction Timer: Displays the time accrued for the interaction since connecting.
. Directory: Search for a contact within the Genesys Cloud org. See Directory.

. Disconnect: Ends the interaction.

2

3

4

5. Notes: Allow the agent to add and view notes for the interaction. See Notes.

6. Name: Drop-down list to select the participant name associated with the interaction.*

7. Related To: Drop-down list to select the related objects associated with the interaction.*
8

. Wrap-up code: Drop-down list to select a wrap-up code for the call. See After email work / wrap
up.
9. Agent state & timer: Displays the agent's current state and the length of time in the sate. See
Agent status.

* Only available if Task Logging has been enabled by administrators.

1.11 Notes

The Notes field allows the agent to add and view notes for the call. Notes can only be added before
the call is transferred or wrapped up and marked Done.

When receiving a transferred interaction, the icon has an orange indicator.

OneView for Salesforce - Agent Guide
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l < 403zmmmEn !
Total 01:23 Search a name ar number 2 participants (0 held) Mute Hold Disconnect ot = o Select wrap-up code Q @ ©OnQueue 0701 ¥

Agent Joe

Transferring to queue 2.

Current agent's name

My notes.

A new Pop Task and Save button has been introduced within the Notes section. Based on the con-
figuration set by your admin, the button will be shown within the Notes section.

Important: Currently supports only chat and call interactions.

When enabled by the admin, the Pop Task and Save button becomes available. Clicking the button,
will open a task record associated with the account in a new tab.

Total 00:18

Nag

-mlea‘

Disabled by admin:

L I

o
o
:
o
I
L]

1.12 Get Transcript

The Get Transcripts feature is available for chat and inbound calls only when task logging is enabled by
admins in the OneView settings page. This feature can be accessed within the tasks related to inter-
actions, allowing you to retrieve and review transcripts as needed.

Note: For email and outbound calls the feature is not available. Since these interactions are not yet
transcribed, the transcripts will not display any data.

To access Transcripts once the conversation is disconnected, follow the steps below:
1. Navigate to the Home drop-down.

2. Select Tasks from the drop-down.

OneView for Salesforce - Agent Guide
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3. Select the task for which you want the transcript. Task will be displayed in a new tab with the Get
Transcript button.
4. Click Get Transcript.

T OneView Tasks ~ Y= voice inbound - Gus v X

@ OnQueue 0055 w

[ Q, Search a name or number |

OneView Details Related

T ~ Task Information

Assigned To Related To

3 Qauser s

Subject Mame

voice inbound - Gus s 4

Due Date

Comments

1.13 Screen pops

Depending on how Genesys Cloud and Salesforce have been configured by administrators, Accounts,
Tasks, Cases, Leads, and/or unique URLs may be automatically generated for the agent as primary tabs
or sub tabs.

Examples:

Account screen pop: upon accepting an inbound interaction, an account is located or a new one
created.

OneView Home v FaAcme v X

‘: - —
Total 00:46 Search a name or number 2 Participants Mute Hold Disconnect #H = 2 4] Select wrap-up code Q @ OnQueue 0405 ¥
liif Account + Foll Edit ch o Delet
-
Bl Acme & ow i ange Owner elete
Type Phane Website Account Qwner Industry Billing Address
R, (403) " User User
Details Related
Account Owner Phone
User User (403) <
Account Name Fax
Acme

Task screen pop: upon disconnect of an interaction, a new Task record is created for the agent.

OneView for Salesforce - Agent Guide t"
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OneView Home ~  Ba Acme v X

ffa Acme

L —

Total 00:38 ACW 00:05 Q, search a name or number | | - | | e ‘ | Select wrap-up code Q | Done H @ OnQuese 1030 v

Task " "
voice inbound - 2021_05_11, 5:21 p.m. + Mark Complete Create Follow-Up Task Edit Edit Comments v

Related To

Acme

Details Related

~ Task Information
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2 Voice interactions

2.1 Transfer a voice interaction

Transfers may be initiated as Blind or Consult. Both methods provide support to transfer the focused
tab and notes only when Allow Workspace Transfers is enabled in the OneView Settings page.

Allow Workspace transfer

Embedded Controls

When initiating a transfer from a
tab, the agent has a workspace
transfer checkbox enabled. Upon,
transferring only the focused tab is

L]

CTI Panel

When initiating a transfer from a
tab, the agent has a workspace
transfer checkbox enabled. Upon,
transferring only the focused tab is

completing transfer, no tabs will
transfer to the receiving agent.

Enabled transferred to the recipient. transferred to the recipient.
» Agent has the ability to toggle it off | ¢ Agent has the ability to toggle it off
prior to transferring an interaction. prior to transferring an interaction.
When completing transfer, no tabs When completing transfer, no tabs
will transfer to the receiving agent. will transfer to the receiving agent.
* Agents do not have the Workspace
9 . C p ¢ Agents do not have the Workspace
transfer option visible in OneView transfer option visible in CTl panel
. ion visible i ;
Disabled embedded controls; when P P

when completing transfer, no tabs
will transfer to the receiving agent.

Note: If the agent initiates a transfer from a tab without embedded controls or when the home page is
in focus, the transfer workspace checkbox will not be available to transfer the tabs in either the CTI

panel or embedded controls.

Transfer screens

* Blind transfer: the third party receives the focused tab along with the incoming call.

 Consult transfer: the consulted participant receives the focused tab when connected on the consult

call.

Transfer notes

Using the Notes function, the agent can add details to the call before transferring.

2.1.1 Blind transfer

Transfers the current call directly to a third party without first speaking to them. Also known as a

single-step or cold transfer.

OneView for Salesforce - Agent Guide
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1. Using the directory search, enter a name or number to start a search.

