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dispositions and enable DNC-
related permissions for agents.
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What’s New

Release
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About the Virtual Contact Center
Administrator Application

This information describes how to use the Five9 Virtual Contact Center (VCC)
Administrator application to configure and manage your contact center domain.

The VCC is cloud-based software provided as a service for creating and managing
outbound and inbound contact center operations:

¢ In outbound campaigns, the automatic dialer can make multiple simultaneous
calls. The dialer can skip busy signals, answering and fax machines, and no
answer calls. Agents process calls answered only by a live person.

Five9 Call Center

Internet

Qutbound: Dial
Inbound: Answer

Contact
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About the Virtual Contact Center Administrator Application

Logging In to Five9

¢ Ininbound campaigns, callers dial directly to the VCC which automatically routes
calls to agents based the campaign settings, such as skills and status.

Five9 Call Center Internet

Call to Inbound
Campaign

Contact

The applications correspond to the user roles:

¢ Administrators configure and manage your Five9 contact center.

e Supervisors monitor and manage agents and campaigns, and view real-time
statistics for contact center operations.

e Agents use the Internet to connect to the VCC from anywhere in the world so
that they can process calls based on the rules that you define.

¢ Dashboards and Reports provides tools to analyze information about contact
center, campaign, and agent performance.

Logging In to Five9

To log into your Five9 account, navigate to https://login.five9.com and enter your
credentials.
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About the Virtual Contact Center Administrator Application

Administrator Inactivity Timeout

Note

To access domains outside the United States, use the links below the
LOG IN button.

@ Login | Fived X +
C @& login.five9.com o HQoH® & » Q H

Fived)

Cloud Contact Center Software

FIVESCOM BLOG NEWS

Outside the US?

( ewropean customers  canadian customers |

Need help?

Administrator Inactivity Timeout

The VCC times out after 30 minutes of inactivity, requiring you reauthenticate. You will
see a warning message and countdown before the timeout. Selecting Continue extends
your session an additional 30 minutes.

® Action Required X

Your session has been inactive and will time out in 5 minutes.

|_Logout(114sec) |  Contiue
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About the Virtual Contact Center Administrator Application

Using the Administrator Application Interface

If no activity occurs within the next five minutes or you select Logout (seconds), the
session ends and you must log in again. Activities that extend this timer include any

click actions or keyboard presses.

If your browser isn't the active, focused window on your computer, the timeout
notification may not be immediately visible, and you might miss the opportunity to

select Continue to stay logged in.

Note

The VCC terminates inactive sessions to reduce security risk. Open ses-
sions are a potential attack surface, and expiring them limits the exploit-
ation window for unauthorized access, token theft, and hijacking attacks.

Using the Administrator Application Interface

The Administrator Application opens with the main window used to monitor and
configure aspects of the Virtual Contact Center (VCC).
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About the Virtual Contact Center Administrator Application

Using the Administrator Application Interface

Fa

& \irtual Contact Center - Administrator v1.2129.0

Actions Options View Help

-:--1-|+>< (r e

i

qaenvll_common
E Users

= User Profiles
=3 Agent Groups
E] Skills

l £ Lists

-3 Contacts

- E Dispositions
- Campaigns
E] Campaign Profiles
------ -2 Workflow Rules
[i] IVR Scripts

'H+

&l- E Reason Codes

gaenv01l_common 15 Object(s)

Virtual Contact Center Components

£ Users

£ User Profiles
£ Agent Groups
£ skills

£ Lists

£ Contacts

7] Dispositions
£ campaigns

£ campaign Profiles
£ workflow Rules
£ IVR Scripts

£ Prompts

£ connectors
£ call variables
£ Reason Codes

Use the navigation pane on the left to navigate the folders structure that lists the

categories of objects that you can configure in your implementation.

Use the list pane on the right to see what is configured in each of the object categories.
The list columns differ according to the information stored for each object category.

Filtering Objects

You can search for and filter the objects in your interface view. To enable filtering, click
the filter icon.
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About the Virtual Contact Center Administrator Application

Using the Administrator Application Interface

& Virtual Contact Center - Administrator v1.2129.0

Actions Options View Help

e>|ax|rnl:x)

% qaenvi1_common kil 2 Object(s)

Clear Filters

-3 Users e
£ User Profiles
Skill Mame

t sales

8 solutionsales

* || Twpe here to Filker Tvpe here ko fi

Description Mumber of Age
7

22

E Fields

=3 Dispositions

D System Dispositions
D Custom Dispositions
[]---E Campaigns

[]---ﬁ Campaign Profiles

----- £ Workflow Rules

&£ VR Scripts

-3 Prompts

[]---ﬁ Connectors

[

[

N\

search node

(27 Cal Variables
-[£]) Reason Codes

search criteria

search results

4 L1

You can see your search results in the list pane on the right. Your filters persist

throughout your navigation.

Example

The skills list shown above has search criteria entered to filter for the keyword
sale. You can navigate to another folder in the folder tree and return to the
Skills folder in the left-side navigation to find the objects displayed are still

filtered for the keyword sale.

Removing Filters
To remove the filter, click Clear Filters.

Filtering Options

Any search string entered as only lower case characters is not case-sensitive. A search

string using a capital letter is case sensitive.
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About the Virtual Contact Center Administrator Application

Using the Administrator Application Interface

Example

Using Sales as the search criteria shows only results that contain Sales, not
sales.

You can filter for an exact phrase using double quotation marks (",")

Example

Using “Business” as the search criteria shows results only for the exact word
Business. This is case sensitive.

You can use an asterisk (*) as a wildcard for any number of characters.

Example

Using “No” as a search criteria in the System Dispositions node shows results
for Do Not Call and No Answer system dispositions. Using “No*” as the search
criteria in this same node shows only No Answer as a result.

You can use a question mark (?) as a wildcard for a single character.

Use the toolbar items to manage tasks. In the Actions menu, you can add, edit, and
delete objects in your configuration.

Adding Objects to your Configuration

To add objects, use one of these methods:

Right-click a folder in the navigation pane, and select Add Object.
or

Select a folder in the navigation pane, and in the toolbar, click the plus (+) sign in
the toolbar.

Editing Configuration Objects

To edit objects, access the properties of the object from either the navigation or main
pane:

Right-click the object, and select View Properties.
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About the Virtual Contact Center Administrator Application

Managing Your VCC Account

or
Double-click the object.

Deleting Configured Objects

To delete objects, use one of these methods:

Important

Because you may lose reporting data if you delete an object, be sure to export
the reports that you need before deleting. To preserve all reporting data,
remove the object from the campaign instead of deleting the object.

Right-click the object and select Remove Object.
or
Select a folder in the navigation pane, and click the X in the toolbar.

Managing Your VCC Account

Your may have been provided separate credentials for the Five9 Customer Portal and
each application that you may access.

Changing Your Password and Security Answers

If you have permission, you can change your password and questions and answers at
any time. If you do not have permission, you do not see this menu item.
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1 Click My Settings.

se some of these Five9 applications, you need to download and install Java Runtime Environment in your computer
Agent
(i i) Communicate with your customers and prospects
OQ Supervisor a® Dashboard & Reports
Manage your agents' activities Manage and generate your reports
N i ol Fe
O Administrator ~ My Settings
f@; Configure your contact cente Change your passiord and other personal settings

CRM Integrations
@) Configure integrations with leading on-demand CRI
@ Tools & Add-Ons

nstall and configure add-ons for your applications

2 Make your changes.

The password options that you see depend on your permissions and the
requirements set for your domain. The security questions in the Security Setup
menus contain a minimum of six options.

Note

Your current and maximum character count is shown as you enter a
password. The Update button is enabled once the password
requirements are met.

3 When done, click Update.

Recovering your Password

You must recover your password if you forget it or if you enter an incorrect password.

Forgotten Password
If you have forgotten your password to access the Customer Portal, follow these steps.
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1 Enter your user name.

Five9

Five9 Agent Assist

Username ‘ Username ’

Password | Password ’

Login

2 At the bottom of the login window, click Reset password.

Five9

Five9 Agent Assist

Username ‘ Username ’

Password |Password ’

Login
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3 In the Password Reset Form, enter your user name, and click Reset Password.

Five9 Cloud Contact Center Software

Your password is case sensitive. To try to log in again, click Cancel. If you still cannot log in, reset your password.
Reset Password

Email address of your account:

[ oK |[ cancet |

4 Enter your email address, and click OK.

If you have permission to reset your password, you see this window. Continue
with step 5.

Five9 Cloud Contact Center Software 1-800-553-8159

3 engl

rd, contact your administrator immediately. To change your password, click the link in the email that was sent

Your Virtual Contact Center password was reset. If you did not request to change your

to you. For security re the link will be disabled in 24 hours.

(o]

If you do not have permission to reset your password, you see this window.
Contact your administrator:

Five9 Cloud Contact Center Software 1-800-553-8159

oK

5 Click OK.

The login window is displayed.
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6 Click the link that was emailed to you.

Five9 Cloud Contact Center Software 1-800-553-8159

7 Answer the verification questions, and click OK.

Five9 Cloud Contact Center Software  1-800-553-8159

[— R
Canfirm Pemwcnd
Pairwoed Aequirsment

W Passwcrd SRt SONEE N YOUF DA OF Lbed Nafn
W allowed special characiens: [ #5% 8|15+ - foeas @4 A [

8 Choose a new password according to the requirements that are displayed, and
click Update.

The login window is displayed with a note about your new password.

Note

Your current and maximum character count is shown as you enter a
password. The Update button is enabled once the password
requirements are met.
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Five? Cloud Contact Center Software 1-800-553-8159
Huie The - el i o .

Five? Login

l.'.-'\- FE‘.:';?-'“H.“I!."'\--

Lagin

9 Log in with your new password.

Incorrect Password

If you enter an incorrect password while attempting to log into your application, you
are notified. If you enter an incorrect password more times than allowed by your
administrator, your account is locked. To unlock your account, contact your
administrator.

Temporarily Blocking User Accounts

To prevent unauthorized access, users are blocked from accessing applications after
several failed authentication attempts as follows:

e A user account is blocked for 15 minutes after five failed authentication
attempts within one hour.

¢ When a user's password is changed, that user account is typically unlocked
within one minute.

e Lockout information is not shared between the Digital Channels Administrator
and VCC Administrator applications. For example, a user may be locked out of
the VCC Administrator application but not locked out of the Digital Channels
Administrator application.

e A user that is locked out of the Digital Channels Administrator application may
still access digital channel reporting using VCC social reports.
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Accessing the Application During Domain
Maintenance

If your company uses the Five9 Managed Geographic Redundancy (MGR) feature, and
you are logged into your Five9 application when maintenance is required or an outage
occurs, your Five9 server is moved to a backup data center. Administrators,
supervisors, and agents receive notices about the status of server changes during the
switchover process.

Managing Maintenance Moves

During a major service disruption, Five9 may move your application server to a backup
data center until the issue is resolved.

Five9 MGR is designed to mitigate major service disruptions that might otherwise result
in extended downtime for the Five9 Virtual Contact Center (VCC) platform. Domains
are typically operational in the backup data center within 15 minutes.

Once service is restored in the primary domain, Five9 returns affected domains to their
primary data center.

Messaging for Domains with Managed Geographic
Redundancy

Users who are logged in at the time an outage occurs see messages when maintenance
is about to begin. At five minutes and one minute before a data center move, agents on
active calls receive additional reminders. Agents who are processing calls are allowed
to finish the call and assign a disposition. As soon as the interaction is complete, they
are reconnected to their Five9 agent application in the backup data center.

Applications and softphone stations are restarted automatically. Agents receive audible
and visual confirmations upon reconnection and their status is set to Ready so that
they can resume taking calls.
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Planning Your Implementation

When you set up your Five9 Virtual Contact Center (VCC), the configuration tasks differ
depending on the particular environment you are defining. Use these road maps to
help guide you through your setup.

Creating an Outbound Basic Virtual Contact Center

Define Skill Groups.
Define Defining User Profiles.

Add User Accounts.
Set up contacts in Managing Contact Fields.

Define and reconcile Call Lists.
Define Dispositions.
Define Campaign Profiles.

Configure your campaigns (see Configuring Campaigns in the Campaign
Administrator's Guide).

0O N O U A WN BB

9 Associate campaigns and campaign profiles in Assigning a Campaign Profile to a
Campaign.

Creating an Inbound Basic Virtual Contact Center

Define Skill Groups.
Define Defining User Profiles.

Add User Accounts.
Set up contacts in Adding Contact Records and Managing Contact Fields.

Define and reconcile Call Lists.
Define Dispositions.
Define and record prompts for your callers in Prompts.

Create your Interactive Voice Response (IVR) scripts — Creating Interactive Voice
Response (IVR) Scripts.

00O N O U A WN R

9 Define Campaign Profiles.

10 Configure your campaigns (see Configuring Campaigns in the Campaign
Administrator's Guide).

11 Associate campaigns and campaign profiles in Assigning a Campaign Profile to a
Campaign.
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Creating Interactive Voice Response (IVR) Scripts

Define and record prompts for your callers in Prompts.

Define Skill Groups.
Define Dispositions.

Create your Interactive Voice Response (IVR) scripts (see Interactive Voice
Response (IVR) Administrator's Guide.

5 Set up your campaign IVR schedule (see Campaign Administrator's Guide).

A W N =

Creating or Implementing International Call Support

Five9 Global Voice offers global contact solutions with local contact center agents,
which overcomes latency issues often associated with international dialing. You do not
need this feature to make calls throughout the world. However, Five9 Global Voice
enables you to have the best quality calls and to have regional agents support local
customers and is PCl compliant. You can set skills, IVR scripts, and inbound and
outbound campaigns for regional call traffic handled by local agents. You can also
configure uninterrupted coverage across multiple time zones and provide overflow call
support during peak call conditions. For configuration information and settings, see
Configuring International Service with Five9 Global Voice. For information about using
Five9 Global Voice with WebRTC, see Using WebRTC for Audio Communication.
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Fived)

Domain Settings

The settings that you define for a domain are considered default because they apply to
all campaigns in your domain. When you display the settings of a campaign, default is
indicated in the definitions table. If you change settings and dispositions in a campaign,
these new settings override your default domain settings, for example: two campaigns
have a disposition named Call back later. In one campaign, the redial timer disposition
is set to call back after seven days according to the default settings. To override the
default domain setting, you set the callback to occur after 14 days in the other
campaign.

Character Limits in Domain
Components
Configuring Default FTP Settings

Configuring Dialing Rules in VCC

Configuring International Service
with Five9 Global Voice

Configuring Proxy User Access

Configuring the Trusted IP Ranges

Configuring Time Zone Dialing in
vce

Configuring User Extensions

Defining Additional Default
Domain Call Settings

Defining Audio Settings for
Softphone
Defining Email Notifications

Defining Global Campaign Settings

Defining the Maximum Number of

Outbound Lines

Defining Settings for Agent
Desktop Plus

Defining Single Sign-On Identity
Providers

Enabling Access to the REST API

Enabling Desktop Toolkit
Customizations

Enabling Performance Dashboard

Enabling Salesforce

Managing Authorization Profiles

Managing Automatic Number
Identification (ANI)

Managing Do Not Call (DNC) Lists

Managing Security Certificates

Managing Speed Dial Numbers

Setting KPI and Global Parameters

Setting Password Policies

¢ Using Dialing Lists in E164 Format
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Character Limits in Domain Components

If you are using text channels in your domain, you must limit the numbers of characters
in campaign components. Otherwise, the text server will not communicate with the
Virtual Contact Center (VCC) server.

Component Character Limit
Text Profile and VCC Campaign 32 characters
Text Group and VCC Skill 255 characters
User (also email address) 50 characters
Password 64 characters
First Name 32 characters
Last Name 32 characters

Managing Do Not Call (DNC) Lists

If you conduct outbound telemarketing campaigns, you may want to add an in-house
or local DNC list to your domain so that as the dialer processes phone numbers, it
automatically checks your DNC list. If a number is found in the list, it is not dialed.

However, your local DNC list is not intended to replace national or regional DNC lists.
Before importing call lists into Five9, always check your lists against the proper state or
national Do Not Call registry. Suppliers, such as Contact Center Compliance, provide
these services.

When your account is set up, the DNC list is empty. You can populate the list by
importing a list of numbers, assigning a specific disposition, and using the Set DNC
module in your IVR scripts.

Using DNC Lists

Numbers that you want to import into a list or remove from a list must be in TXT
format files that contain a single column of phone numbers without any additional
characters.
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The time to process a list depends on the size of the list. When the process is finished,
you see the results. The options are located in the Actions menu.

" Options View Help

Import Murnbers Into DNC List
Check DNC List For Mumbers

Remowe Numbers From DNC List

Il Center 1 15 Object(s)

Center Components

View Default ANI

Set Default ANI

Send Broadcast Message
Create Chat Session
View Event Log

Configure

Logout & Exit

Ctrl+5

Profiles

[ Call Variables [ worknow Rules
-7 Reason Codes £3 VR Scripts

ﬁ Prompts

=

Because of the large file size of many lists, Five9 limits importing lists to the hours of
11:00 PM to 6:00 AM Pacific Time. Note that Pacific Time can be either Pacific Daylight
Time (PDT) or Pacific Standard Time (PST), whichever is set on your domain.

If you try to import files outside these hours, you receive an error message.

You can add five or fewer numbers to the DNC list outside the restricted hours directly
from the Contacts folder. To add numbers, select up to five numbers and right-click to

access the options menu.

0% Virtual Contact Center - Administrator v05.761.0

Actions Options View Help

«> |G XL v o2

= gaenvD1_common
w7 Users
User Profiles
ﬁ Agent Groups
£ skills
Lists
B3 contacts
£
£ Fields
-] Dispositions
Campaigns
3 campaign Profiles
£ workflow Rules

Contact 5 Object(s) for filter: number = "877%%:"

number 1 number2

] Edit selected Contact Record(s)

E 3 Remove selected Contact Record(s)
Export to List

|  AddtoDmnclist |
Remaove from DNC List
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Importing Numbers to the DNC List

Importing numbers into the DNC list restricts the Five9 system to dial the added
numbers on a domain level.

Important: Ensure the .CSV file does not exceed 5Mb, which may overload
Five9 servers.

1 From Actions, choose Import Numbers Into DNC List.

& Virtusl Contact Center - Administrator v13.0333 = o X
Actions Options View Help
Import Numbers Into DNC List

Check DNC List For Numbers bok-up filter for obtaining Contact Records
Remove Numbers From DNC List rumber2 | namber3 | first_neme | lest_nam

View Defautt ANI

Set Default ANI

Send Broadcast Message Cirl+S.
Create Chat Session

View Event Log

Configure

Logout & Exit

The Import DNC List dialog appears.

2 Select your DNC file, and then select Import.

Note: A maximum of five numbers can be added to DNC during business
hours. Adding more than five numbers to the DNC list can be done
during off-hours (11 pm to 6 am Pacific).

How to Check the DNC List for Numbers

An administrator can find out what numbers are in the current DNC list for their
domain using one of the following two ways:

* Java Admin using the Check the DNC List for Numbers action. See Checking the
DNC List For Numbers.

e VCC using one of two reporting options. See Generating DNC Reports.

Checking the DNC List For Numbers

When you check numbers that are already on the DNC list, note the following:
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e The DNC file should contain a single column of phone numbers
only. It must be saved in standard text format (.txt).

¢ Due to the large file size of many Do Not Call lists, Five9 limits
importing to the hours of 11:00 pm to 6:00 am Pacific Time. If you
start the import outside these hours, you receive a notification
message.

e Microsoft Excel is required.

e Wait until the system goes through the list to remove the numbers.
The time depends on the list size. When the system finishes
processing the list, you receive a notification indicating the results.

1 Select Actions.

2 Select Check DNC List For Numbers.

% Virtual Contact Center - Administrator v13.0.333
Actions Options View Help

Import Numbers Inte DINC List

Check DNC List For Numbers oEMS
Remeve Murnbers From DMNC List fact Center Components
View Default ANI bfes
Set Default ANI Soups
Send Broadcast Message Ctrl+5
Creste Chat Session
View Event Log ]
dons
Configure ks
Logout & Exit on Frofies
4 [ Call variables Ty o Rues
- [£]) Reason Codes B3 R soipts
B3 Promots

3 Select the file that contains the list of numbers to be checked against the local
DNC list, and then click Check Numbers.

The Progress dialog appears. The results indicate the number of records that you
have exported to a CSV file. The file opens with the results, indicating Yes for the
numbers that are in your DNC list and No for numbers that are not in your DNC
list.

To search if a number is on the DNC) +1 is required before the number.
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Jigd 3 B4 ‘0 -
W Snaglt |5 Window -H
D13 fx

A
% Number,Mumber In Dnc List
2  +18767564687 No
3 +17865476587.Mo
4  +19876547675.Mo
5 +15478657876,Mo
6 +14567347654,.Mo

Generating DNC Reports

You can select from two available reports.

e Daily DNC List is the main report that lists the numbers added to
the DNC list for each day. You can provide a date range and get the

list of numbers in the DNC.

¢ DNC List Contacts lists the contacts who have one or more phone

numbers in the DNC list.

1 Click on Dashboard & Reports.

se some of these Fived applications, you need to download and install Java Runtime Environment in your computer

f I Agent
Communicate with your customers and

OQ Super 6P Dashboard & Reports
) a ctivities |:||:|[| Manage and generate your reports

O Administrator ~
Configure your contact center

e

CRM Integrations
il ——
@ Tools & Add-Ons

nstall and configure add-ons for your applications

@ My Settings
Change your password and other personal settings
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2 Select Reports, and navigate to Standard Report.

options.

Five9 Home Dashboard Reports 1-800-

Managing Do Not Call (DNC) Lists

3 Select the report you wish to run, and then select the report and time frame

English - United States Log Out

Standard Reports  Custom Reports ~ Scheduled Reports  Recent Reports  Canned Reports

Expand All | Collapse All

Agent Reports

Call Log Reports

IVRReports

ACD Queue Reports

Campaign Reports

List Reports

Contact Reports

Do Not Call Reports.

Dally DNC List What numbers were added to the DNC st for each day?

DNC List Contacts What contacts have one or more phone numbers in my DNC list?
Worksheet Reports

Digital Channel Reports

4 Select Run Report.

Example: DNC List Contact

Five9 vome oo s anossons - e s

DNC List Cont

Five9 Home Dastoosra Ropons a5 Engleh - Unted tetes
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Adding Numbers to DNC List using VCC Administrator
Application

You can add numbers to the DNC list by importing a text file.

Multiple text files require that they contain five phone numbers per file. Five9 allows a
maximum of five numbers to be added to DNC during business hours.

1 Select Actions.
2 Select Import Numbers to DNC List.
3 Select your text file.

4 Repeat Steps 1 - 3 for all other text files.

Example: The import DNC function only allows numbers in the correct
number format. 19225551234 = not allowed 9225551234 = allowed

Adding Numbers to the DNC list using Contact Lookup

1 Go to the Contacts folder, and right-click on the Search folder, and then select
Contact Lookup.

2 Select a maximum of five numbers by holding the CTRL/Shift button.

3 Each phone number in a record is counted by the system even though it has the
same value.

If a record has numberl, number2, and number3, then the system already
counts it as 3 numbers.

4 Right-click a selected record, and then select Add to DNC List.

5 Repeat Steps 1 - 3 for other phone numbers.
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Removing a Number from the DNC list using Contact
Lookup

1 Login to the Five9 Administrator application.

2 Go to the Contacts folder, and right-click on the Search folder, and then select
Contact Lookup.

% Virtual Contact Center - Administrator w13.0.333

Actions Options View Help
% e S XL POz Y
& Frved Documentation 501 specify look-ugp filter for cbta
% B Users rusmiber 1
+ (B user Profiles
+ [ Agent Groups
+ [ skls
g usts

= B3 Contacts

5 DF" ap  Add Contact

% (5 Dispos
+ D Campy Contsct Lockup
+ [ camp
3 workd Expent
[0 TR 5

D Fromg Contsct Update
D Conne Seheduled Uploads (0 enabled, 0 total)

o[ cal Ve
# [ Reass |

3 Make sure that the Include records from the DNC list is checked.

4 Select the criteria that you would like to use for searching the contact records
and enter the required data/value.

You may use one or more criteria if needed. If you use multiple criteria, the
contact records should have all of the values you entered.

5 Click on the Lookup button.

To search all numbers in DNC, simply uncheck all criteria.
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® Contact Record Lookup b 4

General

Specify Lok Conditions

Search through the folowing reconds:
B Incude reconds from DNC List

| Search In DNC List only

Please selact criteria for Contact loakup:

1B Number: 5551234567
[ First Nama:

[ Last Name:

L

[ L Cancel

A phone number that is on the DNC list appears in Red.

6 Right-click on the Contact Record, and then select Remove from the DNC list.

& Virtual Contact Center - Administrator v13.0.333
Actions Options View Help
Import Numbers Inte DNC List

Check DMC List For Numbers umentation SCL 15 Object(s)
Remowve Mumbers From DNC List ntact Center Components
View Default ANI

rofiles

7 To view all contacts in DNC, untick all criteria.

A notification message appears confirming that the phone number has been
removed from the DNC list, and the number is no longer red.

8 If the contact record is unsearchable, manually add the number, and then click
Save.

Once the number is added and saved, check if the number turns red. If it does, it
indicates that the number is still on the DNC list.
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& Virtual Contact Center - Administrator v13.0.333

Actions Options View Help

<> |dXZ|ra|2Y

T Frved Documentaton 501
= Users
& (] User Frofies

-5 Agent Groups
= G5 sis
Lats
= Contacts
[ g
@ B Fu ¢ Add Contact
B Dreparg
= Camgy Contsct Lookup
& Campy
B workd Expert
=B TR s
Fromg Contsct Update
ECﬂn‘c
- cal v
= (3 Reaso

InOHE Mo
mamber] 5551234567

Specify look-up filter for obta

e 1

Schedubed Uploads ([0 enabled, O total)

& Virtual Contact Canter - Adainistrator v13.0.333
Actions Options View Help
> |aXg|ra|zY

Specify look-up filter for obtaining Contact Records

) Users rumber1
[@ smessa1212

mumber2 | mumberd | frstname | last_name

Managing Do Not Call (DNC) Lists
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9 Go back to Step 6 to remove the number from the DNC list.

Make sure that the number format is correct. If the domain is in e.164 format,
and you searched using e.164 formats, the number does not appear.

10 If you have a list of numbers that you would like to remove from the DNC list,
and you want to do it by batch, see Removing Multiple Number from the
DNC List.

Removing Multiple Number from the DNC List
1 Save the list of numbers to an Excel (.csv) or Notepad (.txt) file.

Excel sample:

A B
1 |Phone l
> 925.. __ 0
3| 98770
4 912......0

Text example:

File Edit Format View Help

925-_--23
987°"""""9
9127 __"_@

2 In the Five9 Administrator application, go to Actions, and then select Remove
Numbers from the DNC list.
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& Virtual Contact Center - Administrator v13.0.333
Actions Options View Help
Import Numbers Inte DNC List

Check DMC List For Numbers umentation SCL 15 Object(s)
Remowve Mumbers From DNC List ntact Center Components
View Default ANI

rofiles

3 Locate the file, and then click the Remove Numbers button.

Lok i Documerts | ¥ 0O
Tech Suppedt Sennded_agentlog2016-04-14
< B Test C5v

Becent [ems Test CSV

Deskton
—_—
Ccumenis.
Ths PC
ey

“ Fde name: Test C5V.cov Remove Numbers
Netwok  rlesoftyor: [ Fles Cancel

A notification confirming how many numbers were removed from the DNC list
displays.

The phone number is on the DNC List but is unsearchable on Contact Lookup
when trying to remove it from the list. This happens when a phone number is
added to the Do Not Call (DNC) List without creating a contact record.

The DNC list is only a list of phone numbers that the system cannot dial. There
are times when numbers are added to it directly and times when they are
tagged as a Do Not Call number after a call. The former does not create a
contact record, while the latter does.

Therefore, a phone number added to the DNC List directly will be unsearchable
through Contact Lookup since it is not a Contact yet. If the administrator wants
to remove a number from the DNC list, removing it through Contact Lookup will
not be an option.

The administrator has to remove the number from the DNC list by:

1 Prepare a CSV. file with the phone number that must be removed from the DNC
list.
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& Virtual Contact Center - Administrator v13.0.333
Actions Options View Help
Import Numbers Inte DNC List

Check DMC List For Numbers umentation SCL 15 Object(s)
Remowve Mumbers From DNC List ntact Center Components
View Default ANI

rofiles

2 Click Actions.
3 Click Remove Numbers from DNC List.

4 Upload the CSV file containing the phone number, and then click Remove
Numbers.

% Remove Numbers From DINC x

-

Lookin: | ] Documents

2

B3| dneoelsx

Regent ltems

File name: | Remove Numbers

Metwok  Flesoftype: | Al rdes Cancel

Using Disposition to Add a Number to DNC List

You can configure how an agent can add a number to the DNC list using a disposition.
For more information about how to add a number to the DNC list using a disposition,
see Types of Dispositions.
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Enabling DNC-Related Permissions for Agents

You can permit agents to add numbers to the DNC list or manually dial numbers in the
DNC list or both.

1 Open the user properties.

2 Enable the following permissions:

User can add numbers to DNC list: User can add numbers to the DNC list either
directly or by using a disposition.

User can manually dial numbers in DNC list: User can manually call the
numbers in the DNC list.

Note: The system restricts an agent who doesn't have this permission from
dialing a number in the list, it displays a message when a restricted agent
attempts to make a call.

General Roles MedaType Sds Colbads Vowemals Recordngs Canned Reports

Roles: Permissins:
dministrator User can make test cals.
At Recorcs Mannger 18 User cannot remave contact data
Repertng 1B User canviot edt contact recoed session notes
15 User can enabie call forwardng
18 User can add rumbers to DHC st
189 [ser can manussly cial numbers in D isg
18 User can sedect system desposition named Recyde
18 User can piay audo fles to calers

3 Select Save to apply the changes to the settings.

For more information about agent permissions, see Agent Permissions.

Managing Automatic Number Identification (ANI)

Automatic Number Identification (ANI) allows call recipients to see the phone number
from which their call is originating. Set and manage the default Automatic Number
Identification (ANI) and ANIs for local presence.
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Default ANI

FCC and Telemarketing regulations require that you set a valid default ANl number for
your domain. It is also required by Five9 for you to start any campaign. If you leave the
default ANI blank, you see an error message when starting an outbound campaign or
making an outbound manual call. The ANI tells the call recipients what telephone
number made the call. The number appears in the caller ID displayed for outbound calls
from your domain.

If you have an inbound number assigned to you by Five9, you may use that one, your
main office line, or even a mobile phone number. For inbound campaigns, you can use
the phone number assigned to that campaign as your default ANI. Be sure to set up the
inbound campaign and test it before you try to use it as your default ANI. The default
ANI must conform to these requirements:

e Must be reachable by your Five9 inbound campaigns.
e Must give callers an IVR DNC Opt Out option or an agent.

e Must accept callbacks for any outbound or dialed manual calls made from your
campaigns.
e Can be superseded by a campaign profile settlings or Local ANI groups in other
settings and configuration.
e Satisfies the minimum requirement in case other settings are not used.
Options View Help

Import Numbers Into DNC List

Check DMC List For Numbers 7 Object(s)

Remove Mumbers From DMC List e Description

View Default ANI
Set Default ANI
Send Broadcast Message Ctrl+5S

unds

nenu
View Event Log Ms

Create Chat Session

. et
Configure St
h_the_phone
Logout & Exit 1_Set_PINs
(- Call Variables €, VM_Record_Greeting_using_sile...
-] Reason Codes

(:, windy
€ windy Script
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Set a Default ANI to Identify Your Contact Center Domain
1 Select Actions > Set Default ANI.

& Default ANI

Default ANI: 888795175 1|

Default DID AMI:  |3259489625

oK l [ Cancel ]

2 Select Default ANI or Default DID ANI, and enter a number.

International numbers can contain a maximum of 17 digits, plus prefix. The
prefix may be 011 (for a total of 20 digits) or + (for a total of 17 digits plus a +

sign).

3 Click OK to save the default ANI definition.

View the Default ANI

Select Actions > View Default ANI. The default ANI appears in a message window.

Warning | &2 |

l _ The Default ANI being used is: "8554876770",
. The Default DID ANI being used is: "9259835343",

Override the Default ANI for a Campaign

You can specify a number to use for a particular campaign in place of the default
number defined for the domain. In a campaign profile, define an ANI in the campaign
profile properties. For more information, see Editing the Properties of Campaign
Profiles.

Map ANIs to Campaigns to Create Local Presence Prefixes

You can define ANI numbers so that they display a prefix local to the contact you are
calling. For example, if a caller dials from a number in the 212 area code, you can
display one of your numbers as also having a 212 area code. Depending on your
corporate business needs, you can purchase and configure as many local presence
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numbers as you need. Configure your domain to display the local numbers for the area
codes you are calling.

In the configuration menu, open the Local ANIs tab and define the local numbers.

& VCC Configuration \ t |_§3_|

‘ Export I KP1 I E-Mail I Certificates I Speed Diall Local ANI's | Dialing Rules | Password Palicies I Other ITrusted IP Ranges | Velocify I Salesforce I Outhound Lines|

ANI Groups for Campaign Profiles:

ANI Group Description Associated Campaign Profile{s)

; \
& Edit ANI Group [T

AMI Group: Test AMI Groupl

Description:

ANI-to-zrea-code assodations:

ANIL Assodated Area Code(s)
9259835300 925

-
m
]
a
1]
m
=)

Add H Remaove ][ Edit ] E]

ANI Groups for Other Calls ‘ﬁ— -------- —2

A T e [NDHE] s sl =

AMI Group for Basic Mode Campaign Calls: :[None] -

Apply to Manual Calls Assodated to Campaign

Local ANIs

This section describes how to associate the displayed outgoing phone numbers (ANIs)
and the area codes of the outbound calls. This feature enables you to display ANI
numbers for return calls that are local to your contacts. Calls to area codes that are not
mapped use the ANI set in the campaign profile or your domain’s default ANl number.
See Managing Automatic Number Identification (ANI).

You can create multiple ANI groups. An ANI group is a set of ANI-to-area-code
associations. For each ANI group, only one ANl may be assigned to a prefix. Multiple
prefixes may be assigned to each ANI. One ANI that is assigned to multiple area codes
counts as multiple ANI-to-area-code associations.
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e Maximum number of ANI-to-area-code associations per ANI Group = 100
e Maximum number of ANI groups per domain = 20

Define an ANI Group and Map the Group to a Campaign

1 Select Actions > Configure.

2 Select the Local ANiIs tab.
This window is divided into two sections:

° ANI groups for campaign profiles
° ANI groups for other calls

8T VCC Configuration

Password Policies I Other I Trusted IP Ranges | Velocify | outhound Lines
Export | KPI | EMail | Certificates SpeedDial || Local ANIS | Digling Rules

ANI Groups for Campaign Profiles:

ANI Group Description Associated Campaign Profile(s)
Default Migrated from previous release.  C2C,Inbound,Retention,Sales, ...
Test 2 Test 2
infodev test

ANI Groups for Other Calls

ANI Group for Calls Mot Assodated to Campaigns: Default —]
ANI Group for Basic Mode Campaign Calls: Default -
Apply to Manual Calls Associated to Campaign

Map an ANI Group to a Campaign Profile

Follow these steps.
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1 Name and describe the ANI group.

ANI Group: |

Description:

ANI-to-area-code assodations:

ANI Assocdiated Area Code(s)

Once an ANI group is assigned to campaign profiles, the names of the each
associated profile appears in the list.

2 Click Add to open the ANI Association window.

Associated Area Code(s):

Area Code

3 Inthe ANI field, enter the phone number to be used as the outgoing caller ID
number.

Maximum length for international numbers = 17 digits, plus the prefix. The prefix
may be 011 (total = 20 digits) or the plus (+) sign (total = 17 digits and a + sign).
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4 Click Add to enter the area code.

3

Enter area code:

0K ] [ Cancel

5 Enter the area code, and click OK.

The added area code appears in the list.

ANI: 9255551212

Associated Area Code(s):

Area Code

6 Repeat Step 3 for each area code you need to add for this ANI number.
7 Click OK to save the ANI association.

8 Click OK to save the ANI Group.

Assign ANI Groups for Calls Not Associated with Campaigns
If you do not select an ANI group, the default ANl is used.

1 For calls not associated to campaigns, select an ANI group.

This group is used for manual calls for which agents do not select a campaign.

2 For campaign calls in basic mode, select an ANI group.
This group is used by basic mode campaigns that do not have a campaign profile.
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3 Click Save and Exit.

Configuring Default FTP Settings

This section describes how to configure the default FTP settings to transfer call
recordings and reports from the Five9 VCC server to your FTP server. In addition to
these default settings, you can also configure specific settings for each campaign.
Campaign and disposition settings override default settings.

Depending on your business requirements, choose FTP, FTPs, or FTPes. FTP is adequate
if the path to the storage location for the recordings is already encrypted, such as when
the location is at your site and you have implemented a VPN. Otherwise, to protect
recordings in transit, Five9 recommends SFTP. The configuration for each option is
similar, except that with SFTP, you can upload an optional security key file. If you

intend to use a key, you must obtain a private key file from your SFTP server
administrator before starting configuration. For more information on keys, see Creating
Public and Private Keys.

Exporting Recordings and Transcripts
Configuring FTP Options for Scheduled Reports
Configuring FTP Options for Transcripts
Creating Public and Private Keys

To configure the FTP transfer settings, select Actions > Configure.

Exporting Recordings and Transcripts

You can record agent calls. Each recorded call is stored in a single file in WAV format.
The recordings are stored for 30 days in the properties of the agent’s account (see
Managing User Recordings). If you have an FTP server, recordings are transferred in
real-time to your server.

You can choose to store your recordings at your regional telephony Point of Presence
(PoP) rather than a Five9 data center that may be located outside of your region. For
more information about this feature for your domain, contact your Five9
representative.
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You can also configure FTP settings for each campaign. The campaign FTP settings
override the settings on the VCC Configuration page. To configure the campaign, see
the Campaign Administrator's Guide, Outbound Campaign Properties.

The maximum length for call recordings is one hour for each call. To increase the
maximum length up to three hours, contact your Five9 support representative.

By default, the number of simultaneous call recordings is limited to 20% of the
provisioned agent seats. When calls are flagged, they are recorded if a port is available.
You can transfer recordings of agent calls daily.