A
Total 06:23 gus [>] 2 participants (0 held) Mute Hold Disconnect FH =] e o Select wrap-up code Q @ OnQueue 0520 ¥
PRV & gus N o V=~ = RV N A A=
Account Dial Transfer Add Participant .
Acme + Foliow Edit Change Owner Delete hd
It Gus
Type B Dial Transfer Add Participant hunar Industry Billing Address
8 Gus 0a1 r
Dial Add Participant
. A Gus QA2
Details <

Dial Transfer Add Participant

2. Below the selected participant, click Transfer and then Blind.

Y

Select wrap-up code Q, @ OnQueue 0520 ¥

o
]
-}

| Total 01:22 gus (<] 2 participants (0 held) Mute Hald Disconnect

& gus
Account Dial Transfer Add Participant

Acme
i Gus

+ Follow Edit Change Owner Delete hd

Type P Dial Transfer Add Participant wner Industry Billing Address

Yo Guson1 r

N st Gus_QA2
Details 4 Gus 0

Dial Transfer Add Participant

Breannt Omar Phena

Result: The recipient receives only the focused tab along with the call as it is transferred.

3. Proceed to After call work / wrap up.

2.1.2 Consult transfer

Calls a third party and allows the opportunity to speak to them before transferring the current call to
them. Also known as a two-step or warm transfer.

1. Using the directory search, enter a name or number to start a search.
2. The participant status can be seen prior transferring the call.
3. Below the selected participant, click Transfer and then Consult.

Note: Disconnect button is not available when a consult transfer is performed.

& o —

Total 01:33 doc [x] 2 participants (0 held) Unmute Hold Disconnect i [+ 2 o Select wrap-up code Q @ OnQueue 0204 w

& DocAgent®

p— sind [Carl ] Coce

Result: A transfer interaction appears in the CTI panel and options to Connect All, Complete Transfer or

Cancel Transfer are available.

Note: The recipient receives only the focused tab along with the call as it is transferred.

OneView for Salesforce - Agent Guide
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4. Agent can choose Connect All to place all the participants in one conversation. The agent can then
introduce the caller to the recipient and provide any necessary information.

%2 Indianapolis IN

Total 00:43 ri Q 3 participants Complete Transfer Cancel Transfer Connect All Mute Hold i o @ OnQueue 01:07

. Phone —

avtex

n i >

.B Transfer

ama'¥ CONNECTED
0:16

Voicemail

Allt,

A Indianapolis IN
CONNECTED
+13172222222

Available ®©

5. After the consult transfer is performed, Complete Transfer and Cancel Transfer options are avail-
able for the agent to exit the call and leave the caller with the consulted party.

6. Once transfer is performed and the agent exits the call, the consulted party caller id is displayed to
match the CTI panel.

7. See After call work / wrap up.

2.2 Conference / merge a voice interaction

Conferences may be initiated two ways: add a new participant or merge an existing separate active

interaction.

2.2.1 Add participant

Adds a third party to the call immediately.

OneView for Salesforce - Agent Guide
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1. While on a call, search for a contact in the directory.
2. Click Add Participant.

develop (%]

2 WFM Developer

Dial Transfer |Add Participant

Note: If the existing caller is on hold, they are retrieved when Add Participant is clicked. If the agent
would like the existing caller to remain on hold while the second call is made, click Dial instead and
follow the Merge calls process to control when the new participant is added into the call.

2.2.2 Merge calls

Brings together multiple calls in a conference call. An agent may have answered another incoming call
or dialed another party they wish to conference together.

When an agent has multiple active calls, each interaction provides the Merge Calls button. Calls may
be brought together from any interaction.

1. Click Merge Calls.

2. Select the name of the party to merge into the call and click Merge.

R 403 held) %Z otheragent

|

Total 00:22 Search a name or number Hold Disconnect # o= |2 |a Select wrap-up code Q @ OnQueue 0548 ¥

% Calgary AB + Follow Edit Change Owner Delete | v

Result: All parties are brought together.

! & 403 % Calgary AB I
Total 00:50 Search a name or number 3 participants (0 held) Mute Hold Disconnect # | @| 2| & | selectwap-upcode Q || @ onQuese 0616 ¥
& Connected Me
I & Connected =1403
 Calgary AB t + Follow Edit Change Owner Delete | v

{, Connected +1403

2.3 Receive a transfer or conference

A transferred call presents to the agent like any other incoming call.

* Notes added to the interaction by a previous agent are indicated to the receiving agent. Click to
view.

I R Agent Joe I
|
|

O |
Total 14:03 Search a name or number 2 participants (0 held) Mute Hold Disconnect #Ho & & | select wrap-up code Q | @ onaqueue 0001 ¥
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» Wrap-up codes presented correspond to the original queue the interaction entered. If the receiving
agent is not a member of that queue, default wrap-up codes are presented.

2.4 Make an outbound voice call

Outbound calls may be made on behalf of a queue or direct to external or internal parties.

Note: The "On behalf of a queue" option is not available to Genesys Cloud Communicate users.

2.4.1 Outbound on behalf of a queue

1. Using the directory search, enter a phone number or search for a contact and click Dial.
2. Click On Behalf of Queue.

| Q +1832-377-4453

R, +1832-377-4453

3. In the window, select the queue to dial from and click Dial.

Dial On Behalf of Queue

Result: The call is made. While the call is ringing, the status shows Dialing.

2 participants (0 held) ‘ | Hold | Disconnect ‘EEE §| Q/‘ ‘D,x e Q Related To |Qi T wrap-uf o @ OnQueue 0826 ¥ |

Once connected, the status shows Alerting and timer resets to show the call timer.

%2 Houston TX ‘

Q Search a name or numbe ‘

2 participants (0 held) mue | | Hold Disconnect | [ 2| | & || & ] [ @ rome |[ @ Retteato [ @ setect wrap-up cod ® OnQuewe 0850 v |

Note: As this call is made on behalf of a queue, the agent is put into After Call Work when the call is
disconnected. See After call work / wrap up.

2.4.2 Direct dial

1. Using the directory search, enter a phone number or search for a contact and click Dial.

Note: If the agent already has an active call, the Transfer and Add Participant options are also
available.
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[ Q, +1832-377-4453 Q @® OnQueus 0432

. +1832-377-4453

-.

2. Click Direct.

I Q +1832-377-4453 Q @ OnQueue 0444 ¥

t, +1832-377-4453

On Behalf of Queue Cancel

Result: The call is made. While the call is ringing, the status shows Dialing.