Important

If you plan to use SFTP with a security key, be sure to obtain a private key file
from your SFTP server administrator.

Defining Call Recording Settings
Deleting Uploaded Call Recordings

Defining Call Recording Settings

Follow these steps.
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1 Select the Export > Recordings tab.

Desktop Toalkit
Password Policie
Other Export

Visualization

Unified Communication | Time Zone Dialing | Proxy User Access
i Sound Settings
Auth Profiles

Recordings | Advanced Recordings | Scheduled Reports |Transcripls|

©FTP @ SFTP
Hostname: |gasrv001.tf. fiveSlab.com
Username:  fivedinf

Password: ssssssssssssssssns

D Use User Key Edit User Key

[ Delete after uploading

Recording File Name Pattern:

Type Value

istring_constant recordings -

directory_delimiter

owner
directory_delimiter
created_date
directory_delimiter

m

number

istring_constant by

agent_name m

istring_ronstant @

created_time -

Time Zone: (GMT-03:00) America/Argentina/Rio_Gallegos, ART -

File Name Preview: |recordings\Owner\d_11_2012\3330001235 by Agent Name @ 12_52_19 PM_Ivr Module.wav

Save

Exit

2 Select a transfer protocol: FTP or SFTP.

3 Inthe top section, enter the settings of your FTP server:

° Hostname: Name of the FTP server, which must be either an IP address or
a fully qualified domain name (without ftp://).

° Username and Password: Passwords are masked.
— FTP: Credentials for accessing the FTP server.

— SFTP: User name for the server only. Do not enter a password
because authentication with the security key supersedes the
password of the server.

4 If you use SFTP with a security key, follow these steps. Otherwise, go to step 6.
a Check Use User Key.
b Click Edit User Key.
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¢ Click Load from file.

Locate the private key file that you obtained from your SFTP server
administrator, and click Open.

e Click OK.

5 To verify the connection, click Test.

You see a success message. If not, verify your entries.

To set the pattern to the path of the file recordings, follow this example:

recordings\Owner\4 11 2016\3330001235 by Agent Namee 12 52 19 PM_

Ivr Module.wav

The pattern contains these elements:

° Variables extracted from the system, for example: Agent Name.

_ivr module * disposition name numberl
agent name first name number?2
call guid ** ivr module number3
campaign name last name owner
created date length session id
created time number skill name

* IVR path for recordings made in the IVR script only. For example, the
Input and Menu modules have an option to record the user's input. If this
option is enabled, the name of the module is prefixed with an underscore,
for example: the module named Menu3 is added as Menu3 to the
recording file name.

** Call ID in the call log reports. If multiple segments of the same call are
recorded, all segments have the same call guid but different time
stamps, agents, and other attributes.

string constant is an element that contains an assigned value, such as
recordings, by, or @.

© directory delimiter inserts a backslash (\) for the path to the file.

To add an element to the pattern, follow these steps:

a Click Add.
The Recording File Name window is displayed.
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£ Recording File N
% Recording File Name ﬁ

Type: _campaign_name -

Value:

’ oK ] l Cancel J

b Select one of the types, for example: campaign name.

The variables in the menu, such as campaign or agent, enable you to
precisely set the file naming convention for call recordings.

If you need a unique identifier for each call, use session_id. The types
are listed alphabetically. You cannot actually specify the name of a
campaign; you can specify only the value of string constant.

¢ Click OK.

d To change the location of an element, click Up or Down to place your
element in the correct position in the name pattern.

You can see the pattern in the File Name Preview field.
To edit an element, follow these steps:
a Click Edit.
b Modify the element as needed.
¢ Click OK.

To delete an element:
a Select the element you want to remove.
b Click Remove.
¢ Click Yes.

To undo changes that you do not want to save, click Reset.
a Select your time zone.
b Save your changes.

If you do not save your changes before exiting the configuration menu, your changes
are discarded.

Deleting Uploaded Call Recordings

if your privacy policy requires that call recordings be deleted from the Five9 server
immediately after they are uploaded to your corporate server, check Delete after
uploading. The WAV files will be deleted as soon as the file transfer is complete.
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Configuring FTP Options for Scheduled Reports

You may schedule reports to be transferred at a specified time. The generated report is
sent to an email address and optionally uploaded by FTP in the specified format.

Note

If you export matrix reports to CSV format, the headers are not formatted

correctly. Instead, export the report to a spreadsheet program and save the
report as a CSV file.

1 Navigate to Export > Scheduled Reports.

™ VCC Configuration

Visualization Unified Communication Localization Time Zone Dialing Salesforce Gateway Proxy User Access
Campaians Trusted IP Ranges Velodfy Outbound Lines Single Sign-On Sound Settings Web Desktop Toolkit

Other BExport KPI E-Mail Certificates SpeedDial ANI  Digling Rules  Auth Profiles  Password Polides  Password Restrictions

Recordings Advanced Recordings  Scheduled Reports  Transcripts
(OFIP @) SFTP

Hostname: |sample.ad.quodlibet.com

Username: |nemo33

Password: essssssssssssssses

Use User Key

[ Rewrite existing files

Edit User Key

Test

2 Define the FTP server, see Exporting Recordings and Transcripts.

3 If you want newly exported files to overwrite existing files that have the same
name, select Rewrite existing files.

If you do not select this option, a suffix is appended to the existing file.

4 Click Save.

Configuring FTP Options for Transcripts

You can save and send transcripts of your chat and email interactions. If you have an
FTP server, recordings can be transferred daily to your server.
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You can also configure FTP settings for each campaign. The campaign FTP settings
override the settings on the VCC Configuration page. To configure the campaign, see
Campaign Administrator's Guide, Outbound Campaign Properties.

Important

If you plan to use SFTP with a security key, be sure to obtain a private key file

from your SFTP server administrator.

Defining Transcript Settings
Follow these steps.

1 Select the Export > Transcripts tab.

& VCC Configuration @
| Time Zone Dialing | Proxy User Access
Single Sign-On Sound Settings

Dialing Rules Auth Profiles

Recordings | Advanced Recordings | Scheduled Reponsl Transcripts |

@ FTP (D) SFTP
Hostname:
Username:
Password:

Use User Key

Export transcripts for [7] Chat [] Email

Transcripts File Name Pattern:

Edit User Key

Type Value

literal transcripts -
directory_delimiter f B
variable MEDIA TYPE

idirectory_delimiter ! E
variable CAMPAIGN

directory_delimiter i b
wvariable MONTH

literal _

ariable DAY OF MONTH

literal _

L wean

Remove Edit Up Down
Time Zone: (GMT+13:00) NST, NZDT -

File Name Preview:  |ripts/Chat/CAMPAIGN/4_28_2016/439454ee-0d53-11e6-8945-005056245e01 by AGENT NAME @ 08:10: 14, html

Save

2 Select a transfer protocol: FTP or SFTP.

3 Enter the settings of your FTP server:
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°© Hostname: Name of the FTP server, which must be either an IP address or
a fully qualified domain name (without ftp://).

o

Username and Password: Passwords are masked.

— FTP: Credentials for accessing the FTP server.

— SFTP: User name for the server only. Do not enter a password
because authentication with the security key supersedes the
password of the server.

4 If you use SFTP with a security key, follow these steps. Otherwise, go to step 6.

Q n T O

e

Check Use User Key.
Click Edit User Key.
Click Load from file.

Locate the private key file that you obtained from your SFTP server
administrator, and click Open.

Click OK to save the settings.

5 To verify the connection, click Test.

Verify your entries if you do not receive a success message.

6 Select transcript export for chat/email.

Defining the File Name Pattern

1 To set the pattern to the path of the file recordings, follow this example:

recordings\Owner\4 11 2016\3330001235 byAgent Name@ 12 52 19 PM Ivr
Module.wav

The pattern contains these elements:

° Variables extracted from the system, for example: Agent Name.

_ivr module *
agent name

call guid **
campaign name
created date

created time

disposition name numberl
first name number?2
ivr _module number3
last name owner
length session id
number skill name
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* IVR path for recordings made in the IVR script only. For example, the
Input and Menu modules have an option to record the user's input. If this
option is enabled, the name of the module is prefixed with an underscore,
for example: the module named Menu3 is added as Menu3 to the
recording file name.

** Call ID in the call log reports. If multiple segments of the same call are
recorded, all segments have the same call guid but different time
stamps, agents, and other attributes.

° string constant is an element that contains an assigned value, such as
recordings, by, or @.

© directory delimiter inserts a backslash (\) for the path to the file.
To add an element to the pattern, follow these steps:

a Click Add.

The Recording File Name window is displayed.

& Recording File N
& Recording File Name ﬁ

Type: _campaign_name - |

Value:

oK ] [ Cancel J

b Select one of the types, for example: campaign name.

The variables in the menu, such as campaign or agent, enable you to
precisely set the file naming convention for call recordings. If you need a
unique identifier for each call, use session_id. The types are listed
alphabetically. You cannot actually specify the name of a campaign; you
can specify only the value of string constant.

¢ Click OK.

d To change the location of an element, click Up or Down to place your
element in the correct position in the name pattern.

You can see the pattern in the File Name Preview field.

To edit an element, follow these steps:
a Click Edit.
b Modify the element as needed.
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c Click OK.

To delete an element, follow these steps:

a Select the element you want to remove.
b Click Remove.
¢ Click Yes.

To undo changes that you do not want to save, click Reset.
a Select your time zone.
b Save your changes.

If you do not save your changes before exiting the configuration menu, your changes
are discarded.

Creating Public and Private Keys

If you plan to use SFTP with a security key, you must first create the keys. Although this
example uses OpenSSH, you can use another SFTP server. If so, refer to the
documentation of your server.

1 Download PuTTygen.

2 Run PuTTygen with these settings:

a Keep the default key type (SSH2-RSA) or select another, depending on
your preference.

b Keep the default key size (1024 bits) or increase it, depending on your
desired security margin.

Five9 has verified 1024 and 4096 bits.
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File Key Conversions Help
Key
No key.
Actions
Generate a public/private key pair
Load an existing private key file Load
Save the genersted key Save public key Save private key
Parameters
Type of key to generate:
(©) 55H-1(RSA) @ S5H-2 RSA () S5H-2 DSA
MNumber of bits in a genersted key: 1024

3 Click Generate, and move your mouse over the blank area to add randomness to
the key.

File Key Conversions Help

Key

Public: key for pasting into OpenSSH authorized_keys file:

ssh{sa
AAAABINzaClyc2EAAAABIGAAAIEAD WG 75EWFp THCI4QHUCEWDBo LLckp 7U
nMNgZc7AciMa5Fhl373Weoog5 Tk R7DuBClv 62X/ Ny Do PXOWn UZolh B Tw./C565kx5d
hXfLQLdDf &M Yb6Wb Zpvp USUoWELUWWDNBDAICyD4Bv XA 5q Ay C 08 Y45 YMSH
H+cgshe=rsatey-20130528 -
Key fingerprint: sshsa 1024 09:6a:22:c0:99:21:04:3d:93:41:99.dd43.:24.83:15
Key comment: rsakey-20130528

Key passphrase:

Confirm passphrase:

Actions

Generate a public/private key pair

Load an existing private key file

Save the generated key Save public key ] [ Save private key ]

Parameters

Type of key to generate:
() S5H-1 (RSA) @ SSH-2RSA () S5H-2 DSA

Mumber of bits in a generated key: 1024

4 Do not specify a key passphrase.

5 Click Save public key, for example: ssh2-xxxxxxx-public

6 Click Save private key.

A warning window appears about the passphrase.

7 Click Yes.
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8 Name your private key, for example: ssh2-xxxxxxx-private.ppk
9 Optionally, store a copy of the keys for your records.

10 In the menu bar at the top, select Conversions > Export OpenSSH key.

Again, a warning window appears about the passphrase.
11 Click Yes.
12 Rename the file: ssh2-xxxxxxxxx-private as openSSH.key

13 Store the public key on the SFTP server.

° |If you use OpenSSH, place the key in /user/.ssh/authorized keys

° If you use another SFTP server, see that program’s user guide for
instructions.

14 Provide the private key to your VCC administrator.

Configuring Advanced Recording Uploads

Advanced Recording Upload (ARU) is an additional feature for real-time call recording
uploads. It contains more advanced features like stitching call segments, rules-based
upload with flexible criteria, and multiple FTP upload locations. The Advanced
Recordings tab is visible only if this option is enabled for your domain. For more
information, contact your representative. For more information, contact your Five9
representative.

You may define rules to specify the parameters and options for uploading recordings,
voicemail messages, and IVR inputs. You can define up to five upload destinations for
each rule. When you configure your rules in Advanced Recording Upload, you can
pause the uploads until you have completed the configuration. Completed rules are
uploaded once you resume uploads.

If you are changing from standard to advanced recording upload, you may run both at
the same time, but you should do so only to verify that recordings are uploaded as
expected. To verify the upload status of the recordings, use the Recording Log report.

Adding Upload Destinations

To add upload destinations, follow these steps.
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1 Inthe Export tab, select Advanced Recordings.

€ VCC Configuration X

Desktop Toolkit Visualization Unified Communication Localization Time Zone Dialing Proxy User Access Schedules
s Campaigns Trusted IP Ranges Velocify Outbound Lines Single Sign-On Sound Settings ~ Web
KPI  E-Mail Certificates Speed Dial ANI Dialing Rules Auth Profiles Password Policies

Recordings (Advanced Recordings “)Scheduled Reports  Transcripts

Destinations:
Name Protocol Hostname Username Prefix
srv002 FTP qasrv002.tF . fivedlab.com:21 Fivedinf pOtar_disp2 A
111 FTP er.er er [None]
654654 FTP asd.asd:1234 asd [None]
utilool FTP winutilo01.infra.fivedlab.com:21 fiveginf [None]
srv001t SFTP qasrv001.tF fivedlab.com fiveginf polar_disp34
Add Remave Edit

2 In the Destinations section at the top of the page, click Add.
3 Assign an intuitive name.

4 Select a transfer protocol: FTP, SFTP, FTPS, Google Drive, or Amazon S3.

Important

To ensure that your recordings are reliably transferred, select the
appropriate transfer method and destination for your business:

° Amazon S3: If your contact center has 25 or more agents, select
this protocol because bandwidth, ports, and performance
monitoring are handled by the vendor.

° FTP methods: To ensure that you have sufficient resources and
monitoring to manage the recording upload, consult your FTP
administrator.

© @Google Drive: This option if meant for small office and home
office operations. Although Google offers account with various
storage amounts, Five9 does not recommend this option for
businesses that have more than a few agents.

5 Configure the protocol that you selected.
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Configuring Amazon S3 Settings

Important: While the Amazon Bucket Naming Rules permit the use of dots (.)
in the Amazon S3 bucket name, this can be problematic when validating SSL
certificates used for virtual host addresses during HTTPS connections to S3.
Five9 recommends that you use other indicators, such as hyphens (-), to
identify fourth-level domains. See AWS re:Post for more detail.

To configure Amazon S3 settings, follow these steps.

Add New Destination

Name:
Protocol:
S3 bucket:
Access key:

Secret key:

Prefix:
Time Zone:

Max Connections:

Amazon S3

Test

Default

[ Request server-side encryption
[[] Rewrite existing files

[] Use Windows Naming Conventions

Cancel

x

1 Identify your S3 bucket.

Note: If configuring an Amazon bucket with a non-default policy, export
requires at least s3:PutObject and s3:ListBucket permissions.

2 Provide your Access key.

3 Provide your Secret key.

4 To verify the connection, click Test.

If you do not receive a success message, verify your entries.

5 (Optional) Set Prefix.
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Prefix is the folder to add before all files for this destination. For example: the
path directory/filename.txt has a prefix that generates
<prefix>/directory/filename.txt.

6 (Optional) Set Time Zone.

Important: Selecting the default timezone option for the Advanced
Recording destination uses the timezone specified in the Export >
Recording configuration tab, not the default timezone configured for
your domain.

7 (Optional) Set Max Connections.

Use this option to limit your maximum number of consecutive connections for
uploading voice recordings to your destination server. if this value exceeds the
maximum number of recording ports configured for your domain, the total
number of recording export connections is limited by the maximum number of
recording ports configured for your domain.

8 (Optional) Set Request server-side encryption.

Use this option to encrypt data that is stored at rest. To encrypt the data that
you want to upload, add an additional request header. Decryption happens
automatically when the data is retrieved.

9 (Optional) Rewrite existing files.

Use this option to overwrite existing file names rather than creating successive
files, such as abc_log (1), abc log(2), and so on.

10 (Optional) Select Use Windows Naming Conventions.

Enable this option to ensure that the name of the exported file complies with
Microsoft Windows requirements. All forbidden characters, trailing dots, or
reserved words are replaced with - (dash).

Example
C:/*/appt./lptl/123.txt isreplaced by c-/-/appt-/-1pt1-/123.txt

11 Save your settings.

Proceed to Adding Upload Rules.
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Configuring FTP,SFTP, and FTPS Settings
To configure the FTP/SFTP/FTPS server, enter the following settings.

Add New Destination

Name: |
Protocol: FTP
Hostname:

Port:

Username:

Password:

Prefix:
Time Zone: Default

Max Connections:

FTP or SFTP Settings

Edit User Key

Test

[[] Rewrite existing files

[[] Use Windows Naming Conventions

Cancel

X

Add New Destination FTPS Settin gs X
Name:
Protocol: FTPS v
Hostname:
Port:
Username:
Password:
Edit server certificate
Accept all certificates
Test
Prefix:
Time Zone: Default v

Max Connections:

[[] Rewrite existing files
[[] use Windows Naming Conventions

[[] Use implicit FTPS

Cancel

Configure the Credentials. Configure the common access credentials, follow these

steps.

Hostname

Port

Username

Password

Name of the server, which must be either an IP address or a fully
qualified domain name. The URL is identified automatically,
based on the protocol that you select.

Port number of the server.

FTP or SFTP: Credentials for accessing the server. The password is

masked.

FTPS: User name of the server only. Do not enter a password
because authentication with the security key supersedes the
password of the server.

For FTPS certificates, Accept all certificates is the default setting. Deselect this option
to edit your security certificate, and proceed to configuring optional settings.

Configure the SFTP User Key. To configure your SFTP user key, follow these steps.
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1 Click Edit User Key.
2 Click Load from file.

3 Locate the private key file that you obtained from your SFTP server
administrator, and click Open.

4 Click OK.

5 To verify the connection, click Test.

If you do not receive a success message, verify your entries.

6 Save your settings.

Configure the Optional Settings. To configure the optional settings, follow these
steps.

1 Set Prefix.

Prefix is the folder to add before all files for this destination. For example: the
path directory/filename.txt has a prefix that generates
<prefix>/directory/filename.txt.

2 Set Time Zone.

Important: Selecting the default timezone option for the Advanced
Recording destination uses the timezone specified in the Export >
Recording configuration tab, not the default timezone configured for
your domain.

3 Set Max Connections.

Use this option to limit your maximum number of consecutive connections for
uploading voice recordings to your destination server. Your maximum number
consecutive connections is limited by the total number of recording export
connections allotted for your domain.

4 Select Rewrite existing file.

Use this option to overwrite existing file names rather than creating successive
files, such as abc log (1), abc_log(2), and so on.

5 Select Use Windows Naming Conventions.
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Enable this option to ensure that the name of the exported file complies with
Microsoft Windows requirements. All forbidden characters, trailing dots, or
reserved words are replaced with - (dash).

Example
C:/*/appt./lpt1/123.txt is replaced by c-/-/appt-/-1pt1-/123.txt

6 (Optional - FTPS only) Use implicit FTPS.

7 Save your settings.

Proceed to Adding Upload Rules.

Configuring Google Drive Settings
To configure Google Drive settings, follow these steps.

Add New Destination X
Name:
Protocol: Google Drive v
Drive folder ID:
Username:
Edit service account JSON
Test
Prefix:
Time Zone: Default v

Max Connections:

[[] Rewrite existing files

Cancel

1 Identify your Drive folder ID.
2 Provide your Username.
3 To load your user key, click Edit service account JSON.

4 To verify the connection, click Test.
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If you do not receive a success message, verify your entries.

5 (Optional) Set Prefix.

Prefix is the folder to add before all files for this destination. For example: the
path directory/filename.txt has a prefix that generates
<prefix>/directory/filename.txt.

6 (Optional) Set Time Zone.

Important: Selecting the default timezone option for the Advanced
Recording destination uses the timezone specified in the Export >
Recording configuration tab, not the default timezone configured for
your domain.

7 (Optional) Set Max Connections.

Use this option to limit your maximum number of consecutive connections for
uploading voice recordings to your destination server. Your maximum number
consecutive connections is limited by the total number of recording export
connections allotted for your domain.

8 (Optional) Select Rewrite existing files.

Use this option to overwrite existing file names rather than creating successive
files, such as abc_1log (1), abc_log(2), and so on.

9 Save your settings.

Adding Upload Rules

Upload rules define the particular details of your recording uploads, such as your
delivery option and file name pattern. Five9 recommends that you apply a maximum of
five upload rules for each destination.
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1 In the rules section, click Add.

& Add New Upload Rule s3]
Mame:
Filter:
Condition Grouping: :AII v:
Expression:
Criteria # Variable Operatar Value
Destinations:
Destination ~ Delivery Recording File Name Pattern

2 Provide an intuitive name.

Note: Refrain from using a Call-Attached Variable (CAV) that includes a
colon (:) in the value, such as timestamp. You may use a recording
variable such as createddate or createdtime instead, as these use an
underscore (_).

3 Select a Condition Grouping from the list.
° All: When all rule conditions apply.
° Any: When any rule conditions apply.
© Custom: Provide a custom expression for your rule conditions.

4 (Optional) Provide a custom Expression for your rule conditions.

Agent and recording variables are among those evaluated once a disposition is
assigned to the interaction.

5 To add filter criteria, click Add in the filter section. Agent and recording variables
are among those evaluated once a disposition is assigned to the interaction.
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Important

You must specify criteria to enable upload. For example, if you want
every call recording you can specify a criteria for call.call id>0,
shown below.

Variable

MName:

call.cal_id -
Comparing

Comparison Type: :Is Greater Than v:
Criteria Value

Value: |0|

a Select a variable name.

b Choose a comparison type.
¢ Specify a criteria value.

d Click OK.

6 To add a destination and file name pattern, click Add in the destination section.

Important

The file name is limited to 250 characters. The complete remote path
and file is limited to 10240 characters. You can use a variable, such as
recording.id, to identify specific recording segments.

73

Basic Configuration ¢ Administrator’s Guide



Domain Settings

Configuring Advanced Recording Uploads

£ Add Destination & File Name Pattern @
Destination: .12,31 -
Delivery: ;Indmdual Recordings - Entire Calls -

Recording File Name|Individual Recordings - Mstch Filker
ombined Recording - Match Filter

Type Combined Recording - Per Call
Constant (Combined Recording - Per Agent
Directory Delimiter fl
Recording Variable {Recording. owner}
Directory Delimiter fl
Recording Variable {Recording. created_date}
Directory Delimiter fl
Recording Variable {Recording number} =
Constant by
Recording Variable {Recording agent_name}
Constant @
Recording Variable {Recording created_time}
Recording Variable {Recording. _ivr_module} m
Remove Edit Up Down

File Name Preview:  |iwner/3_12_2018/3330001235 by Agent Name @ 12_10_15 PM_Ivr Module.wav

7 Select a destination.

8 Select a delivery option.

Call variables are evaluated once a disposition is set for the interaction. Calls
may be transferred among agents. These variables are used in the delivery filter
expressions.

Multiple lists begin with en dashes. No style completes this list, with it also left
aligned with above paragraph.

° Individual Recordings — Entire Call: The entire interaction is recorded in
individual segments.

° Individual Recordings — Match Filter: Portions of your interaction match
your filters in individual segments.

° Combined Recording — Match Filter: Portions of your interaction match
your filters in a single file.

° Combined Recording — Per Call: The entire call is exported in a single file.

° Combined Recording — Per Agent: When filter criteria match at least one
recorded call segment, all recorded segments are exported and grouped
by the Recording.agent variable. Although this behavior is identical to
that of Combined Recording — Per Call, this behavior is used for calls that
have been transferred between agents.
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11

12

13

Configuring Advanced Recording Uploads

Choose a destination from the menu, or click Add to create a destination.

Click Add, Remove, Up, Down, or Rest to modify the path and file name of the
call recording.

Click OK to save your destination settings.
Click OK to save your upload rule.

Click Save to save your work.

Running the Recording Log Report

A Recording Log report is available in the standard Call Log reports. This report lists the
upload status of your advanced recording configurations and includes the following

fields:

Recording ID: Five9 unique identifier for each leg of the call recording.
Agent: Username of the agent that handled the call.

File Path: The configured file path pattern where the file is uploaded.
Filename: The configured filename pattern.

File Size: Size of the file in bytes.

Note

The file size field shows information only when the Status field shows
UPLOADED. When the file status still shows NEW, the file size field is
blank.

Length: Call recording length.

Status: Status of the upload.

Hostname: (S)FTP User, Host, and Prefix.

Stitched: Displays the configured delivery options.

Deleted: Boolean. True = 1, False = 0.

Upload Attempts: Number of attempts until successful upload.
Upload Timestamp: Timestamp of the successful upload.

Error Message: Error message for failed upload attempt.
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Configuring Advanced Recording Uploads

You can upload a set of recordings for a specific date range as in these examples:

e To export recordings that were not previously selected for upload.

e To resend recordings with an updated file name pattern.
1 Right-click an upload rule.

[ et STV00Z, 111, uaioo1 ANY, Faitena 1
O T S T T —
'O wi srv002 ALL, 1 criteria Add

% O apo srv001t ALL, 1 criteria Remove
__[1__ana_amaz ritt ALl _1criteria | Edit

From:
» | hursday, February 13, 2020 [4:41PM |2
Until:
» | sunday, February 15, 2020 | [6:00PM [

Run Cancel

2 Select Re-upload.

3 Select a start and end date.

4 Click Run.

The Re-Upload Status column for this rule displays one of these statuses:

e Running: The upload is in process.

e Pending: The upload was requested but has not started.

e Interrupted (reason): The upload has been interrupted for one of these reasons:
° Unknown

° Canceled by a user

° Run error

e Completed:

The upload is finished.

To cancel the upload process, right-click and select Cancel.
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Setting KPl and Global Parameters

Note: This section is optional.

To customize some of the service level statistics available in the Supervisor application
and in reports, set limits in the KPI tab. To use default values, click Default at the
bottom of the KPl window.

In reports, the service level is calculated for each call whether or not the service level
was met. Service levels are expressed as percentages.

& VCC Configuration >
Localization Time Zone Dialing Salesforce Gateway Proxy User Access Schedules
Outbound Lines Single Sign-0n Sound Settings Web Desktop Toolkit Visualization
Password Policies Password Restrictions Campaigns Trusted IP Ranges Velocify
Other Export  KFI  E-mail Certificates Spead Dial ANI Dialing Rules Auth Profiles

Parameters of Key Performance Indicators

Thewe pazamstezs aze weed iz the caloslation of wech Sspecvisss®s statistice a0 Secvice Level amd kvezage Spesd of hnwwes:

Speed of Answer Threshold (sec): 0%
Speed of Answer Min. Time (sec): SHE
Include queue callback wait time in SL/S0A calculation

Agent Productivity Exceptions

Coafigers durasises of call, basdle, afper call worl, bald asd park nimes thas cas be used by separss oo idesnify passible ages
producTiTiTy encepTisas:

Long Call Duration: 00:10:00 %
Short Call Duration: 00:00:10 %
Long ACW Time: 00:10:00 %
Short ACW Time: 00:00:00 %
Long Hold Duration: 00:05:00 =
Long Fark Duration: 00:05:00 %

Default Save
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Defining Service Level

Setting the Speed of Answer Threshold (seconds). This threshold value
determines the service level for a call. If you want calls to be answered within 30
seconds, set the threshold value to 30. The default value is 20 seconds.

For inbound calls, the speed of answer is the interval between the call entering an ACD
gueue and being connected to an agent. Service level is measured by comparing the
speed of answer (SOA) value to the threshold value. Service level is boolean and set as
follows:

e 1:SOA <= SOA threshold; the agent answered the call in time.

e 0: SOA > SOA threshold; the agent did not answer the call before the threshold.
Calls that are disconnected while in the queue for less than the threshold value are
excluded.

Setting the Speed of Answer Minimum Time (seconds). Calls shorter than this
setting, such as abandoned calls and wrong numbers, are excluded from statistics. This
parameter is not used in outbound campaigns because these campaigns do not use the
ACD. The default value is five seconds.

Including queue callback wait time in SL/SOA calculation. When enabled,
waiting time for queue callback is included in the service level calculation that is shown
in reports and Supervisor Plus applications. This option is disabled by default.

Examples

This topic describes how service level is calculated in different scenarios. For inbound
examples, the speed of answer and the minimum call length are set. For outbound
calls, the speed to answer is set. In all cases, statistics are calculated for one hour, for
example: 1:00 — 1:59 PM. Abandoned calls are excluded from calculations. Statistics are
specific to either inbound or outbound calls. Statistics for calls that are answered must
have talk time.

Note: The abandon rate 2-second rule calculation option allows you to use a
gueue time of 2 seconds or higher to identify outbound calls as abandoned.
The Outbound Campaign Abandon Rate % 2 Seconds Rule standard report
shows these values.

Inbound Queues. Speed of answer for the queue measures how fast the agent
answers the call. This formula calculates the percentage of calls in a queue that met the
service level because they were answered before the speed of answer threshold.
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e 120 calls in the queue.
¢ 20 calls were abandoned before the five-second minimum duration.

e 120-20 =100 calls in the queue for longer than five seconds count towards the
service level agreement.

¢ 50 calls were answered in fewer than 15 seconds.

el - 120 calls
Call distribution
A
100 calls
N
20 calls ( 50 calls 50 calls
Minimum call Speed of answer
time 5 seconds 15 seconds
Formula — —
Calls with talk time > minimum time ‘
: 9 | answered before the threshold =50 |
Service Level % for | *100=50%
Inbound Queues = \ Calls answered + abandoned |
\ after minimum call time = 100}
AN _/

Inbound Talk Time. Speed of answer for talk time measures how fast the agent
handles the call to resolve the customer’s problem (was talk time shorter or greater
than minimum time?). This formula calculates the percentage of calls that met the
service level because they were answered within the specified speed of answer and
lasted longer than the minimum set call duration.

e 120 calls in the queue.

e 20 calls were considered abandoned because their duration was shorter than
the five-second set minimum.

e 120-20 =100 calls in the queue count towards the service level agreement if
they are answered before the speed of answer threshold.

e 80 calls were answered before the speed of answer threshold.
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120 call
Call distribution cats
A
100 calls
N
20 calls ( 80 calls 20 calls

Minimum call time

Speed of answer threshold

5 seconds 3 minutes

Formula / .
/ Calls with talk time > \

I;" minimum time answered "g
before the threshold =80

Service Level = *100= 80%

Calls answered + 00 |

i = i

| abandoned after |

\ minimum call time

AN S

Outbound Talk Time. In this example, the speed of answer is set to five minutes (300

seconds).

e 100 dialed calls were delivered to agents.
e 60 calls with talk time were answered before the speed of answer threshold.

e 40 calls were answered after the speed of answer threshold.

Call distribution
100 calls
A
60 calls 40 calls
Speed of answer threshold
5 minutes
Formula /, \
[ Calls with talk time answered \
[ before the threshold =60 |
Service Level= | *100= 60 %
| Calls delivered to the |
. =100/
agent by the dialer /,’
N —
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Agent Productivity Exceptions

These thresholds are used in reports because they can indicate a deviation from the
expected agent performance. ACW represents the after-call work time spent in the
wrap-up state.

e Long Call Duration e Long ACW Time ¢ Long Hold Duration

e Short Call Duration ¢ Short ACW Time ¢ Long Park Duration

Defining Email Notifications

This section is optional. Navigate to Actions > Configure > E-Mail tab.

18 vec connguroccon N e

| Velodfy | Outbound Lines | Salesforce Single Sign-On | Sound Settings |
Certificates I Speed Dial I— Local ANI's I Dialing Rules I Password Policies |

Parameters of e-mail notifications

Voicemail notification

E-mail address to receive error | |
messages:

Max size of attached voicemail: 5| MBytes
MNew users notification

[ send new users e-mail with login credentials

Inbound line utilization

Utilization threshold: 8015 %

Send e-mail when inbound line | |
utilization reaches threshold to:

Maintenance notice notification

Send Maintenance e-mail notifications | |
to:

Password change notification

Send password change notification |
to:

Agent Using PSTN notification

Send notification when agent logs | |
into PSTN mode to:
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Field Description

Voicemail Notification Optional email notification when users
receive a voicemail message.

This address is also used for bounced email
messages and as the reply to address.
Configure voicemail notification in the
properties of each user account. See also,
Managing Voicemail.

Max size of attached voicemail: The email
can include the voicemail message as an
attachment, which can be very large. If an
attachment is larger that the specified size,
the email is sent without the attachment.

New users notification Email address of new users for login
credentials.
Inbound line utilization Line usage threshold in percentage. Notify

email recipient when inbound line usage
reaches threshold.

Maintenance notice notification Email address of the recipient.
Password change notification Email address of the recipient.
Agent Using PSTN notification Email address of the recipient.

Managing Security Certificates

When configuring an IVR script to retrieve data from an external data source, you can
use a secure connection. You may upload a security certificate for additional server
authorization. Certificates can also be used for system disposition connectors.

Installing a Certificate

You need to import certificates only for unsigned certificates. Certificates signed by an
authority such as VeriSign or Thawte are automatically accepted by the VCC. If you try
to import a signed certificate, you receive a corrupted file error. The default file
extension is CRT.

Navigate to Actions > Configure > Certificates.
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| ,

__________________________________ i | Qutbound Lines I Salesforce Single Sign-On | Sound Settings |
i Certificates | Speed Dial |— Local ANI's I Dialing Rules I Password Policies |

Certificate Type: | Trusted Certificates

Issued By Issued To Valid From Valid Till

Remave [ Accept All Certificates

Click Add to display the list of certificates available. Scroll to the certificate you want to
add, and click Open to add the certificate to the list.

Desktop Taolkit Localization Time Zone Dialing Salesforce Gateway Proxy User Access Schedules
Password Restrictions  Campaigns ~ Trusted PRanges  VelocFy  OutboundLines  Single Sign-On  Sound Settings  Web

Other  Export KPI E-Mal  Certficates  SpeedDial AN Dialing Rules Auth Profiles Password Policies
Certificate Type: | Trusted Certificates
Issued By Issued To Valid From Valid Till

DigiCert High Assurance EV R... DigiCert High Assurance EV Root C... Nov 9, 2006 4:00:00 PM Nov 9, 2031 4:00:00 PM

Add Remove | []Accept All Cartficates | Save

Exit

Optionally, check Accept All Certificates to allow the system to trust the certificates
from all servers.

e The system allows connection with all Web servers even if their certificates
cannot be found among the imported ones.

e The system allows connection with only the Web servers with certificates
already in the list or signed by a certificate authority.
Click Save, then Exit to save the certificates

Testing the Imported Certificates

Send test HTTPS requests to the server from a Web browser. If you are successful, your

setup is completed. If you see a browser message about the certificate, most likely you
need to import it.
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Removing a Certificate

To remove a certificate, select it in the certificates list and click Remove.

You will be prompted to confirm the operation.

Generating an Unsigned Certificate

Use a utility such as keytool with this command to generate an unsigned certificate:
keytool -genkey -alias mykey -keyalg RSA -validity 3650 -keystore
mykeys.keystore

Defining Settings for Agent Desktop Plus

If your domain is licensed for Agent Desktop Plus, you can configure global settings for
your web-enabled agents in the Web tab of the VCC Global Configuration Settings.
Navigate to Actions > Configure > Web.

You can change and set the duration for the period of inactivity (specified in minutes)
to your desired setting. You can also set the period (set in minutes) to warn the user

before the session expires.

Note: The default setting is 480 minutes for inactivity and 20 minutes for the
warning notification.
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Auth Profiles | Password Policies Campaigns I

Other Expart KPI E Certificates

Trusted IP Ranges | Velocify |
| Speed Dial | anr |

Outbound Lines
Dizling Rules

Single Sign-On | Sound Settings | Web Analytics

Agent Desktop Toolkit I Time Zone Dialing

Set Agent Access to Use Web, Java, or Both Clients
[7] override Agent Level Settings
Java Agent
Web Agent
Set Supervisor Access to Use Web, Java, or Both Clients
[7] override Supervisor User Level Settings
Java Supervisor
Web Supervisor
Session Expiration Settings
Enable Session Expiration
Period of inactivity after which session expires {minutes):

Period to warn the user before session expires (minutes):

Web Sites Allowed to Access REST API (CORS)

Remove

Field

Override
Agent Level
Settings

Override
Supervisor
User Level
Settings

Enable
Session
Expiration

Description

Overrides for all agents the permissions in the user’s properties for the
Java and Web agent interfaces. This setting forces agents to use the
option(s) that you select here.

Overrides for all supervisors the permissions in the user’s properties for
the Java and Web supervisor interfaces. This setting forces supervisors
to use the options that you select here.

Number of inactive minutes allowed before the session expires and
before the session expiration warning. The session expiration timer
continues regardless of the application's state, whether it is fully open
and visible or hidden behind another tab. Session expiration will not
occur if the agent is on an active call. To disable it, uncheck Enable
Session Expiration.

¢ Assuming the “Period to warn the user before session expires
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Field Description
(minutes)” is set to five minutes.

¢ Assuming the “Period of inactivity after which session expires
(minutes)” is set to 20 minutes.

After 15 minutes of inactivity, a warning appears, indicating that five

minutes remain before the actual expiration, which occurs after 20

minutes of inactivity.

Inactivity is defined as the absence of use or interaction with the

mouse or keyboard on a control within the application, as opposed to

general computer activities. The timer does not reset when you click

anywhere on the user interface.

Managing Speed Dial Numbers

Speed Dial numbers provide fast access to the most frequently dialed outbound
numbers in the Make Call, Add Conference Participant, and Transfer Call menus of the
Agent application. You can define short codes for agents to enter instead of entering
full-length phone numbers each time. Agents may see (Emergency) appended to
numbers that are designated as emergency contact.