L Gus Qa1

Total 00-13 Search a name or number 1 Participants Mute Hold Disconnect H @ OnQueue 00:36 ¥

Once connected, the status shows Total and the timer resets to show the call timer.

2 Houston TX ‘

- Total 00:06 Q, search a name or number 2 participants (0 held) | | Mute || Hold | Disconnact | -] ® OnQueus 0520 ¥ I

Note: As a direct call is not attributed to a queue, the agent is not put into after call work when the
call is complete.

2.4.3 Click-to-dial

Click-to-dial functionality is a Salesforce feature allowing users to click customer contact numbers
displayed as links.

1. Click a contact phone number within a Salesforce page.

2. The CTI phone frame pops up to indicate the call is being made.
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Fg Edna Frank Y= Inbound ... ~ x
| Task .
Inbound - BasicQueue - +15873923860 + Completed Edit Comments Change Date Create Follow-Up Task v
X
Name Related To E Edna Frank. &
Edna Frank
Title Account Name
WP, Techneology GenePoint
Details Related
Phone Email
(403) 776-3270 efrank@genepoint.com
v Task Information Mobile Contact Owner
(650) 867-7686 Admin User
Assigned To Related To
"_’* Admin User
Subject Name Cases (2+)
Inbound - BasicQueue - +15873923860 Edna Frank
Due Date 00002993
12/3/2018 Subject:
QueueTime Priority: Medium

Date/Time Op... 7/3/2018 11:03 AM

Note: If the Genesys Cloud setting "Prompt for queue on click-to-dial" is enabled, the CTI phone
frame requests the queue selection before proceeding with the call. For more information, see
https://help.mypurecloud.com/articles/configure-click-to-dial/.

2.5 Schedule a callback

Callbacks can be scheduled on a callback interaction or a voice interaction. Only one callback can be
scheduled on an interaction.

1. Click the Schedule Callback button.

it OneView Home v & Guest v X
t, Guest = Task v X
I‘ S, 40T ’
Total 01:56 Search a name or number

Dial: +1403! end Callpack e Select wrap-up code Q @ Atmydesk 0028 ¥

Note: If the Schedule Callback button is unavailable (gray):
« a callback may already be scheduled on the interaction, or
* you do not have the required permission. See Schedule a callback button is gray

2. Select the appropriate details for the callback:

« Date: type or select the date. Note: A callback cannot be scheduled for more than 30 days in
advance.

 Time: type or select the time

* Time zone: select the time zone of the contact

OneView for Salesforce - Agent Guide
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* Phone number: If the contact wants the callback to a different number, enter the number the
contact prefers.

* Route callback to me if possible: Select to route the callback to yourself. If you are not
available, or this is not selected, the callback is directed to the next available agent in the queue
that received the original interaction.

End Callback e
Date Time

Feb 28,2022 & 4:00 PM (0]
Time zone

America/Edmonton (-07:00) Q,

*Phone number
+1403

Route callback to me if possible

3. Click Schedule callback.
Result: The Schedule Callback icon turns gray.

Note: Callbacks can also be scheduled from the CTI panel.

. Phone —

2.6 Secure pause

Clicking the secure pause button allows the agent to pause the recording of a voice interaction so
private information (e.g., credit card number) is excluded from the recording. The agent still hears the
customer, but Genesys Cloud does not record the conversation. Click the secure pause button again to
resume the recording.

I 2 Calgary AB !
| |

Total 00:34 Search a name or number 2 participants {0 held) Mute Hold Disconnect H OB 2 Select wrap-up code Q | @ Awayfromdesk 2848 ¥

2.7 After call work / wrap up

After a queue-related interaction is disconnected, the widget displays the ACW time. Depending on
Genesys Cloud configuration, the timer may show elapsed time or the countdown timer. The wrap-up
codes presented are based on Genesys Cloud configuration.
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For contextual tabs, the primary tab’s interaction icon changes to a notes icon, and a timer displays the
wrap-up duration in increments of 30 seconds.

@ OnQueue 5046 ¥

©
Total 01:06 ACW 0012 Search a name or number e

When the wrap-up is complete, the notes icon displays as it did originally, and the timer disappears.

E Guest 1m v X

£ Guest Tm Y= message .. w X

& Guest

Total 17:10 Acw 01:05 Search a name or number

1. Enter notes for the interaction. See Notes.

& a03nimemi l
| Total 03:14 ACW 00:25 Search a name or number [-] Select wrap-up code Q @ OnQueve 0325 ¥

Agent's name

My notes.

2. Select the wrap-up code and click Done. If there are many codes, type in the wrap-up field to filter
the results displayed.

2 Other Inquiry v 1

Billing Issue

v Other Inquiry w-Up Task
Support

Transferred to Wealth

Note: The Done button is not active until the wrap-up code is selected.

3. The details of the interaction are populated on the task record page, if configured by admin-
istrators.

. LJ
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3 Callback interactions

3.1 Respond to a callback interaction

Upon receiving a callback interaction, it can be:

« Transferred to another queue or agent. See Blind transfer.

 Rescheduled for another time. See Schedule a callback.

* Dismissed if it is determined the callback is no longer required. See Dismiss a callback.
To proceed with making the callback to the contact:

1. Click the displayed phone number button to dial the number. If required, select the appropriate
number from the drop-down list of numbers.

5 OneView Home v & Guest v X

1, Guest = Task v x

| |

. 403

H

a
m
o
[ ]
5
“

Total 01:56

R, 4035

L. Phone —

Name Not Provided

+1403

Name Not Provided
CONNECTED

Gus 0A1

1:54

. OneView (At my desk)

Result: The outbound call to the customer is generated.

2. Once the call connects, the OneView call controls are available as with any voice interaction. See
Voice interactions.

3. To end the call, click Disconnect.

4. Complete after call work, select the wrap-up code, and click Done. See After call work / wrap up for
additional information.