Note: Speed dial numbers can be combinations of three character strings that
can contain any combination of letters (A-Z) and digits (0-9).
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Adding Speed Dial Numbers

1 Navigate to Actions > Configure > Speed Dial.

2
& VCC Configuration l X |
Password Polides | Other | Trus Veloi! Outbound Lines
Export I KPI I—Eﬂall I Certificates Speed Dial Local ANI's Dialing Rules

Speed Dial Table:
Code Number Description
fa 3252012014

2 Click Add to define the speed-dial number

° Code: Shortcut code up to three digits or letters to provide quick access to
the phone number.

° Number: Complete valid phone number. You can enter international
numbers with up to 20 digits.

° Description:

Short description of the speed-dial number.

3 Click OK to save your changes.

Delete Speed-Dial Numbers

1 Select one or more numbers you want to remove from the list.
2 Click Remove.
3 Click Yes to verify that you want to remove the selected numbers.

Configuring Dialing Rules in VCC

Dialing rules prevent the VCC from calling contacts in specified states or regions during
a specified time range. You can apply the rule to the time zone of a phone number or
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to a fixed time zone. The rules may be applied to manual calls. You can define time
zone rules as follows:

e Area code + prefix of phone number to be dialed.
e Alphanumeric postal code.
¢ State
To apply dialing rules to campaigns, enable Follow the restrictions on state dialing

hours/dates in the Time Zone Dialing tab of the campaign properties. For more
information, see Configuring Time Zone Dialing in VCC.

Adding Dialing Rules
Deleting Dialing Rules

Adding Dialing Rules

Dialing rules are applied based on the contact’s state. See Configuring Time Zone
Dialing in VCC for information on setting the way that the state is determined

. You can add as many rules as you need.

1 Select Actions > Configure.

2 Select the Dialing Rules tab.

The upper section contains the campaigns that follow these dialing rules. The
lower section contains the rules.
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Other
Certificates

Trusted IP Ranges
Speed Dial

Password Policies.

Export KPL E-Mail

Velod

Local ANI's Dialing Rules

Campaigns with State Dialing Rules applied:

Name Status

Collections Mot Running

times. Rules with spedific states specified will prohibit dialing at the con
the "Apply State Dialing Rules' option selected:

The dialing rules below that apply to "Any' states will prohibit all campaigns from dialing at the specified
figured times by campaigns with

MName State/Province Prohibited Time Date R
09:00 AM To 05:00 PM
All Day, Thu

12:00 AM To 03:00 AM

Indiana
Any
California

Indiana
Scott Test2
Testing New Rule

ange Manual Calls

»Sun-Tue  Inactive
Active

, Sun,Wed Active

Remove

Edit Save

field is not empty in your dialing list(s) before using State Dialing Rules.

NOTE: The State/Province is determined only by the Contact Field, "State”™. Please confirm that this

3 Click Add to open the Create Dialing Rule window and define a new rule.

& Create Dialing Rule

i

Campaign Profile settings.

MNOTE: The configured rule is applied to all automatically dialed calls. The setting overrides any

Rule Name:

StateProvince:

Possible Contact Text:

Date:
@ Days of Week

[[15un [T1Men [ Tue [T Wed [7] Thu []Fri [C]Sat

(7) Date Range: From: |January

- | |1 - | To: |January

][ -]

Time:
(Z) All Day Long

(@) Time Range: 12:00 AME" To

: | 12:00 AM S

Time Zone:

(@) Inherit Campaign Settings

() Fixed Time Zone

| (GMT-08:00) America/Los_Angeles, PST

Apply to Manual Calls
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Field
Rule Name

State/Province

Possible Contact Text

Date

Time

Description

Name that appears in the dialing rules
table.

U.S. state, Washington, DC, Puerto
Rico, or Canadian province. The Other
option has no configured possible
contact text (next item), which enables
you to create a rule for arbitrary text
values that may be entered in the state
contact field.

Comma-separated list of how this state
might be indicated in the calling list.

Additional text can be contained in the
State contact field (for example,
Alabama, AL indicates that this dialing
rule applies to contact records using
either Alabama or AL in this field).

Days of Week: Apply the state dialing
rules based on days of the week
instead of a date range. Select this
option to comply with telemarketing
laws in each state, without any manual
intervention with campaigns.

Date Range: Applies to specific dates,
during which campaigns should not dial
to the specified state. For example,
such a rule can exclude state holidays
from your dialing activity. You can
specify a date range which contains
one or multiple days.

All Day Long: Apply the dialing
restriction to the entire day. Select this
option if you do not need to dial
customers on the specified days. For
example, such a rule can be used to
exclude holidays from dialing.

Time Range: Apply the rule to the
specified time range. For example, you
may not want to dial after 8 PM every
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Field Description
day or on Sundays before 10 AM.
Campaign dialing time options can also
be specified in Profile properties. See

Editing the Properties of Campaign
Profiles.

Time zone Select inherit campaign settings or
fixed time zone. Time zones with DST
shifts are automatically adjusted.

Apply to Manual Calls To apply the rule to manual calls in
addition to automatically dialed calls,
check Apply to Manual Calls. To
enforce that queue callbacks follow
your defined dialing rules, enable this
feature.

4 Click OK to save your changes.

Note

In Five9 CRM integrations, dialing rules are not applied in the following
scenario:

° Two contact records have the same number: Record A specifies a
state that has an associated dialing rule, while Record B does not
specify any state.

° A skill voicemail or missed call is arbitrarily associated with Record
B.

° An agent returns the call at a time prohibited by the dialing rule.
© The call is permitted because it is associated with Record B.

Deleting Dialing Rules

To delete rules, select one or more numbers in the list, click Remove and OK.
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Configuring Time Zone Dialing in VCC

The Time Zone Dialing tab contains options that set, for your entire domain, how a
contact’s time zone and state are determined for use in dialing rules. These settings can
be overridden for specific campaigns. For more information, see the Campaign
Administrator's Guide, Configuring Time Zone Dialing Options.

€ VCC Configuration

Password Restrictions Campaigns Trusted IP Ranges Velocify Outbound Lines Single
Other Export  KPI  E-Mai Certificates Speed Dial ANI jali
Desktop Toolkit Visualization Unified Communication Localization

Time Zone Assignment

() Use Phone Number Area Code + Prefix
(®) Use ZIP/Postal Code of Contact Record then Phone Number Area Code + Prefix
() Use State of Contact Record then Phone Number Area Code + Prefix
Note: ZIP Code and State apply only in the US and Canada
State Dialing Rules

() Use Contact's State

(®) Use Contact's State then lookup State by Phone Number Area Code + Prefix

(0) Use Contact's State then lookup State by ZIP[Postal Code of Contact Record
Note: ZIP Code and State apply only in the US and Canada

Time Zone Assignment

Use these options to set how time zone is determined:

e Use the Phone Number Area Code + Prefix.

¢ Use the ZIP/Postal Code of Contact. If that is not available, use Phone Number
Area Code + Prefix. Applies only to U.S. and Canada.

e Use State of Contact Record. If that is not available, use Phone Number Area
Code + Prefix.

Note: Manual outbound calls do not use the state assigned to the contact
record. They always follow the time zone assignment based on the phone
number’s area code and prefix.

When setting time zone assignment and state dialing rules, be sure to consider what
location data is available. For example, the contact’s state may not always be specified.
Consider also what works best for your contact center’s business.
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State Dialing Rules

Use these options to set how the state is determined:

e Use the contact’s state only.

e Use the contact’s state. If that is not available, use the contact’s phone number,
area code, and prefix to search for the state.

e Use the contact’s state. If that is not available, use the ZIP or postal code of the
contact record to search for the state. ZIP, postal code, or state apply only to the
U.S. and Canada.

Configuring Schedules

The Schedules tab enables you to create schedules to be shareable and reusable among
your campaigns and IVR scripts rather than creating these uniquely for each use.

Creating Schedules

To create a new schedule, follow these steps.
1 Navigate to VCC Configuration > Schedules.
Click Add.
Provide a unique name for this schedule.
Provide a schedule description.
To add schedule events, click Add.
For each schedule event, populate the day and time information.
To save that event, click OK.

Associate an IVR script to which this schedule applies.

O 00 N O 1 A W N

To save this schedule, click OK.

Managing Authorization Profiles

You can use the Auth Profiles tab to manage your authorization profiles in a single
repository.
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& VCC Configuration

5

IWEbI

Sound Settings Web Analytics I Agent Desktop Toolkit I Visualization I Time Zone Dialin
Passward Polides | Campaigns I Trusted IP Ranges Velocify | Qutbound Lines = =
Other Export I KPL E-Mail I Certificates Speed Dial I ANI I Dialing Rules (__ Auth Profiles _:-
Auth Repository:
MName Type MNotes
Einstein QAUTHZ
basic_suth ’ BASIC -
GoogleSpeech & Create Auth Profile Iﬁ
vs_soap
Salesforce jwt Type: ‘Baac o I
mm_test Name: Basic
SFDC
Notes:
jwt KeyStore
basic User Name:
Salesforce External Routing Jwt Password:
< Remove Edit Test Save

Creating Authorization Profiles

The following autho

rization profile types and testing are available.

Basic Authorization Profile

Basic authorization profiles require the minimal level of access grant credentials. A
unique profile name, user name, and password are required. Descriptive notes are

optional.

& Create Auth Profile

S

Type: :Basic
MName:

Notes:

User Name:

Password:

Cancel

To add a profile usin

1 Click Add.

g basic authorization credentials, follow these steps:

2 Select Basic from the Type selection list.

3 Provide a unique Name for this profile.
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4 Add any Notes to describe this profile.
5 Enter the profile User Name.

6 Enter the profile Password.

7 Click OK.

OAuth2 Client or Resource Owner Password Credentials
Grants

OAuth2 client credentials grant enables an application to make protected resource
requests on behalf of the resource owner with authorization.

f @ Create Auth Profile & Create Auth Profile X
Type: OAuth2 Type: OAuth2 v
Name: Name;

Notes: Notes:
OAuth2-Flow: | ClientCredentialsGrant ... . | OAuth2-Flow:  Resource Owner Password Credentils Grant >
Auth URL: User Name:
Client Id: Password:
Client Secret: Auth URL:
Scope: Client Id:
Supply In: @ HTTP Authorization Header Re: Client Secret:

Scope:

(A ,
Supply In: @ HTTP Authorization Header ) Request Body
A
[ cancel
. 2

To add a profile using OAuth2 client credentials grant, follow these steps:

1 Click Add.
Select OAuth2 from the Type selection list.
Provide a unique Name, and add Notes to describe this profile.

H W N

Password Credentials Grant.

Enter the User Name for the Resource Owner Password credentials grant.
Enter the Password for the Resource Owner Password credentials grant.
Enter the Auth URL address.

Enter the Client ID.

Enter the Client Secret.

O 0 N O Wun

10 Enter the Scope.
Enter multiple scopes as a space-delimited list.
11

12 Click OK.

95

Basic Configuration ¢ Administrator’s Guide

From the OAuth2-Flow list, choose Client Credentials Grant or Resource Owner

Select HTTP Authorization Header or Request Body to Supply your credentials.



Domain Settings

Managing Authorization Profiles

OAuth2 JWT Bearer Grant and Key Store

OAuth2 JWT bearer grant enables applications with the appropriate scope to access
resources and perform actions in Jira and Confluence on behalf of users.

(& Create Auth Profile (& Create auth profie ) |
Type: OAuth2 fpe: Ohuth2 -
Name: Name:

Notes: Notes:
OAuth2-Flow: Jwt Bearer Grant OAuth2-Flow: Iwt Bearer Grant (Key Store) -
Issuer: Issuer:
Audience: Audience:
Subject: Subject:
Expiration: 00:16:40 Expiration: '00: 16:40 |
Signature Type: RS256 Signature Type: |R5256 ]
Key: KeyStore Path: _
Additional Claims: | { [ Type: RS512

KeyStore Password:

Key Alias:

= Key Password:

Additional Claims: o E

To add a profile, follow these steps:

1 Click Add.

Select OAuth2 from the Type selection list.
Provide a unique Name for this profile.
Add any Notes to describe this profile.

Choose Jwt Bearer Grant or JWT Bearer Grant (Key Store) from the OAuth2-
Flow selection list.

u A W N

Enter the Issuer for this profile.

Enter the Audience for this profile.

Enter the Subject for this profile.

Enter the Expiration for this profile in HH:MM:SS format.

10 Using the Signature Type selection list choose RS256, RS384, or RS512.
11 Enter the profile Key specific to JWT Bearer Grant with no key store.
12 Enter the KeyStore Path.

13 Enter the KeyStore Type.

O 00 N O

14 Enter the KeyStore Password.
15 Enter the Key Alias.
16 Enter the Key Password, and click OK.
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Testing Authorization Profile Credentials

Important

Five9 does not currently support JWT Bearer Tokens. However, you can use this
authorization profile.

To test your credentials, click Test.

r & VCC Configuration @
Sound Settings | Web I Web Analytics I Agent Desktop Toolkit Visualization Time Zone Dialing
Password Polides Campaigns Trusted IP Ranges M
Qther Certificates speed Dial AT Dialing Rules Auth Profiles
Auth Repository:
MName Type Motes
Einstein OAUTH2
basic_auth BASIC
GoogleSpeech OAUTH2
vs_soap BASIC
Salesforce jwt OAUTH2
mm_test BASIC auth_test
o
wt KeyStore QAUTH2
basic BASIC
Salesforce External Routing Jwt OAUTH2
—_—
Add | [ Remove | [ Edit ([ Test ) sewe
Exit
h

Configuring Proxy User Access

Proxy access enables Five9 personnel to access your domain without entering your
personal credentials. This feature is useful for troubleshooting. Proxy user access is

disabled by default.
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=
& VCC Configuration

=)

Note: Current domain Time Zone is applied to selected Date and Time values.

Notification Options
@ Notify
Email Address

emaill 1@yourCompany.com; email2@yourCompany.com

() Do not Notify

Password Polides Sound Settings
Other Certificates Speed Dial
Web Desktop Toolkit Visualization Unified Communication Time Zone Dialing
Access Configuration
@ No Access to Fives Team
() Full Access to Fived Team
() Limited Access to Fived Team
From Date and Time To Date and Time
JJ-."Ednesde‘f. February 27, 2019 | [9:30 PM |5 J\'-a'ednesda‘r'. February 27, 2019 | [9:30 PM |5

Save

1 Select Actions > Configure.
2 Select the Proxy User Access tab.

3 Choose an access configuration:

© No Access to Five9 Team: (Default) Access is denied.
° Full Access to Five9 Team: Access is granted for any user with a profile in

your domain.

° Limited Access to Five9 Team: Access is granted for a defined time period

for users who have a profile in your domain.

4 Configure your notification options to receive email notification for proxy user

login/logout events.

° Notify: Enter semicolon-delimited email addresses for email notification

of proxy user login/logout events.

° Do Not Notify: You are not notified for proxy user login/logout events.

5 Save your settings.
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Enabling Salesforce

If your domain is enabled for Five9 Engagement Workflow, this menu enables you to
manage external routing of Salesforce chat and case objects with the configured
Salesforce authorization profile (see Managing Authorization Profiles).

7 <
& VCC Configuration L—E_"hj
Password Polices | Campaigns | Trusted IF Ranges I Velodfy I Outbound Lines I Single Sign-On |
Other | Export | KPI | EMail | Certificates | SpeedDial | anr | Disling Ruies :
Sound Settings I Web | Web Analytics I Agent Desktop Toolkit | Time Zone Dialing (_Salesforce Gateway

Enable Salesforce Gateway

Auth Profile: | © SFGWIwiK -

Defining the Maximum Number of Outbound

Lines

When all outbound lines are in use by campaigns, agents may encounter problems
when attempting to make transfers, callbacks, manual calls, or outbound calls. To avoid
this problem, reduce the maximum number of lines used for automated campaign calls
to save outbound lines (100% minus the configured setting) for other activities.

This setting reduces the number of lines which may be used by outbound campaigns in
predictive, power, or progressive dialing modes, and by autodial campaigns. Preview
dialing campaigns, third-party transfers, and manual calls associated with campaigns
share the defined outbound line utilization percentage.

The number of reserved lines is rounded to the nearest whole number, and the
effective maximum number of maximum lines for automated dialing is shown to the
right of the percentage setting. If the total number of provisioned outbound lines for
the account changes in the future, the maximum number of lines for automated dialing
is automatically reduced or increased.
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New accounts are created with a setting of 95%. The minimum possible percentage is
25%. If an account has fewer than 4 outbound lines, or if outbound campaigns are
disabled, the option is disabled.

If the maximum number of outbound lines for automated campaign calls is changed to
a number that is lower than the maximum in an autodial campaign, the VCC
Configuration setting takes precedence: the lower number is used. A warning appears
the next time you access the campaign properties to change settings.

1 Select Actions > Configure.

2 Select the Outbound Lines tab.

You can see the total number of outbound lines provisioned for the account.

| Export | KPI | E-Mail | Certificates | Speed Dial | Local ANI's | DialinaRules |
Password Policies T Other | Trusted IP Ranges I Veloify | Outbound Lines
Outbound Lines Utilization
Total number of cutbound lines: 30
Maxme_AmIlnEs for automated (non-preview outbound or hDU: % (30lines)
auto-dial) campaign calls:

3 Define the maximum percentage of lines for automated campaign calls.

4 Click Save and Exit.

Defining Single Sign-On Identity Providers

For detailed SSO configuration and administration details, see the Single Sign-On
Administrator's Guide.

For single sign-on, you may configure and use simultaneously multiple identity
providers in each domain. To enable users to be recognized by all the identity providers
that you configure, you must assign to each user a unique Federation ID in the user's
properties.
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Note

Defining Single Sign-On Identity Providers

Configuration changes may take up to 10 minutes to take effect.

In this section, you define the parameters of your single sign-on providers and
certificates.

SingleSignOnService HTTP-POST binding URL:

Default NameID Format:
SingleSignOnService HTTP-Redirect binding URL:

Service Provider initiated login URL (Fives Plus Adapter for Salesforce):

Service Provider initiated login URL (Fived Plus Adapter for Orade Service Cloud):

Service Provider initiated login URL (Customization of Agent Desktop Toalkit):

Other I Export | KFPI | E-Mail I Certificates I Speed Dial | ANI I Dialing Rules I Auth Profiles
Web Desktop Toolkit | Visualization | Unified Communication Time Zol jali oxy User Access
Password Policies Campaigns I Trusted IP Ranges Velocify OutboundLines || Sindle Sign-On || Sound Settings
Identity Provider: |SPtest - [ Create new IDP ] [ Delete IDP ]

Alias: |SPtest

Issuer URL: Valid Until

j Wednesday, January 01, 2020 | 10:26 AM =

.(GMT+03:DD) Europe/Moscow, MSK

|urn:oasis:names:tc:SAML: 1, 1:nameid-format:emailAddress

4

Copy to Clipboard
Copy to Clipboard
Copy to Clipboard

Certificates
Issued By Issued To Valid From Valid Till
Remove Download

Undo

Defining Identity Providers

You create, edit, or delete defined identity providers
Sign-On tab.

Defining a New Identity Provider
To create a new identity provider, follow these steps:

in the upper section of the Single
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1% veC Configuraton =)

Other | Export | KPL | E-Mail | Certificates | Speed Dial | ANI | Dialing Rules | Auth Profiles
Web Desktop Toalkit I Visualization I Unified Communication Time Zo jalis oxy User Access
Password Policies Campaigns I Trusted IP Ranges Velocify Qutbound Lines Single 5ign-On Sound Settings

Identity Provider: | * Create new IDP Delete IDP

Alias:
Issuer URL: Valid Until
¥ | Tuesday, March 26, 2018 [ 5:55 PM|%
SingleSignOnService HTTP-POST binding URL: | (GMT+03:00) Europe/Moscow, MSK v |
I s - Default MameID Format:
SingleSignOnService HTTP-Redirect binding URL: r -
e g \urn:oasis:names:te:SAML: 1. 1:nameid-format:unspecified -,

urn:oasis:names: te:SAML: 1, 1:nameid-format:unspecified
urn:oasis:names: te:SAML: 1, Linameid-format:emailAddress
Service Provider initiated login URL (Fived Plus Adapter for Salrn; gasis:names: tc:SAML: 2, 0:nameid-format:persistent

gaapp0 1d. fiveslab.com/appsves/saml sp/1//alias/sf urn:oasis:names: tc:SAML: 2, 0:nameid-format: fransient

Sevice Provid = jnif=?~ lagin 'R (Fived Plug Ad=rtor for Mrad- Saryige Cloe

1 Navigate to Actions > Configure > Single Sign-On.
2 Click Create new IDP.

3 Populate the resulting fields.

Field Description

Alias Provide an intuitive name.

Issuer URL Provide the URL to the IdP
that will issue the security
token.

SingleSignOnService HTTP-POST Binding URL  Provide SAML POST binding
URL.

SingleSignOnService HTTP-POST Redirect URL  Provide SAML POST redirect
URL.

Valid Until Provide termination

date/time/time zone for
expiration of this set of
metadata. This date defined
may be up to the certificate
validity date.

Default Name ID Format Select the format for your
default Name ID.

4 Click Save.
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Deleting a Defined Identity Provider
To delete defined identity providers, click Delete IdP.

Defining Service Provider Initiated Login URLs

Using a service provider Initiated login URL enables your users to utilize SSO credentials
managed by a third-party IdP. The service provider (SP) sends an authentication
request to the IdP. Both the request and the returned SAML assertion are sent through
the agent’s browser via HTTP POST. In this section, you can populate login URLs
distinctly for: Five9 Plus Adapter for Salesforce, Five9 Plus Adapter for Oracle Service
Cloud, and customization of Agent Desktop Toolkit (ADT).

Defining Certificates

You need to import certificates only for unsigned certificates and SAML authentication.
Certificates signed by an authority such as VeriSign or Thawte are automatically
accepted by the VCC. Any certificates used for SAML authentication, regardless of the
certificate source public key provided by the IDP, must be imported into VCC. If you try
to import a signed certificate, you receive a corrupted file error. The default file
extension is CRT.

You may have unique certificates for each application or you may refer to a single
certificate metadata to create unique IDP entries for each application. You may define
multiple certificates for an IDP with different expiration dates to prevent SSO service
interruption due to certificate expiration.

To add or import a security certificate, follow these steps:

1 Click Add to display the list of certificates available.

2 Scroll to the certificate you want to add, and click Open to add the certificate to
the list.

3 Click Save.
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Configuring the Trusted IP Ranges

You can configure the IP ranges that allow access to VCC applications. Users must
access the VCC applications from a computer with an IP address in one of the
configured ranges.

1 Select Actions > Configure.

2 Select the Trusted IP Ranges tab.

| Export I KPL I EMail | Certificates I Speed Dial I Local AMI's I Dialing Rules |
| Password Polides IOﬂ1er| Trusted IP Ranges | Velocify I QOutbound Lines I Single Sign-0n I Sound Settings

Start IP Address End IP Address

3 Click Add to add a new line in the list where you may specify an IP range (with
Start and End IP Addresses).

For each line, follow these steps:
a Double-click the start IP address line, and enter your value.
b Double-click the end IP address line, and enter your value.

4 Repeat step 3 as needed to add other ranges.
5 Enable Restrict Access to Trusted IP Ranges.

6 Save changes and Exit.
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Setting Password Policies

In this section, you set the password policies for your domain and enable the
permissions that apply to passwords. Select the Actions > Configure > Password
Policies tab.

) (%]
Sound Settings Web Localization Time Zone Dialing Proxy User Access Schedules
Password Restrictions Campaigns Trusted IP Ranges Velocify Outbound Lines Single Sign-On

Other Export KPI1 E-Mail Certificates Speed Dial ANI Dialing Rules Auth Profiles Password Policies

Password Complexity

Minimum password length 8 2| Minimum allowed = 8
Minimum number of capital characters 1% | Minimum allowed =1
Minimum number of digits 1% | Minimum allowed =1
Minimum number of special characters 12| Minimum allowed =1

Allowed special characters #8 %8 +, - =>2@[\]*_

User Lockout Policies

Maximum invalid login attempts for agents and supervisors 10 & | Maximum allowed = 10
Lockout duration in minutes 2 | &| Admin must reset password =0, Maximum allowed = 99,999
Password duration None
Number of consecutive unique passwords 10 & | Minimum allowed = 10
Others

+| Users can request new password on login page
Save

Exit

Password Complexity

You can set these password complexity requirements.

Minimum Shortest possible password. The default minimum allowed is 8.
password length For stronger passwords, increase this number. You can set any
length from 8 to 100.

Minimum number Minimum number of uppercase letters. The default minimum
of capital allowed is 1. For stronger passwords, increase this number. You
characters can set any value from 1 to 25.
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Minimum number  Minimum number of numerical characters. The default
of digits minimum allowed is 1. For stronger passwords, increase this
number. You can set any value from 1 to 25.

Minimum number  Special characters, such as punctuation marks, $, %, and so on.

of special The default minimum allowed is 1. You can set any value from 1
characters to 25. See the complete list below.

Allowed special Not editable. Set of special characters allowed for in password:
characters PN E S s s () - /s < =>20Q@ [\~

2 oe

{13

User Lockout Policies

When your domain is created by Five9, two options are added to your configuration:

e Start date and time of the security reminders for all users
e Number of days to show reminders

Maximum invalid Largest number of unsuccessful login attempts before an agent

login attempts for or supervisor user account is locked. The default value is 5; the

agents and maximum is 10. This setting applies to individual applications

supervisors and the customer portal. However, the lockout process is
displayed differently in each. After an account is locked, further
login attempts are ignored. See Unlocking Users.

Lockout duration = Number of minutes that a user lockout is enforced. This value is

in minutes displayed on the user property sheet for locked out users and
updates when you change tabs or open the page. A value of zero
(0) minutes requires an administrator to reset user passwords.
The maximum value is 99,999 minutes.

Password duration Expiration period in days. The default value is 30 days; the
maximum is 360 days. Password expiration notifications are sent
to Java users starting at 20% remaining time, such as 18 days
remaining for a 180-day expiration policy. Web application users
are notified beginning at less than 8 days remaining. Different
messages display for less than 8 days, 1 day, and zero (0) days
remaining. After the expiration date, users must contact their
administrator to change their password.
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Your password will expire in 14 day(s).

Please contact your Administrator to change the password.

Number of Set this value to prevent the reuse previous passwords. The
consecutive default value is 10, the maximum value is 25. For stronger
unique passwords security, increase the value.

Password Reset Permissions

Users can Enables users to reset their password from the login page and to see
request new  the security questions. This is selected by default. If you disable this
password on  option, users must contact an administrator to reset their password.
login page

Note: Be sure to manage the accounts of APl users and other users who are
not allowed to change their password. The Administrator application presents
the list when you log in.

Password Requirements

Your password requirements are displayed in the Change Password window of My
Settings and in the user applications. The Update button is enabled when the password
requirements are met.
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Home System Status B8 English - United States %9 Log Out

Password Requirements

€D Must be at least 8 characters

€Y Must include at least 1 capital letters

€9 Must include at least 1 numbers

&9 Must include at least 1 special characters. Allowed special characters: 1"#$% 6°(})~+ - [;e==2@ [\]A_"{|}~
&) Cannot contain a part or all of the user name

& Cannot be guessable or easily identified

What is your pet's name? v

Configuring Password Restrictions

Restricting common or easily-guessed passwords form use enhances your security.

Five9 populates a list of mandatory password exclusions. You can also define custom
password exclusions for your domain. You can use regular expressions or define
password patterns. Restricted strings are not case sensitive. For example, MyCompany,
mycompany, and myCompany are all forbidden by a single restriction.

Manage password restrictions in the Password Restrictions tab:
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€ VCC Configuration X

Visualization Unified Communication Localization Time Zone Dialing Salesforce Gateway Proxy User Access
Campaigns Trusted IP Ranges Velocify Outbound Lines Single Sign-On Sound Settings Web Desktoo Toolkit
Other Export KPI E-Mal Certificates Speed Dial ANI DialingRules  Auth Profiles  Password Policies ~ Password Restrictions

This section displays your custom restrictions and enables you to download a list of restrictions. You can add, modify, and delete custom
restrictions. Each item is a specific word or regular expression pattern that cannot be used as password. For example, the regular expression
“admin\d*" means that the word admin followed by any number cannot be used as a password.

Search:
Password Pattern Type
Password1! Exact
A SsS)PplR [Tt ][NN][Gg][0-9][0-9]* RegExp
Pag$word RegExp
Add Remove Edit Save

To add password restrictions for your domain, follow these steps:

1 In the Password Restrictions tab, click Add.

)

[} Reqular expression

Cancel

2 Enter the password or regular expression to restrict.
3 Click OK.

4 Click Save.

Defining Audio Settings for Softphone

If you are using Five9 Softphone with your integration, you can define settings at the
domain level to override settings an individual user might have set to manipulate sound
quality. Individual users can adjust the amplification of the microphone to improve
voice quality or attempt to prevent echoing in the call.

To open the Sound Settings tab, navigate to Actions > Configure > Sound Settings.
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Export | kPL | EMail | Certificates | SpeedDial | localanrs |
Password Policies IDﬁwerI Trusted IP Ranges I Velocify | Cutbound Lines I Single Sign-On | Sound Settings

Default Softphone Audio Options
l Override User Level Settings

Enable Automatic Gain Control
[ Enable Acoustic Echo Cancellation

Field Description

Override User Level Settings To override any settings an
individual user might have set
when they adjusted Five9
Softphone settings from their
station.

Enable Automatic Gain Control Adjusts the amplification of the
microphone so that the sound is
more consistent throughout a call.

Enable Acoustic Echo Cancellation Improves voice quality by

preventing or removing echoes in
a call.

Defining Additional Default Domain Call Settings

You can define additional call settings in the tab named Other in the VCC Configuration
window. The options configured in the Other tab apply to all agents in the domain.
Some of the options, such as reason codes, are described in that section.
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Defining Internal Calls and Skill Voicemail Settings
Defining Time-Out Settings for Cold Transfers
Showing Dial Attempts as Contact Sessions
Setting Domain Locale and Translations

Defining the Default Time Zone for Your Domain
Setting Call Recording Options for On-Hold Calls
Enabling Enhanced Call Logging

Setting the Distribution of Interactions

IPRanges | Velocify | Outhoundlines | Single Sign-on | Sound Settings | Web | Web Analytics | Time Zone Dialing |
Other | Export | kPI | EMail | Certificates | SpeedDial | LocalAnrs | DislingRules | PasswordPoiicies | Campaigns

Internal calls
Internal call queue timeout {mm:ss): 00:20 E"
[#] Transfer timed-out internal calls to skill voicemail

Skill voicemail

Voicemail acceptance timeout (mm:ss): 00:30 Iﬁ"

Reason Codes
Enable Reason Codes

Dial Attempts
[] Show Agents All Dial Attempts as Contact Sessions

Default Time Zone
| @MT-08:00) US/Pacific, PST

On Hold Recording
[ Continue recording while call is on hold
(@ Record Agent
Record Calling Party

Call Logging
[/] Use enhanced call logging for "Name™ and Related To"

Task to Agent Distribution
[by Task Longest Wait Time =

Extensions Configuration

Minimal Extension Length:

Maximal Extension Length:

Minimal Extension Generated for New User:
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Defining Internal Calls and Skill Voicemail Settings

Internal call and skill voicemail settings apply to agent-to-agent or agent-to-skill group
calls.

Internal calls
Internal call queue timeout (mm:ss): 00:20 5
| Transfer timed-out internal calls to skill voicemail

Skill voicemail

Voicemail acceptance timeout (mm:ss): 00:20 =

1 Select Actions > Configure.

2 Select the Other tab.

Specify Time-Out Period for Internal ° Internal Call Queue Time-out:

Calls Specify in mm:ss format how
long an internal call can remain
in the call queue before a time-
out occurs.

° Transfer time-out internal calls
to skill voicemail: Check if
internal call should be
transferred to the related skill
voicemail when time-out period
is reached.

Skill Voicemail Voicemail acceptance time-
out: Indicate in mm:ss format the
length of time before voicemail time-
out when a call is transferred.

3 Click Save.

Defining Time-Out Settings for Cold Transfers

You can globally specify the waiting time allowed and the action to be taken once the
timer has expired or enable agents to adjust these settings for each call. Changes
override the agent settings and take effect at their next login.
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Cold Transfers
Cold Transfer time-out default value (mm:ss): 10:00 -

On time-out:
Return call to agent

Send to voicemail after timer expires

@ Send to voicemail immediately if agent is not available

/| Agent can override time-out settings

Important

When call recording continues when agent transfers the call to a third party,
you are responsible for notifying the third party that the call is being recorded
and for obtaining consent when required by law.

Understanding Cold Transfer Time-Out Setting Results

The results of your agent’s cold transfer time-out attempts vary depending on your
target availability, timer setting, and the time-out action that you choose. The following
tables describe the possible outcomes of your setting combinations.

e T =Cold-transfer time-out setting: (00:00 = infinite time-out, 00:30 = 30-second
time-out)

e A= Action taken when time-out expires

e VM = Voicemail

Destination = Agent

Call Transfer Result When the Receiving Agent is:

Settings Logged Not Ready Ready Ready Ready
Out
(auto- (manually (on an active
accept  accept calls) call)
calls)
T =00:00 Call sent Added to Agent Agent station  Added to
A = Send to to personal gets call rings until call personal
VM after timer agent’s queue-no is answered or queue - no
if no agents VM time-out abandoned time-out
are available
T =00:00 Call sent Call sent to Agent Agent station  Call sent to
A = Send to to agent’s VM gets call rings until call agent’'s VM
VM agent’s is answered or
immediately if VM abandoned
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Destination = Agent

Call Transfer Result When the Receiving Agent is:

Settings Logged Not Ready Ready Ready Ready
Out
(auto-  (manually (on an active
accept accept calls) call)
calls)
no agents are
available
T=00:30 Call sent Personal Agent Personal Personal
A = Send to to queue for30  getscall queuefor30 queue for 30
VM after timer agent’s  seconds, then seconds, then  seconds, then
if no agents VM VM VM VM
are available
T=00:30 Call sent Call sent to Agent Personal Call sent to
A = Send to to agent’s VM gets call queue for30  agent’'s VM
VM agent’s seconds, then
immediately if VM VM
no agents are
available
T=00:30 Return Personal Agent Personal Personal
A = Return call call to queue for30  getscall queuefor30  queue for 30
to originating  orignal  seconds, then seconds, then  seconds, then
agent agent return to return to return to

original agent

original agent

original agent

Destination = Queue

Call transfer result to VCC Queue:

Settings Queue With Queue Without Ready Agents
Ready Agents
T=00:00 Agent gets call Added to queue with no time-out

A =Send to VM immediately if
no agents are available

T=00:30 Agent gets call Added to queue for 30 seconds then
A = Send call to VM after timer returned sent to VM

expires

T=00:30 Agent gets call Immediately sent to VM

A =Send to VM immediately if
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Destination = Queue Call transfer result to VCC Queue:

Settings Queue With Queue Without Ready Agents
Ready Agents

no agents are available

T=00:30 Agent gets call Added to queue for 30 seconds then

A = Return call to agent returned to originating agent

Calls forwarded to external numbers do not return to your contact center.

VCC Configuration

To configure your cold transfer timeout settings, follow these steps.

1 Select Actions > Configure.

2 Select the Other tab.

Specify Time-out Period and Actions for Cold Transfers

Field Description

Cold Transfer Default is 10:00 minutes. Specify in mm:ss format how long
time-out the transferred call can remain awaiting connection before a
default value time-out occurs.

On time-out Action to be taken on timer expiration:
© Return call to agent.
° Send to voicemail after timer expires.

° Send to voicemail immediately if agent is not available.
This option does not apply to external phone numbers.

Agent can If enabled, agents can override the domain-specific cold
override time-  transfer time-out settings
out settings

3 Click Save.

Showing Dial Attempts as Contact Sessions

This feature enables agents to see call attempts that were automatically assigned a
disposition by the dialer in the Contact Sessions panel of the Contacts screen in the
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Agent application.

ial Attempts
[] Show Agents All Dial Attempts as Contact Sessions

Default Time Zone

Setting Domain Locale and Translations

This option only displays if your domain is enabled for multiple languages. This feature
applies to all Five9 Plus applications in both Classic and responsive modes. In reports,
data sources and standard and custom reports are translated. For more information,
contact your account representative.

This application supports these languages:

e English e Brazilian Portuguese
¢ French (Canada) e Dutch

e French (France) e Norwegian

e Spanish e Swedish

e German e Danish

e Japanese ¢ Finnish

e Polish

If your account is enabled for multiple languages, select Actions > Configure >
Localization to access the features. You can select the languages for your environment
and assign to specific agents a language permission. Agents and supervisors can then
select their preferred language from the list of languages.
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— ]
% VCC Configurati -
| Other | Export | KPL | E-Mail | Certificates I Speed Dial | Local ANL's | Dialing Rules | Password Polici i Trusted IP Ranges
Velocify | Quthound Lines Single Sign-0n I Sound Settings I Web | Unified Communication Localization Time Zone Dialing

Locale Settings P
Default Domain Locale: :French | Canada -
| Operations with Translations
Configuration locale: :French | Canada -

Configuration locale: iFrench | Canada vj Upload 4

(German
English [ United States "

You can also change the language in the Options menu (next to the Actions menu) at
the top of the Administrator application. To apply the changes, log out and back in.

Setting Domain Default Locale
To assign a default domain locale, select a language.

Using Translated Files

You can add to the Administrator application translated custom objects, such as
campaigns, skills, and dispositions, and you can create rules to use translated text for
domain defaults and associate languages to campaigns and users.

You can download a file that contains your translations and upload a modified file
containing additions or corrections. Select a language and click Download or Upload.

Defining the Default Time Zone for Your Domain

This option enables you to set up the date and time for all users in your domain. The
selected date and time appear in all applications in the places where the date or time
appears, including contact fields and mouse-over tool tips.
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1 Navigate to Actions > Configure > Other.

Dial Attempts
[] show Agents All Dial Attempts as Contact Sessions

Default Time Zone
(GMT-08:00) Us/Pacific, PST -

0On Hold Recording
[] Continue recording while call is on hold

2 Select a time zone.
3 Click Save, Exit, and OK.

4 Log out and log back in again to apply the changes.

Setting Call Recording Options for On-Hold Calls

You can record either the contact or agent on hold or the parked contact. The current
call segment, except for the on-hold music, is saved in a separate file. The entire call
recording is associated with the agent.