5. To complete the interaction and dismiss the callback, click End Callback.

Note: Callbacks can also be initiated from the CTI panel. See https://help.my-
purecloud.com/articles/place-transfer-dismiss-callback/.
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. rphone —

Name Not Provided

+1403 -

Name Not Provided
CONNECTED
Gus_QA1

154

Available (o]

. OneView (At my desk)

3.2 Schedule a callback

Callbacks can be scheduled on a callback interaction or a voice interaction. Only one callback can be
scheduled on an interaction.

1. Click the Schedule Callback button.

St OneView Home v &, Guest v x

t, Guest Z Task v X
|

{ 403

Total 01:56 Search a name or number Dial: +1403 End Callback e Select wrap-up code Q @ Atmydesk 0028 ¥

Note: If the Schedule Callback button is unavailable (gray):
* a callback may already be scheduled on the interaction, or

» you do not have the required permission. See Schedule a callback button is gray

2. Select the appropriate details for the callback:
« Date: type or select the date. Note: A callback cannot be scheduled for more than 30 days in
advance.
 Time: type or select the time
» Time zone: select the time zone of the contact
* Phone number: If the contact wants the callback to a different number, enter the number the
contact prefers.

* Route callback to me if possible: Select to route the callback to yourself. If you are not
available, or this is not selected, the callback is directed to the next available agent in the queue

that received the original interaction.
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End Callback =3

Date Time

Feb 28,2022 & 4:00 PM (0]
Time zone

America/Edmonton (-07:00) Q,

*Phone number
+1403

Route callback to me if possible

3. Click Schedule callback.
Result: The Schedule Callback icon turns gray.

Note: Callbacks can also be scheduled from the CTI panel.

% phone —

3.3 Dismiss a callback

To dismiss a callback without calling the customer or transferring the interaction, click End Callback.

Note: When End Callback is clicked before you place the call, Genesys Cloud cancels the callback and
does not route the interaction back to the queue.
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4 Outbound campaign interactions

When an outbound campaign interaction is routed to your queue, it can be accepted or rejected like
any other interaction. See Accept an interaction or Reject or miss an interaction.

Note: The agent script associated to the campaign is accessible via the CTI panel.

N 413172222222 Y
\. Customer
COMMECTED -
CustomerService
0:35 #

4.1 Handle an outbound campaign call

1. When you receive a routed outbound campaign call, the same call controls are available as with any
voice interaction. See Voice interactions.

2. To end the call, click Disconnect.

3. Complete after call work, select the wrap-up code, and click Done. See After call work / wrap up for
additional information.

4.2 Place a call for a preview campaign

When you receive a routed preview campaign call, you have the opportunity to review the
information or agent script prior to connecting to the contact.

During preview, you can:

e Schedule a callback for another time.

* Blind transfer to another queue or agent.

« If administrators have allowed skipping of preview calls, the Skip button will be available. If it's
determined the outbound call is not required, click Skip. The interaction is considered closed and
not put back into the campaign queue.

Note: When a preview campaign is configured with a fixed amount of time to review the record, the
countdown timer appears in the OneView call controls. When the timer expires, the contact is auto-
matically dialed.
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%, Customer

Total 00:59 Search a name or number

%, Customer

To proceed with making the outbound call to the contact:

1. Click the displayed phone number button to have the system dial the contact’s telephone number
for you. If the contact has multiple numbers, a drop-down menu is available.

t, Customer

Total 00:23 Search a name or number Dial: +15875550148 skip || @ | ® | Selectwrap-up code Q | @ OnQueue 00:40 ¥

Result: The outbound call to the customer is generated.

. Once the call connects, the OneView call controls are available as with any voice interaction. See
Voice interactions.

. ey m— i

Total 02:52 Search a name or number 2 participants (0 held) Mute Held Disconnect H ] e o Select wrap-up code Q @ COnQuewe 0309 ¥

. To end the call, click Disconnect.
Result: The after call work timer starts.

. Complete after call work, select the wrap-up code, and click Done. See After call work / wrap up for
additional information.

. To complete the interaction, click End Preview.
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(i



31

5 Chat interactions

5.1 Respond to a chat

i3 OneView Home v @ chat-30s v % Adeline Morandini 30 v x

Hi, | have a question about my bill

v Additional Information

My bill ssems high Description

v Address Information

8illing Agdress

v System Information

The embedded chat interaction component consists of the conversation history and the response
field. The size of the response field varies depending on the settings configured by the admin in the
OneView settings page.

Type a message in the response field and press Enter.

Note: There is a Genesys-imposed limit of 4000 characters per chat. Exceeding this limit will result in
an error and the message cannot be sent.

As a customer replies, the bottom of the conversation history window indicates that the customer is
typing.

Interaction and state timers

The interaction and state timers are located at the top left of the screen.

* The interaction timer is indicated on the left in black text.

« After the agent replies, the chat state timer displays as Waiting, indicating the elapsed time since the
agent last replied to the customer. The timer first starts when the agent begins typing to the
customer, not when the bot responds. For subsequent responses, the timer will start regardless of
whether an agent or a workflow sends the message.

* After the customer replies, the chat state timer displays as Replied, indicating the elapsed time since
the customer last replied to the agent.
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* When the interaction ends, the ACW timer will start, indicating the elapsed time since the end of the
chat.

Multiple interactions

When there are multiple interactions open and a new chat message is received, a red dot displays next
to the chat bubble. The indicator disappears once the agent responds to the customer.

@ Lily Gonzalez  ® @ Dustin Caselli (held)

5.1.1 Spellcheck

When enabled, a web browser's embedded spellcheck functionality highlights misspelled words. If
necessary, configure the spellcheck for your web browser.

For detailed steps, see Configure spellcheck.

5.1.2 Canned responses

Canned responses configured in Genesys Cloud are used in OneView.

See https://help.mypurecloud.com/articles/canned-responses-overview/.

Note: Not available for Genesys Cloud Communicate users.

1. To access Genesys Cloud configured canned responses, click the Canned Responses icon.

@ Adeline Morandini 1

2. Enter a search term in the search field or click an item from the list of canned responses, then select
the applicable sub-item.
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3. Click the copy/paste icon to insert the selected sub-item into the message and press Enter.
& Adeline Morandini ﬂ
Find response

» Appointment You joined 13:32

s Billing Support

» Address Change =

» Custom response How can | help?