The option applies to your domain for manual calls that are not associated with a
campaign. If the corresponding option is set for a campaign, the campaign option
overrides the domain option. This option is different from these events during which
agents are always recorded:

¢ Consult before transfer, conference, and transfer
e Hold while starting a conference

On Hold Recording
[] Continue recording while callis on hold
3) Record Agent

Record Calling Party

Specify On-Hold Recording Settings

Continue recording Specify whether to record the agent while the call is on hold
while call is on hold  or record the called party while the call is on hold.

Enabling Enhanced Call Logging

This feature applies to the Salesforce Open CTIl and Plus adapter CRM integrations. For
more information, see Open CTI for Salesforce Administrator’s Guide and Plus Adapter
for Salesforce Administrator's Guide.
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This feature enables agents to edit contact records when processing calls. Agents can
associate related objects, such as cases or opportunities, to contact records in the call
log.

Call Logging
[ Use enhanced call logging for "Mame” and "Related To™

Setting the Distribution of Interactions

You can specify how tasks are assigned to agents when tasks are waiting in queue for
agents to handle them.

IP Ranges | Velod Qutbound Lines | Single Sign-On | Sound Settings | Web | Time Zone Dialin Proxy User Access
Other | Export | KPI | E-Mail | Certificates | SpeedDial | ANI | Dialing Rules | Auth Profies Password Polides Campaigns

Internal calls
Internal call queue timeout (mm:ss): 00:20 %
Transfer timed-out internal calls to skil voicemail
Skill voicemail
Voicemail acceptance timeout (mm:ss): 00:20 5
Reason Codes
Enable Reason Codes
Dial Attempts
[ Show Agents Al Dial Attempts as Contact Sessions
Default Time Zone
| (GMT-07:00) US/Pacific, POT -
On Hold Recording
Continue recording while call is on hold
(@ Record Agent
() Record Calling Party

Call Logging
Use enhanced call logging for Name™ and "Related To”

Task to Agent Distribution
by Priority, Skill Level, FIFO | =]

by Task Longest Wait Time 45
by Task Priority (FIFO) 4=

by Priority, Skill Level, FIFO
M E E : Qooo

Order of Agent Skill Levels. (Default) Agent queues skill levels are given for each skill
that is assigned to an agent. Skill level represents the agent’s proficiency at the
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assigned queue and is similar to priority, with level = 1 being the highest priority.
Queue priority is determined by the order in which queues are listed on the agent’s
properties. For more information, see Assigning Users to Queues. When agents are
available, interactions are distributed by using queue priority. Use this task distribution
to have tasks assigned to your agents for which they are the most skilled. Tasks are
distributed by using these criteria, in the following order:

Call # | Queue, Skill Level | Queue Order | Task Priority | Waiting Time | Delivery Order _
1 Sales, 1 1 70 10:00 1
2 Sales, 1 1 70 9:00 3
3 Support, 2 2 70 8:00 5
4 Support, 2 2 60 7:00 6
5 Billing, 1 3 70 6:00 2
(¥] Billing, 1 3 60 5:00 4
1 Queue rotation is used for multiple queues waiting for the same skill level. Tasks

are distributed in consecutive order: Sales - Skill Level_1, Support -Skill Level 1,
...Queue_N-Skill Level 1. Agent skill level is distributed in ascending order. Call#1
has been waiting the longest for the highest skill level and is delivered first.

Queue order in agent skills list. This queue order determines the queue rotation
described in step 1.

Task priority is distributed in descending order. Higher priority tasks are
distributed first, after skill level distribution is considered.

o

(e)

o

o

Task priority, in descending order, is secondary in this selection.
Queues are chosen consecutively in this selection.
Call#5 is the second call delivered.

Call#2 and Call#6 are each waiting for the highest skill level and are
distributed in order of queue priority, consecutively.

Waiting time is considered only after agent skill level and task priority and is
distributed in descending order.

o

o

Consecutive queue selection continues for skill level = 1.

Call#3 and Call#4 are waiting for skill level = 2 and are distributed to an
available agent after all calls for skill level = 1 are distributed.

Task Priority. When no agents are available, interactions with the highest priority
among all queues are assigned to agents. Use this distribution to distribute tasks in
order of business value, or task priority, while still considering the agent skill level and
skills list order. Tasks are distributed using the following criteria, in this order:
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Call # | Queue, Skill Level Queue Order | Task Priority | Waiting Time | Delivery Order

1 Sales, 1 1 70 10:00 1
2 Sales, 1 1 70 9:00 3
3 Support, 2 2 70 8:00 4
4 Support, 2 2 60 7:00 6
5 Billing, 1 3 70 6:00 2
6 Billing, 1 3 60 5:00 5

1 Task Priority: Tasks are distributed in descending order. Higher priority tasks are
distributed first.

2 Agent Skill Level: Tasks are distributed in descending order of agent skill level.
Queue rotation is used for tasks waiting for the same skill level.

3 Queue Rotation: Queue rotation order is related to skill configuration, not
necessarily to any display order.

4 Waiting Time: After task priority, agent skill level, and queue rotation are
considered, tasks are distributed in descending order of longest waiting time.
Task Longest Wait Time. When no agents are available, interaction priority
increases with the waiting time. Use this task distribution when all tasks are of equal
business value and queue priority or agent skill level are not a consideration. Tasks are
distributed purely by task waiting time.

cail | Quaue, kil Lavel | Queue Order | TaskPriorty | Waitng Time | Dalivry Order |
1 Sales, 1 1 70 10:00 1
2 Sales, 1 1 70 9:00 2
3 Support, 2 2 70 8:00 3
4 Support, 2 2 60 7:00 4
5 Billing, 1 3 70 6:00 5
6 Billing, 1 3 60 5:00 6

Distribution order is FIFO (first in, first out) across all queues.
Task priority and agent skill level are ignored by the ACD.
Queue order in agent skills list is ignored by the ACD.

B W N R

Task priority that is set in the campaign profile and increased or decreased in the
skill transfer module is ignored by the ACD.

Task Priority (FIFO). When no agents are available, interactions with the highest
priority in queue among all queues are delivered to agents in the order of their arrival:
first in, first out. Use this to distribute tasks purely in order of their business value, or
task priority. Tasks are distributed by using the following criteria, in this order.
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cal# | Queue, kil Lve

1 Sales, 1 1 10:00

2 Sales, 1 1 70 9:00 2
3 Support, 2 2 70 8:00 3
4 Support, 2 2 60 7:00 5
5 Billing, 1 3 70 6:00 4
6 Billing, 1 3 60 5:00 6

1 Distribution order is FIFO (first in, first out) by task priority across all queues.

2 Agent skill level ignored by the ACD.
Priority, Skill Level, FIFO. When no agents are available, interactions are distributed
to agents in this order: task priority > skill level > first in, first out. Use this to route your
gueued interactions to the agent best able to handle those interactions first. This
distribution eliminates consecutive queue distribution associated with alternate
distribution algorithms. Tasks are distributed by using the following criteria, in this
order.

G T e

1 Sales, 5 10:00

2 60 Sales, 5 9:00 b
3 70 Support, 3 8:00 1
4 60 Billing, 5 7:00 7
5 60 Billing, 5 5:00 8
(5] 65 Receiving, 1 3:00 2
7 60 Shipping, 2 2:00 3
8 60 Shipping, 2 1:00 4

1 Distribution order is FIFO (first in, first out) by task priority across all queues.
2 Agent skill level is considered after task priority.

Configuring User Extensions

This global setting applies to user properties and IVR routing. To set the minimum and
maximum extension length enter a number between one and six. The minimum
extension generated must comply with the extension length set above.
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Extensions Configuration

Minimal Extension Length:

Maximal Extension Length:

Minimal Extension Generated for New User:

oooL
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Defining Global Campaign Settings

You can define global settings for your campaigns in the Campaigns tab.

Trusted IF Ranges | VelociFyI Outbound Lines I Single Sign-0On I Sound Settings IWebI Web Analytics I Time Zone Dialing |

other | Export | kPI | EMail | Certificates | SpeedDial | Local AN's | DislingRules | Password Polides || Campaigns

Manual Calls

May select “[Mone]”

Calls {induding transfers)
Skill Voicemails

Graceful Agent State Transition

Outbound Campaign Frioritization
Priority Ratio

| Default campaign for manual external calls: :ﬂ [Mone] -

@ Agents may manually select campaign
Always use default campaign for manual calls and callbacks

Enable Agent Softphone Dial Pad before call connection for SIP Early Media

Preview Campaign Interrupt Options

Graceful Agent State Transition Mode (Predictive, Power, Progressive Campaigns)

- Gracefully transition agents to Not Ready State
- Mo Manual Calls or Callbacks in Ready State
-No Manual Answer Call Mode in Ready State

Graceful Agent State Transition Delay (mm:ss): 00:39 =

Associating Manual Calls with a Campaign

You can associate manual calls with a specific campaign. You can enable your agents to
manually define a campaign or you can specify a single campaign to be used for manual

external calls.

Default campaign for
manual external calls

Agents may manually
select campaign

Campaign to use when agents start manual calls to
external numbers.

When making calls, agents may change the default
campaign and make calls not associated with a
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Always use default
campaign for manual
calls

Enable Agent Softphone
Dial Pad before call
connection for SIP Early
Media

campaign.

If you choose this option, agents may not make manual
calls from campaigns other than the default campaign.

The dial pad needs to be enabled for a call in the
PROCEEDING state. Agents may need to dial a number
that requires interaction with an IVR script. Some of
these numbers use SIP Early Media, which means that
the third party establishes an RTP stream with VCC but
does not change the call state from PROCEEDING to
CONNECTED.

Setting Options to Interrupt Campaign Preview

In preview campaigns, you can specify what type of incoming calls can interrupt an
agent who is previewing a contact record. The preview interrupt feature enables agents
to take calls that may be more important than previewing the current contact record.

- - - ified C P =
Other | Export | KPI | E-Mail | Certificates | Speed Dial | ANI | Dialing Rules | Password Policies |: Campaigns | || Trusted IP Ranges | Velocify

Default campaign for manual external calls:

@ Agents may manually select campaign

May select "[None]"

Always use default campaign for manual calls and callbacks

[¥] Enable Agent Softphone Dial Pad before call connection for SIP Early Media

Preview Campaign Interrupt Options
[¥] calls (indluding transfers)
[T] skill voicemails

Graceful Agent State Transition

[] Graceful Agent State Transition Mode (Predictive, Power, Progressive Campaigns)
- Gracefully transition agents to Not Ready State
- No Manual Calls or Callbacks in Ready State
- No Manual Answer Call Mode in Ready State

Graceful Agent State Transition Delay (mm:ss):

Outbound Campaign Prioritization
[¥] Priority  [] Ratio
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Once the agent assigns a disposition to the call or skill voicemail, the contact record is
again opened for the agent to continue the previous preview task. All timers related to
that preview task are reset to zero.

You can define preview interrupt options at the Domain level or at the campaign level.
To configure preview interrupt options at the domain level, select Actions > Configure
and open the Campaigns tab. See Campaign Administrator's Guide.

Preview Interrupt Options

Calls Allows incoming calls, including calls transferred from other agents or
(including campaigns, to be presented to an agent who is currently engaged in a
transfers) contact preview task.

Skill Allows skill voicemail to be presented to an agent who is currently
Voicemails engaged in a contact preview task.

To monitor how interrupted calls are affecting Preview campaigns, run the Agent
Preview Mode Interrupt Summary from the list of standard reports.

Graceful Agent State Transition Delay

This feature is a global setting that applies to outbound campaigns running in
predictive, power, or progressive mode that are used in Agent Desktop Plus and Plus
CRM integrations. This feature enables you to prevent agents from abruptly becoming
unavailable to take calls after the agents select Not Ready.
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® vce Configuration IZ'
Other Export KPI E-Mail Certificates Speed Dial ANI Dialing Rules Auth Profiles Password Policies
Sound Settings Web Localization Time Zone Dialing Proxy User Access Schedules
Password Restrictions Campaigns Trusted IP Ranges Velocify Outbound Lines single Sign-On

Manual Calls

Default campaign for manual external calls: @ [None|

Enable Agent Softphone Dial Pad before call connection for SIP Early Media

Preview Campaign Interrupt Options
Calls (including transfers)
skill Voicemnails

Graceful Agent State Transition
| Graceful Agent State Transition Mode (Predictive, Power, Progressive Campaigns)
- Gracefully transition agents to Not Ready State
- No Manual Calls or Callbacks in Ready State
- No Manual Answer Call Mode in Ready State

Graceful Agent State Transition Delay (mm:ss): 00:30

Outbound Campaign Prioritization

Priority Ratio

Save

Exit

Dialing Process

The dialer makes calls based on the number of agents in ready state in each running
campaign. Therefore, when agents change to Not Ready, the number of calls made by
the dialer exceeds the number of agents available to receive the calls. As a result, some
calls may be abandoned. If too many calls are abandoned, compliance issues may
occur.

Transition Delay

You can set a 1- to 59-second delay that is applied when agents select Not Ready after
setting a call disposition. During that interval, agents are placed in a pending Not Ready
state. In their application, agents can see that they are still ready to accept calls, but
these options are disabled:

e Making manual calls and callbacks
e Manually answering outbound calls

The dialer continues to route the outbound calls that were already dialed to the
original number of agents. Agents in pending Not Ready state receive only these
outbound calls already in transit, but the dialer will not place additional calls for these
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agent. When the delay expires, these agents are set to Not Ready and no longer receive
outbound calls.

Priority and Dialing Ratio for Outbound Campaigns

You can manage the priority and dialing ratio of outbound campaigns based on the
business value of each campaign. For example, you might want to spend more time and
resources on Campaign A than Campaign B if Campaign A is currently yielding better
results.

Outbound campaigns may be assigned a dialing priority, dialing ratio, or both. To
configure campaign priority and/or ratio, open the Campaigns tab. For more
information, see the Campaign Administrator's Guide.

| | TrustedIPRanges | Velod QutboundLines | Single Sign-On | Sound Settings | Web | Web Analytics | Tim ialing |
Other | Export | KPI | E-Mail Certificates Speed Dial Local ANI's Dialing Rules Password Policies || Campaigns |

Manual Calls
I Default campaign for manual external calls: :ﬂ [Mone]
(@ Agents may manually select campaign

May select “[Mone]”

Always use default campaign for manual calls and callbacks

Enable Agent Softphone Dial Pad before call connection for SIP Early Media

Preview Campaign Interrupt Options
Calls (induding transfers)
Skill Voicemails
Graceful Agent State Transition
Graceful Agent State Transition Mode (Predictive, Power, Progressive Campaigns)
- Gracefully transition agents to Mot Ready State

- Mo Manual Calls or Callbacks in Ready State
- Mo Manual Answer Call Mode in Ready State

Graceful Agent State Transition Delay {mm:ss): 00:39 5

Qutbound Campaign Prioritization

Priority Ratio

Enabling Desktop Toolkit Customizations

You can control your customizations in a single tab. To specify URL listings for your
integrations, follow these steps:
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In the configuration menu, select the Desktop Toolkit tab.
Set the Enabled checkbox, as applicable.

Enter the JavaScript URL.

Enter CSS URL.

Click OK.

Click Save.

A U A WN R

& VCC Configuration pe

Other Export KPI E-Mail Certficates Speed Dial ANI Dialing Rules Auth Profiles  Password Policies Campaigns  Trusted IP Ranges  Velocify  Outbound Lines
Single Sign-On  Sound Settings Web Web Analytics ~ Desktop Toolkit  visualization ~ Localization ~ Time Zone Dialing ~ Salesforce Gateway ~ Proxy User Access

Customizations:

Application JavaScript URL €55 URL Enabled
Microsoft Dynamics o
\Zendesk No
ServiceNous o
Oracle service Cloud o
Supenvisor Deskiop Plus o
‘Agent Desktop Toolkit o
@ NetSuite X

Enabled 0

Javascript URL

€SS URL

e

Save

Exit

Using Dialing Lists in E164 Format

If your domain is enabled to use E164 format for international phone numbers, your
agents must enter up to 15 digits, starting with the plus (+) sign and the country code
for all inbound and outbound calls made by the dialer or manually. If your domain is
not enabled, your agents must enter 10 digits to conform to the North American

Numbering Plan.

Phone Mumber Format
Localization: | § North American Region 1
IS R LYyt Morth American Region 1
| Localized crI| G UK 44
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The format is used to route calls, process lists, and display numbers in your applications
and reports. When you upload a list, all non-numeric characters, such as dots, dashes,
spaces, and parentheses, and the country prefix are removed. Numbers are stored in
the format, starting with the plus sign.

You may also configure in the VCC a national phone number format. In this case, you
can upload lists that contain numbers in format, in your national format, or both. If you
do not specify a format, the VCC uses the format for all numbers. For example, if you
operate in the UK, these numbers are processed as follows:

Phone number How the number is processed

format

International 1 Belgium phone number is added to a list: 0032.20.3456.7899
format 2 Phone number is processed in VCC: International prefix (00)

and non-numeric characters are removed. Plus sign is added.
3 Stored number: +322034567899
National format 1 UK phone number is added to a list: 02034567899

2 Phone number is processed in VCC: National prefix (0) and
non-numeric characters are removed. UK country code and
the plus sign are added.

3 Stored number: +442034567899

No specified Number stored in format.
format

Configuring International Service with Five9
Global Voice

Five9 Global Voice provides international calling with regionally specific skills, IVR
scripts, and campaigns configured to provide continuous coverage and/or additional
agent capacity for overflow coverage. Domains configured for international dialing may
be further subdivided into regional contact centers using Five9 Global Voice.

Five9 Global Voice currently consists of four regions: Brazil (US and EU domains),
Ireland (US domains only), Japan (US and EU domains), and Australia (US and EU
domains). Calls that originate in one global region and end in another region are
subject to latency, which introduces call quality problems, such as long delays. You can
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save your recordings to a Global Voice Point of Presence (PoP) so that your recordings
stay in your geographic region.

Planning Your Five9 Global Voice Implementation

To determine your specific use and needs, the following guidance is offered.

Understanding Your Call Patterns

When planning your contact center, be sure to optimize your calling patterns to
eliminate these delays. International dialing is augmented by defining calling regions to
subdivide your global coverage service area. Segmenting your call patterns to identify
local, or regional, calling areas also helps to overcome any latency issues often
associated with international dialing.

Determining Your Business Needs

A best practice is to classify your calls by region, which means that you route calls to
the agents nearest to the call origin or termination. For example, your callers from
Japan would talk to agents in Japan, and your Australia region callers talk to agents in
Australia. To accomplish this, you need local numbers, regional station IDs, and
campaigns configured to route regions calls to local numbers.

Planning for Overflow Call Traffic

To accommodate peak hours, off hours, and business continuity, you may want agents
in one region to back up agents in another region for uninterrupted support or
overflow calls. You can define an alternate region as a backup for your excess call
traffic. For example, 100 Japanese-speaking agents can process from Japan while 10
Japanese-speaking agents in Australia are available to receive calls when all agents in
Japan are busy. To reduce call delays, remember the distance that the voice must
travel.

Five9 Global Voice Requirements

Contact your Five9 representative to determine your specific needs and readiness for
Five9 Global Voice.
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Requirement
Domain
Station IDs
IDID/ITFN

Description
Must be enabled for your domain.
Assigned to specific agents in each of your defined regions.