» Payment charged twice I've been overcharged

» Payment not received | see. Let's fix that.

4. To close the list of canned responses, click the Canned Responses icon again.

For more information on using canned responses, see https://help.mypurecloud.com/articles/use-
canned-responses-during-acd-interactions/.

5.2 Transfer a chat interaction

Transfers may be initiated as Blind or Consult. Both methods provide support to transfer subtabs and
notes.

Transfers to another chat queue are blind transfers but include subtabs and notes.
Note: To transition a chat to a live phone call, see Make an outbound voice call.
Transfer screens

When the agent has subtabs open in Salesforce during a call, the subtabs are transferred to the
selected participant.

Transfer notes

Using the Notes function, the agent can add notes to the call before transferring.
To transfer:

1. Using the directory search, enter a name or number to start a search.

2. Below the selected participant, click Transfer and then Blind.

3. The chat is transferred to a new agent.

4. Proceed to After chat work / wrap up.

5.3 Receive a transferred chat

A chat transferred from another agent presents in the same way as a regular chat interaction.
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Additional details:
» Notes added to the interaction by a previous agent are indicated to the receiving agent. Click the
Notes icon to view.

» Wrap-up codes presented correspond to the original queue the interaction entered. If the receiving
agent is not a member of that queue, default wrap-up codes are presented.

» When a chat is transferred from a bot to an agent, the conversation between the bot and the cus-
tomer is also transferred.

5.4 Chat external routing Blind transfer

A Blind transfer can be initiated via chat external routing.

To transfer:

1. Set the Omni-Channel status to Online.
2. Initiate a Salesforce chat interaction.

3. Agent 1 accepts a Salesforce chat routed through OneView Chat External Routing.
. Phone — I
=

OneView QA =

From
OneView Chat External Routing

Queue Name
OneView QA

Provider
PureCloud Messaging

e OneView (On Queue) @ Omni-Channel (Online)

4. Agent 1 transfers chat to another queue (chat button).
D New chat
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5. Agent 2 receives transfer through Genesys Cloud.

I % Phone —

Queue Name
! .

From
OneView Chat External Routing

Transferred From Queue(s)

OneView QA

Provider
PureClaud Messaging

ko OneView (On Queue) @ Omni-Channel (Online)

6. Agent 1 gets disconnected and Agent 2 continues the chat.

i3 OneView Home v | @ 00000005 v X

35

@ Chat started by Visitor « 5:31:38 PM

£ User U sent a transfer request to Service A « 5:33:37 PM

1 Service A accepted the chat » 5:33:45 PM

End Chat

an

7. Click the End Chat button to disconnect.

5.5 View a past chat conversation

Note: Not available for Genesys Cloud Communicate users.

Transcripts of past chat conversations may be viewed if administrators have configured this option to

be available on a record page. For example:
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1. Click the drop-down menu beside Home and click Tasks.

@ Mabel Fujiwara

s OneView

Total 06:12 ACW05:58

@ Mabel Fujiwara

Home

36

L Search

v
m Home
Accounts
Cases
1
Contacts

E

Opportunities

2. A list of previous tasks is displayed. Click any task.

s Tasks

"= Recently Viewed v 1

16 items - Updated a few seconds ago

Subject

chat -

chat

3 chat

B chat -

chat

6 chat

chat -

2021-06-26, 6:35 p.m.
- 2021-06-27, 6:09 p.m.
- 2021-06-28, 2:34 am.
2021-06-27, 6:24 p.m,
- 2021-06-27, 5:55 p.m.
- 2021-06-26, 5:41 p.m.

2021-06-25, 5:06 p.m.

ﬂ Leads
Tasks
Orders

3. The details of the task and the chat transcript component are displayed.

OneView for Salesforce - Agent Guide

. LJ

(i



37

i OneView Tuskes v S crat 20N G068 & v ®

Onchiew Details Radated

w Task Information

pre—
Foelio. Com yiny pltame el me with my scount? Cemrationid A056A308-4500-4130-30b0- 23060 2053335

Abmciutely, '‘What seems 10 be the probiem weth ymr scoount? w Additional infarmation

| need 1o change my makng address.

dEConrectd - 2021-07-06, 517

o
w Cther Information

Ko Oneiew (demlabie]

5.6 After chat work / wrap up

After a queue-related interaction is disconnected, the widget displays the ACW time. Depending on
Genesys Cloud configuration, the timer may show elapsed time or the countdown timer. The wrap-up
codes presented are based on Genesys Cloud configuration.

#® Adeline Morandini

Total 03:04 ACW 01:41 Search a name or number 2 Select wrap-up code Q

For contextual tabs, a red dot and a notes icon display in the primary tab.

« B v X

[ = Y= chat - 202... v X

o=

Search a name or number

Total 04:16 Acw 00:50

1. Enter notes for the interaction. See Notes.

@ Adeline Moran... @ chat - 202.. ~ x

Total 01:02 Waiting 00:46 Search a name or number Disconnect a select wrap-up code Q

Agent's name

Here are my notes...

. LJ
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2. Select the wrap-up code and click Done. If there are many codes, type in the wrap-up field to filter
the results displayed.

2 Other Inquiry v ‘

Billing Issue

v/ Other Inquiry w-Up Task
Support

Transferred to Wealth

Note: The Done button is not active until the wrap-up code is selected.
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6 Message interactions

OneView supports asynchronous messaging (Facebook, WhatsApp, SMS and web messaging) from
customers. Unlike chat interactions, which end as soon as the interaction is disconnected, messaging
sessions can be resumed at a later time.

If the customer restarts the interaction after this time, it is routed to an agent as a new interaction but
will include the message history from the previous interaction.

Note: Genesys Cloud Communicate users cannot respond to messages; however, they can add notes
and/or transfer messages. This behavior is comparable with Genesys Cloud desktop behavior for
Communicate users.

6.1 Respond to a message

ii OneView Home v @ chat-30s v x| @ Adeline Morandini 30s v %

] Account
@ Adeline Morandini ] a Adeline Morandini &

Phone Website Account Owner nd

Hello, how can | help you? Details Related

Hi, | have a question about my bill

ount Name
eline Morandini

| see. What would you like to know?

v Additional Information

Wy bill seems high Description

h v Address Information

Billing Adaress

v System Information

The embedded messaging component consists of the conversation history and the response field. The
size of the response field varies depending on the settings configured by the admin.

Type a message in the response field and press Enter. The message icon displays as a gray message
bubble with three white dots inside. The component may be re-sized by dragging the bottom right
corner near the response field.

Note: There is a Genesys-imposed limit of 2000 characters per message for web messaging, and 765
characters for SMS messages. Exceeding these limits will result in an error and the message cannot be
sent.

Interaction and state timers

OneView for Salesforce - Agent Guide

(i



40

The interaction and state timers are located at the top left of the screen.

e The interaction timer is indicated on the left in black text.

« After the agent replies, the state timer displays as Waiting, indicating the elapsed time since the
agent last replied to the customer. The timer first starts when the agent begins typing to the

customer, not when the bot responds. For subsequent responses, the timer will start regardless of
whether an agent or a workflow sends the message.

« After the customer replies, the state timer displays as Replied, indicating the elapsed time since the
customer last replied to the agent.

» When the interaction ends, the ACW timer will start, indicating the elapsed time since the end of the
message.

Note: If the browser is refreshed, alerts and the state timer will not be present on out-of-focus tabs,

but will update after the tabs are brought into focus.

Handling multiple interactions

When there are multiple interactions open and a new message is received, a red dot displays next to
the message bubble. The indicator disappears once the agent responds to the customer.

-] Lily Gonzalez o @ Custin Caselli (held)

6.1.1 Spellcheck

When enabled, a web browser's embedded spellcheck functionality highlights misspelled words. If
necessary, configure the spellcheck for your web browser.

For detailed steps, see Configure spellcheck.

6.1.2 Canned responses

Canned responses configured in Genesys Cloud are used in OneView.

See https://help.mypurecloud.com/articles/canned-responses-overview/.

Note: Not available for Genesys Cloud Communicate users.

1. To access Genesys Cloud configured canned responses, click the Canned Responses icon.

@ Adeline Morandini [19

2. Enter a search term in the search field or click an item from the list of canned responses, then select
the applicable sub-item.
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3. Click the copy/paste icon to insert the selected sub-item into the message and press Enter.
@ Adeline Morandini ﬂ
Find response

» Appointment

s Billing Support

» Address Change =

» Custom response How can | help?

I've been overcharged

> Payment charged twice

» Payment not received | see. Let's fix that.

4. To close the list of canned responses, click the Canned Responses icon again.

For more information on using canned responses, see https://help.mypurecloud.com/articles/use-
canned-responses-during-acd-interactions/.

6.1.3 View emojis

Customers may send emojis from Apple or Android devices. These are embedded within the body of
the message.

2 14038098580 (11

| have a billing issue

I'll do my best to fix it.

Thank you(@)

Note: OneView does not currently support functionality for agents to send emojis to customers.

6.1.4 View images and stickers

Customers may send stickers and images (e.g., screen captures) to the agent. The file types currently
supported are .jpg, .png, and .gif.

Note: OneView does not currently support functionality for agents to send stickers or images to
customers.

View images

To view images:
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1. In the conversation history window, in the message bubble, click the link to reveal the image icon,
then click the image icon.

LLL] .
222 OneView Home v @ Guest v X

Hi again -

Hello again

W pce09e047bs
Result: The image will download.

2. Go to the download location and open the image.

View stickers

In the conversation history window, click the link in the message bubble.

It worked!

v cebecdfd-8de8-4825-ba29-4d5a6732ab04.0

&3

Result: The sticker is presented inside the message bubble.

6.2 Transfer a message interaction

Transferred message interactions are blind transfers and provide support to transfer subtabs and
notes.

Note: To transition a message to a live phone call, see Make an outbound voice call.
Transfer screens

When the agent has subtabs open in Salesforce during a call, the subtabs are transferred to the
selected participant.

Using the Notes function, the agent can add notes to the call before transferring.
To transfer:
1. Using the directory search, enter a name or number to start a search.

2. Below the selected participant, click Transfer and then Blind.

42
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3. The chat is transferred to a new agent.

4. Proceed to After message work / wrap up.

6.3 Receive a transferred message

A message transferred from another agent presents in the same way as a regular message interaction.
Additional details:
* Notes added to the interaction by a previous agent are indicated to the receiving agent. Click the

Notes icon to view.

» Wrap-up codes presented correspond to the original queue the interaction entered. If the receiving
agent is not a member of that queue, default wrap-up codes are presented.

* When a message is transferred from a bot to an agent, the conversation between the bot and the

customer is also transferred.
» Transferred messages also include any images, stickers, or emojis originally sent by the customer.

6.4 View a past message conversation

Transcripts of past chat conversations may be viewed if administrators have configured this option to
be available on a record page. For example:

1. Click the drop-down menu beside Home and click Tasks.

ii: OneView Home v

Home

U Accounts

@ Mabel Fujiwara

Total 06:12 ACW05:58

@ Mabel Fujiwara

LESTS
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2. Alist of previous tasks is displayed. Click any task.

Tasks
Recently Viewed v ¥

3 items - Updated 2 hours ago

Subject v
1 message -
2 message -
3 message - 2021-09-08, 1:13 p.m.

Result: The details of the task and the message transcript component are displayed. Emojis and
stickers sent by the customer will also be included in the transcript.

6.5 After message work / wrap up

After a queue-related interaction is disconnected, the widget displays the ACW time. Depending on
Genesys Cloud configuration, the timer may show elapsed time or the countdown timer. The wrap-up
codes presented are based on Genesys Cloud configuration.

44

@ Adeline Morandini

Search a name or number e

For contextual tabs, a red dot and a notes icon display in the primary tab.

« B2 v X

R =2 7= message -.. v X

Total 01:11 Acw 00:09 Search a name or number

1. Enter notes for the interaction. See Notes.

@ Adeline Moran... @chat-202.. ~ x

Total 01:02 Waiting 00:46 Search a name or number Disconnect Select wrap-up code Q

Jason

Here are my notes...

2. Select the wrap-up code and click Done. If there are many codes, type in the wrap-up field to filter
the results displayed.
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e Other Inquiry v . Done
Billing Issue
v+ OtherInquiry w-Up Task
Support

Transferred to Wealth

Note: The Done button is not active until the wrap-up code is selected.
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Result: The details of the interaction are populated on the task record page, if configured by admin-

istrators.
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/7 Email interactions

7.1 Preview an email

Agents can preview an email in the embedded email component before replying to or forwarding the
email. When previewing an email, agents see:

* the email subject
e the email text
¢ if there are attachments

e the email sender

¥ Jason . (held) W Jason

Total 4:39:09 Search a name or number

B

| & Jason

Reply Forward

Jason (j %@ pimm.com) 2021-11-01 09:26
Billing issue

to: gus@ariasolutionslab.mypurecloud.com

B EmailACWWrapUp.png

Hi,

| have a problem with my bill, Please see the attached image.

Thank you,
Jason

7.2 Reply to or forward an email

To reply to or forward an email:

Click Reply or Forward.

Reply Forward

A draft email is created.

OneView for Salesforce - Agent Guide
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(19

Discard Send

To X Type an email address

Subject = Re: Bill problem

o Salesforce Sans v 12 v B I | Y |5

i
L]
I
il
fhil
I~

nclude original massage

. In the To field, enter a recipient email address. Clicking the To field also opens the CC and BCC
fields. If there are multiple recipients, use spaces, commas, or semicolons to separate the email
addresses. The fields are also searchable (i.e., when you start typing an email address, OneView
starts to populate email address suggestions from Genesys Cloud contacts. To remove an email
recipient, click the "X" on the email address.

. Modify the Subject field, if required.

. Type a message in the draft pane.

Note: When replying to a message, to append the original message to your reply, click Include
original message. The original message is automatically included when forwarding emails.

. Format the email as desired.
a. Change the font.

b. Change the text size.

c. Apply bold, italics, underline, or strikethrough.

d. Create a bulleted or numbered list, indent, or outdent.

e. Change the text alignment.

f. Remove formatting.

g. Insert a link.

h. Add an attachment.

i. Insert an inline image.

. Click Send. Replying to or forwarding the email message automatically ends the interaction.
. To discard the draft, click Discard. To confirm, click Discard again.

Note: Draft emails are not discarded if:
* the page is refreshed while a draft is being composed.

« the agent is handling multiple interactions in a non-contextual tab.
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7.2.1 Spellcheck

When enabled, a web browser's embedded spellcheck functionality highlights misspelled words. If
necessary, configure the spellcheck for your web browser.

For detailed steps, see Configure spellcheck.

7.2.2 Canned responses

Canned responses configured in Genesys Cloud are used in OneView.

See https://help.mypurecloud.com/articles/canned-responses-overview/.

Note: Not available for Genesys Cloud Communicate users.

1. To access Genesys Cloud configured canned responses, click the Canned Responses icon.

@ Adeline Morandini 1

2. Enter a search term in the search field or click an item from the list of canned responses, then select
the applicable sub-item.

3. Click the copy/paste icon to insert the selected sub-item into the message and press Enter.

@ Adeline Morandini ﬂ

Find response

» Appointment You joined 13:32

~ Billing Support @

» Address Change Hi
> Custom response How can | help?
> Payment charged twice I've been overcharged

» Payment not received | see. Let's fix that.

4. To close the list of canned responses, click the Canned Responses icon again.

For more information on using canned responses, see https://help.mypurecloud.com/articles/use-
canned-responses-during-acd-interactions/.
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Signatures

If your administration has configured a "signature" canned response, you can include it at the end of

an email.

To enter your signature at the end of an email:

1. Click the Canned Responses icon to open the list of canned responses.

2. Click Email Signature. You can click Signature to view the signature. Signatures are configured to
present the contact information of the agent interacting with the customer.

3. Click the copy/paste icon to insert the signature in the draft email.

¥

¢

Find response
> Appointment
» Billing Support
> Bridge Tower
% DanielSMSQOutboundTest
o '

~ Signature C

Email signature

Customer Service Representative
Avtex Solutions
service@avtex.com
18006666666

> MYTest

> Subscription

7.2.3 Insert inline image

Agents can insert an inline image into a draft email.

To insert an inline image, in the draft email pane:

1. Click the Insert image icon.

Salesforce Sans v 12

11}
1l
I~
S
2

on

Discard Send
@ .com X
To Type an email address
Subject = Re: Bill problem
Salesforce Sans v
12 b d
B I YU T = E F ¢
E% = I, ¢ ¢ B
Hello,

Please tell me your account number and
I'll get back to you.

Thanks,

Customer Service Representative
Avtex Solutions
service@avtex.com
18006666666
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2. Select the image you want to insert from the window that opens, then click Open. The inline image
is inserted into the draft email.

Note: The permitted file types are .jpg, .png, and .gif.

7.2.4 Attach a file to an email

Agents can send attachments in an email.
To upload an attachment:

1. Click the Add attachment icon in the draft email pane.

lc
th
iii
i
A
W
L
I

Salesforce Sans 2 v B I

v 1
=== n[o]s

2. From the file dialogue window, select the file to upload, then click Open. The file uploads to the
draft email. For larger files, a progress bar indicates upload progress. When the upload is finished,
the file will appear in draft email pane.

3. To remove an attachment from an email, click the "X" on the attachment.

Subject  Bill problem

3:-:‘.m-:rt.cc::

Salesforce Sans v 12 - B I Y & = I 4 4

Note: Messages (including attachments) cannot exceed 10 MB in size or they will bounce back to the
sender. A list of unsupported attachment types can be found here: https://-
docs.aws.amazon.com/ses/latest/DeveloperGuide/mime-types-appendix.html.

7.3 Transfer an email interaction

Transferred email interactions are blind transfers and provide support to transfer subtabs and notes.
Transfer screens

When the agent has subtabs open in Salesforce during an email, the subtabs are also transferred.
Using the Notes function, the agent can add notes to the email before transferring.

To transfer:

1. Using the directory search, enter a name or number to start a search.

2. Below the selected participant, click Transfer and then Blind.

3. The chat is transferred to a new agent.

4. Proceed to After email work / wrap up.
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OneView for Salesforce - Agent Guide

(i


https://docs.aws.amazon.com/ses/latest/DeveloperGuide/mime-types-appendix.html
https://docs.aws.amazon.com/ses/latest/DeveloperGuide/mime-types-appendix.html

51

7.4 After email work / wrap up

After a queue-related interaction is disconnected, the widget displays the ACW time. Depending on
Genesys Cloud configuration, the timer may show elapsed time or the countdown timer. The wrap-up
codes presented are based on Genesys Cloud configuration.

1. Enter notes for the interaction. See Notes.

2. Select the wrap-up code and click Done. If there are many codes, type in the wrap-up field to filter
the results displayed.

Note: The Done button is not active until the wrap-up code is selected.

Result: The details of the interaction are populated on the task record page, if configured by admin-
istrators.

(i
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8 Troubleshooting

8.1 OneView controls not visible

OneView controls are only visible to users with the appropriate Salesforce permissions. Contact your
OneView administrator to have the permissions assigned.

8.2 OneView controls cut off

Depending on the amount of content configured on a Salesforce page, drop-down and/or pop-up
items such as the directory search, wrap-up code list, or the keypad may be cutoff or appear
underneath other Lightning app items. Refer these issues to your Salesforce/OneView Administrator
to adjust the Lightning page layout for the OneView controls.

I
E ) 5 ;
H1 KL
>
/

8.3 Embedded phone does not minimize

The OneView CTI phone may not minimize after accepting an interaction if the mouse remains over
the phone panel. After accepting an interaction, move the mouse away from the panel and the phone
will minimize automatically. To minimize the phone manually, click the minimize icon or anywhere in
the top bar.

\. Phone -

(i
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8.4 Schedule a callback button is gray

If the Schedule Callback button is always gray, you may not have the required Genesys Cloud
permission for scheduling callbacks. See your administrator about getting the Conversation > Callback
> Create permission.

8.5 Interaction not displaying in tabs

Once an interaction is accepted, the task detail displays as a Salesforce tab. If a tab has been navigated
away from, open the CTl panel and navigate to the Active Interactions list to select the desired
interaction.

%= Phone

aviex

N +10522346058
Name Mot Provided
COMNMNECTED

t

-

Gus_QA1

0:28 Ei
29
-

P

8.6 Salesforce flow errors

Report error notifications presented in the OneView phone indicating an issue with a flow to your
OneView Administrator.

Flow 'Inbound1’ does not exist. Check flow X
api name.
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8.7 Omni-Channel Status Error

If an administrator configures an Omni-Channel state to sync with a service presence status that is not
assigned to an agent, an error is presented. Contact your OneView administrator to have the service
presence statuses reviewed.

Error changing Omni-Channel status. Check X
user's service presence status is assigned.
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9 Appendix
9.1 CTI panel controls

The controls provided in the CTl panel of Salesforce correspond to Genesys Cloud features and cap-

abilities.

For detailed information on Genesys Cloud call controls, see https://help.my-
purecloud.com/articles/call-controls/.

Y. Phone

avtex

9.2 Configure spellcheck

Google Chrome

To configure spellcheck for Chrome:

1. Open the Applications Menu and click Settings.

. Scroll down to Advanced.

. Under Languages, click Enhanced spell check.

. Open the Applications Menu and click Settings.

. Scroll down to Advanced.

. Under Languages, expand Language.

. Click Add languages.

. Check the languages you want to add and click Add.

O 00 N o U1 A W N

. Refresh your page.

Mozilla Firefox

To configure spellcheck for Firefox:

OneView for Salesforce - Agent Guide
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. Open the Applications Menu and click Settings.

2. Scroll down to Language and check Check your spelling as you type.

3. Refresh your page.

4. Open the Applications Menu and click Settings.

5. Scroll down to Language.

6. Click the drop-down menu beside English (United States) and click Search for more languages.
7. Click Select a language to add.

8. Click the languages you want to add and click Add.

9. Refresh your page.
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10 Revision history
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Date Version Description
Added Microphone updates to Accept an interaction section.
Response field size details are updated in the Respond to Chat section.
Added Get Transcript feature to the Getting Started section.
Added Allow CTI Panel pop out feature details to Accept an Interaction
September 4, 2024 48 section.
Added Pop task and Save to the Notes section.
Updated Outbound calls On Behalf of Queue and Direct dial timer from
Alerting to Dialing.
Updated Consult transfer.
February 19, 2024 4.6 Updated Transfer a Voice interaction section.
January 31, 2024 45 Updated Accessing OneView section with Disable Alert Panel feature.
Added Displayed Interaction Details feature to the Get Started section.
October 16, 2023 44 Updated Accessing OneView section with new screenshots.
Updated Transfer a voice interaction section.
September 19, 2023 42 Updated Consult Transfer section.
April 20, 2023 3.16 Updated Reject or miss an interaction section.
December 13, 2022 3.14 Updated message interactions.
August 23, 2022 31 Genesys Cloud Agent status is displayed with the name.
April 29, 2022 38 Added support for outbound dialing campaigns.
Added support for callback interactions.
March 3, 2022 36 Added sin%rl)e sign-on (SSO) integration support.
Updated to address Genesys Cloud Communicate license type.
January 21, 2022 34 Agded language support fé/r French and German. o
December 21, 2021 31 tArggsef%rr;?tation re: workspace tabs not transferring with consult
November 19, 2021 3.0 Added support for email interactions.
October 20, 2021 2.4 Updated ACW interface.
October 1, 2021 2.3 Added secure pause button to voice interactions.
September 14, 2021 2.2 Added support for message interactions.
July 26, 2021 2.0 Added support for chat interactions.
May 31, 2021 1.2 Updated call controls.
April 26, 2021 1.0 Creation of document.
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