International Direct Inward Dialing numbers or International Toll-
Free Numbers assigned to your regional campaigns.

Configuring Five9 Global Voice

After your domain is enabled for international dialing and has been assigned regional
Station IDs, configure your domain for in-region calling.

Note

To easily identify your global agents, queues, IVRs, and campaigns, Five9
recommends that you add the region to the naming convention, for example:
JPN_username and AUS_region.

1 Assign regional station IDs to the agents in your defined regions to staff your
campaigns and support your call patterns.

For example, define agents that will connect to Sydney, Tokyo, or both regions.

2 Create campaigns and campaign profiles for specific regions.

See Managing Automatic Number Identification (ANI).

3 Assign the new regional IDID or ITFN to these campaigns.

4 Customize campaigns and IVR scripts specific to regions to perform these

actions:

a Play local announcements.

b Use local in-region IVR.

¢ Enable local regional inbound and outbound calls.
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d Assigns local in-region agents with skills to a campaign.
[ & Vimla_IC_nntanth!r-Mmhismrﬂ EE

Actions Options View Help
«>|HX<|r 0|8

|| Campaigns 323 Object(s) |

£ Users |2 | campaign Mame Description

3 user Profiles B - inb = -

E3 Agent Groups = -

£ skills

E Lists

D Contacts

£ pispositions

=8 == §Campaions

-J8 1234557830123456

& qaenv01_common

a Inbound - AUS
ﬂ Inbound - JAP
gid Inbound - US
a jlovell_inbound
ﬂ kkiselev_out
Al

& AlD=e ibl Properties

f ‘ General I Remrding‘ DNIS | Call Survey | VR I Prompts I Outbound Skills | Dispositions I Connectors Wurbheatl S:riutl E-Ma\ll

Listen For Incoming Calls On:
18552629488

[ Apply ][ Save ][Canoe\ ]

5 Configure your queues and skill levels to optimize regional calling priorities (see
Adding Users to Skills ).

Skills can be used to associate a user to a region or language, for example: AUS
skill to be used in Australia, JAP can be used for Japanese language, and so on.
Configure skills and skill levels to provide continuous coverage or regional
backup.

o Skills and skill levels should support in-region campaigns to define and
map agent availability and language skill.

© Agents in their primary region are configured with the highest priority skill
set to answer that call.

© Agents in the alternate region are configured with a lower priority skill
set.

6 Create or assign the users to staff your designated campaigns and support your
Global Voice calling patterns.
7 Create IVR scripts as you do today.

Associate these IVR scripts with a specific campaign in a specific region,
containing any regional attributes necessary.
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Actions Cprions  View Help

Enabling Access to the REST API

*+ > ¢ X »r0o
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£ Campaign Profiles
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£ ™ i s
%
4 Testinbound Call
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Enabling Access to the REST API

This optional section applies to you only in these cases:

e You use the REST API for Plus applications.

and

e You have a custom integration configured by Professional Services or with a

third party.

To ensure that browsers do not restrict cross-origin requests, add your trusted URLs to
your VCC configuration so that your application can access all Five9 resources, including

the REST API.

1 Select the Web tab.

2 Click Add and enter one explicit URL for each custom integration that you host,

for example:

https://firstHostedApp.customerDomain.com

https://secondHostedApp.customerDomain.com
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Enabling Performance Dashboard

Ao Trsted Ong:

“p  Please enter Trusted Origin:

Can CE‘

In most cases, you would add one or two URLs. You may not enter wildcards.

password Polides |  Campaions | TrustedIPRanges | Velodfy |  Outboundlines |  Single Sign-On
Other | Export | kP1 | E-Mal |  cCertificates | SpeedDial | ANI |  DialingRules | Auth Profiles
SoundSettings | Web | webAnalytics |  AgentDeskiopToolit | Unified Communication | Time Zone Digling

Set Agent Access to Use Web, Java, or Both Clients
[] Override Agent Level Settings

Java Agent
Web Agent

Set Supervisor Access to Use Web, Java, or Both Clients
[ Override Superviser User Level Settings

Java Supervisor
Web Supervisor

Session Expiration Settings

[ Enable Session Expiration
Period of inactivity after which session expires (minutes): 1015
Period to warn the user before session expires (minutes): 5k

Web Sites Allowed to Access REST API (CORS)

https:/ffirstHostedApp. customerDemain. com

https://secondHostedApp.customerDomain.com

Exit

Enabling Performance Dashboard

This optional section applies to you if you are enabled for Five9 Performance
Dashboard. The URL enables you to access the dashboards.
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1 Inthe configuration menu, select the Visualization tab.
2 Enter the URL of the partner, and click Save.

Password Policies | Campaigns I Trusted IP Ranges I Velodfy I Qutbound Lines I Single Sign-On
Other I Export I KPL E-Mail I Certificates i Speed Dial I anL | Digling Rules I Auth Profiles
Sound Settings | Web |  Web Analytics | AgentDesktop Toolkit | Visualization | Time Zone Dialing

Visualization Partner: LClearView

Visualization URL: https: ffiveSdev.dearviewportal.com,
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User Accounts

Using WebRTC for Audio Communication
Installing and Managing the Five9 Softphone for Plus Applications
Managing User Definitions

Assigning User Roles and Permissions
Assigning Users to Queues

Defining User Profiles

Managing Agent Groups

Managing User Passwords and Voicemail PINs
Managing Voicemail

Managing Voicemail Greetings

Managing User Callbacks

Managing User Recordings

Managing Canned Reports

Communicating With Users

You identify each user by name, email address, and one or more roles. The user name
is the login ID. The roles determine which applications users can access. Users can have
one or more roles.

You can organize users with agent or supervisor roles into skill groups and agent groups
and assign those groups to specific campaigns. Create user profiles to enable rapid
configuration of users when assigning roles and skills and when defining contact record
layouts.

Using WebRTC for Audio Communication

If your domain is enabled for WebRTC (Web Real-Time Communication), your Five9
Plus applications users can establish audio communication through their browser with
no need to install a softphone or an extension. WebRTC station IDs are interchangeable
with softphone station IDs. For example, if an agent connects using 5432 as their
softphone station ID, that same station ID may be used when that agent connects using
WebRTC. For more information about using WebRTC with Five9 Plus applications, see
the Technical Requirements Reference Guide.
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Note: Tablet users must use WebRTC or PSTN.

Installing and Managing the Five9 Softphone for
Plus Applications

This section provides instructions to prepare and install the softphone in standard
implementations.

Recommendations and Prerequisites

Installing the Five9 Softphone

Repairing a Softphone Installation

Uninstalling the Five9 Softphone

Updating the Software

Downloading Software Versions for Early Access

Recommendations and Prerequisites

¢ Five9 recommends installing one softphone per workstation (per machine),
although the softphone can be installed for each user account on the
workstation (per user).

e When you manually install the softphone, Five9 recommends uninstalling the
softphone before you install the new version to ensure that only the latest
version of the softphone exists on the machine. For detailed steps, see
Uninstalling the Five9 Softphone.

e To verify that agent workstations meet the technical requirements to use Five9
products, see Workstation Requirements for Web-Based Applications in the
Technical Requirements Reference Guide.

¢ On each workstation, ensure that port 8083 on localhost is not used by any
other applications. For detailed steps, see Web Browser Proxy Configuration in
the Technical Requirements Reference Guide.

e Configure your HTTP proxy to bypass port 8083 websocket requests. For detailed
steps, see Web Browser Proxy Configuration in the Technical Requirements
Reference Guide.
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Installing the Five9 Softphone

There are three options to install the softphone for agents and supervisors:

¢ Single workstation deployment: Users install the softphone and browser
extensions on individual workstations (may require administrative permissions).
When Five9 releases a new version of the softphone, each workstation
automatically updates.

* Group deployment: IT deploys the softphone using administrator tools to
ensure consistent implementation across many workstations.

¢ Virtual desktop deployment: Users use virtualization client applications (such as
Citrix or VMWare) to run applications. You configure the softphone as part of
the virtual setup on both the agent workstations and the virtual deployment
infrastructure (the remote server). For more information on installing and
managing the softphone in virtual desktop environments, see Virtual Desktop
Configuration Administrator's Guide.

Option 1: Installing the Software on a Single Workstation

The simplest method to deploy the softphone on a single workstation is for agents and
supervisors to install the browser extension and softphone for the specific logged-in
user (per user) on their workstation.

Alternately, IT or supervisors can install the browser extension and softphone on each
workstation. When installing the softphone on a single workstation, Five9 recommends
installing for all user accounts on the workstation (per machine), which requires
administrative permission.

Step 1: Installing Browser Extensions

You must install the Five9 softphone browser extension before beginning softphone
installation. This is not required when using the WebRTC station type.

For detailed instructions, see:

¢ |Installing Chrome or Edge Browser Extensions

e Installing Firefox Browser Extensions
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Step 2 (Windows): Installing the Softphone
To install the softphone using the Windows command line interface:

Determine whether you will install the softphone for all users on the workstation (per
machine) or for the logged in user (per user).

1 To download the Windows installation file:
a Login to Five9 and select Tools & Add-Ons on the Company Portal page.

b Under Installing the Softphone, select follow these steps.

¢ Select Windows platform to download the installation file to your
workstation.

2 Open a command prompt using one of these methods:

° To install for all user accounts on the workstation (recommended), open
the command prompt using the Run as administrator option and enter
the following command:

msiexec /i Five9SoftphoneService.msi ALLUSERS=1

° To install for the logged-in user only, open the command prompt and
enter the following command:

msiexec /1 Five9SoftphoneService.msi
The installation program installs the softphone.

Note
Available command line options for the MSIEXEC utility are:

e /i =install the package
e /x =uninstall the package

e /gn =no Ul during the installation process
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To install the softphone for the logged-in user with the Windows installation wizard:

1 Inthe agent application, select Download and install the Five9 Softphone.

STATION CHECK

Softphone station requires one additional component.

Download and Install Five9 SoftPhone

Back

Note: The Five9Softphone.msi file may appear in your designated
browser downloads folder.

2 Double-click the MSI file and select Run in the Open File window.

(OPen File - Security Warni g}
Do you want to run this file?

Name: ..Users\bwhite\Downloads\FivedSoftphone(7).msi
Publisher: Fived, Inc

Type: Windows Installer Package
From: C\Users\bwhite\Downloads\Five95oftphone(7}....

Run ] [ Cancel

Always ask before opening this file

i e | While files from the Intemet can be useful, this file type can
' ”/ potertially ham your computer. Only run software from publishers
= you trust. What's the risk?

b

This setup wizard displays a completed notification.

Completed the Five? Softphone Setup Wizard

Click the Finish button to exit the Setup Wizard,

Back Cancel

3 Select Finish.
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The Station Check page indicates that all extensions are installed. Activation is
automatic.

Step 2 (macOS): Installing the Softphone
To install the softphone using the macOS command line interface:
1 To download the macOS installation file:
a Login to Five9 and select Tools & Add-Ons on the Company Portal page.
b Under Installing the Softphone, select follow these steps.
¢ Select Mac platform to download the installation file to your workstation.
2 Attach the DMG file with this command:
ndiutil attach <path-to-Five9SoftphoneService.dmg>

Example

If the file is in the current directory, the command and its output are as
follows:

Command: hdiutil attach Five9SoftphoneService.dmg

Output:

expected CRC32 $228E6516

/dev/disk2 GUID partition scheme

/dev/disk2sl Apple HFS /Volumes/Five9 Softphone

Service Installer

3 Locate the line in the output that contains apple HFs. Make note of the
following:

° The disk location precedes apple HFS, such as /dev/disk2s1.

° The path follows apple HFS, such as /Volumes/Five9 Softphone
Service Installer

4 Determine the flag values to use in the command:

° Toinstall for the current user, use: FIVE9 SOFTPHONE INSTALLER
SILENT MODE=true

° To install for all users on the workstation, use: FIVE9 SOFTPHONE
INSTALLER SILENT MODE=true FIVE9 SOFTPHONE INSTALLER SYSTEM
SPACE_MODE=true

5 Construct the command by combining these elements:
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<flags> "<path>/double click to open.app/Contents/MacOS/applet"

Example

Complete command syntax:

FIVE9 SOFTPHONE INSTALLER SILENT MODE=true FIVE9 SOFTPHONE
INSTALLER SYSTEM SPACE MODE=true "/Volumes/Five9 Softphone
Service Installer/double click to
open.app/Contents/MacOS/applet"

6 Run the command to install the softphone.

7 Detach the DMG file using the disk location noted previously:

hdiutil detach <disk location>

To install the softphone for the logged-in user with the macOS installation wizard:

With the macOS installation app, you can select an option to install the softphone for
all users on the workstation (per machine) or for the logged-in user (per user).

1 Inthe agent application, select Download and install the Five9 Softphone.

STATION CHECK

Softphone station requires one additional component.

Download and Install Five9 SoftPhone

Back

Note: The Five9Softphone.dmg file may appear in your designated
browser downloads folder.

2 Double-click the DMG file and then double-click the icon in the Finder window.
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L ] @ = Five9 Softphone Service Installer

Fived)
Softphone

INSTALLATION

double click to open

3 Inthe installation wizard, select the appropriate option.

° For me only installs the softphone for the logged-in user.

Important: If you are prompted that the installer applet needs
access to control the Finder app, select OK. The Five9 installer
needs this permission to update the Home folder when installing
the softphone for the logged-in user.

° For all users installs the softphone for all users on the workstation.

The macOS installer removes any currently installed softphones and installs the
new version.

Option 2: Installing the Software in Group Deployment

To ensure standard implementation across many workstations, administrators can
deploy the browser extension and softphone across groups using automated methods.

Important

These instructions apply to using automation to deploy the software to user
workstations. The process to deploy the software in a virtual desktop
environment is similar, but the commands and parameters differ. For
information on deploying the software in a virtual desktop environment, see
the Virtual Desktop Configuration Administrator's Guide.

144 Basic Configuration ¢ Administrator’s Guide


https://documentation.five9.com/bundle/virtual-desktop-administrators-guide

User Accounts

Installing and Managing the Five9 Softphone for Plus Applications

Considerations for Group Deployment

e If you use automation techniques to deploy the softphone using the command
line to users who have limited permission to update their workstation, the
softphone will not automatically update when a new version is released. You
must use automation to first uninstall the softphone for all users before
deploying the new version. See Uninstalling the Five9 Softphone.

e Before using automation, ensure that you fully test the process to install and
uninstall using the command line.

* Five9 tests softphone installation with the command line. However, each
customer deployment using automated tools and scripts is unique. Five9
Customer Support can assist you with issues about the installer, but cannot
support or troubleshoot your network or implementation.

Downloading Files

To download the softphone and browser extension files:

1 Loginto Five9 and select Tools & Add-Ons on the Company Portal page.
2 Under Installing the Softphone, select follow these steps.

3 If your users plan to use the softphone with Chrome, Edge, or Firefox, download
the appropriate browser extensions.

° For Chrome and Edge:

a Select Chrome/Edge extension to open the Chrome Web Store
page.
b Make note of the extension ID in the URL:

https://chromewebstore.google.com/detail/fived-
softphone-extension/<extensionID>

° For Firefox, select Firefox extension to download the Firefox extension
file.

4 Download the Windows or Mac softphone installer.
Installing the Browser Extension in Group Deployments

Before you deploy the softphone, you must install or deploy the install browser
extensions. If the browser extension is not available when you deploy the softphone,
your agents will receive a warning when they log in the first time after the installation.
The warning directs users to contact their administrator to finish the installation.
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This example illustrates deploying the Google Chrome browser extension using
Microsoft's Group Policy Object (GPO). You can use similar methods to deploy other
browser extensions or to deploy using other administration tools.

There are two options for deploying the Chrome browser extension:

* Installing as a force-installed extension prevents users from enabling or disabling
the browser extension in their browser.

* Installing using extension management settings gives users the option to enable
or disable the browser extension.

Follow these steps:

1 Download and install the Google Chrome policy templates you need for
deployment using GPO.

a Download the Google Chrome group policy
template: https://dl.google.com/dl/edged|/chrome/policy/policy
templates.zip. Then extract the compressed zip file on your local
workstation.

b To open the Group Policy Management Console, in the Windows search
bar, type gpmc.msc and press Enter.

¢ In Group Policy Management, under User Configuration, expand Policies.

| UserPalicy [GPOTEST-AD-DC.Q | Administrative Templates: Policy definitions (ADMY flec) retrieved from the local computer.
v & Computer Configuration S )
Policies Select an item to view its description,  Setting State
Preferencas Control Panel
v g User Configuration Desktop
v [ Policies MNetwork
Software Settings _ Shared Folders
| Windows Settings Start Menu and Taskbar
| Administrative Temp 1 System
Confrol Panel Windews Components
Desktop All Settings

| Metwork
2| Shared Folders
Start Menu and T
System
7 Windows Compc
7. All Settings
Preferences

d Right-click Administrative Templates and select Add/Remove Templates.

e Select Add.
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f Browse to the location of the extracted administrative templates, and
select policy_templates\windows\adm\en-US\chrome.adm, and then

click Open.

g In Add/Remove Templates, click Close.

The Classic Administrative Templates (ADM) folder appears in the list.

5/ UserPolicy [GPOTEST-AD-DC.QALOCAL] Policy
v & Computer Configuration

Policies
_| Preferences
v &, User Configuration
v Policies
Software Settings

| Windows Settings
w (1 Administrative Templates: Policy definitions (ADMX file
| Control Panel
" Desktop
= Metwork
* Shared Folders
Start Menu and Taskbar
| System
| Windows Components
~ . Classic Administrative Templates (ADM)
w Google
| Geogle Chrome
[} “| Google Chrome - Default Settings (users car
2 All Settings
Preferences

2 Set up the template for your users.

Classic Administrative Templates (ADM)
Setting
| Google

Select an item to view its description.

a Under Classic Administrative Templates, expand Google, then Google

Chrome, and select Extensions.

] UserPolicy [GPOTEST-AD-DC.QA LOCAL] Policy
v & Computer Configuration
Policies

Extensions

Preferences
~ 4% User Configuration
~ 1 Policies
Software Settings
7 Windows Settings
v [ Administrative Templates: Policy definitions (ADMX file
Centrol Panel
| Desktop
3 Metwork
1| Shared Folders
Start Menu and Taskbar
System
| Windows Components
v [ Classic Administrative Templates (ADM)
~ [ Google
~ ] Google Chrome
1 Allow or deny screen capture
Content settings
| Default search provider
| Deprecated policies
| Extensions
First-Party Sets Settings
Generative Al

Select an item to view its description.

Setting State

i Blocks etemnal extensions from being installed Not configured
£ Restore permissive Chrome Apps <webview> behavior

i Cenfigure allowed app/extension types

£ Configure 3 list of origing that grant extended background k...

Mot configured
Net configured
Net configured
Mot configured
Mot configured
Mot configured
Mot configured
Net configured
Net configured
Not configured
Not configured

[£2] Configure extension installation allow list
[££] Configure extension installation blockiist

| Configure the list of force-installed 2pps and extensions
£ Configure exension, app, and user scriptinstall sources
£] Blockiist for install types of extensions

[££] Control Manifest v2 extension availability

] Extensicn management settings

£ Control availability of etensions unpublished on the Chrom...

[

b In the Setting list, double-click Configure the list of force-installed apps

and extensions.

¢ Select Enabled, and in the Options list, select Show.
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% Configure the list of force-installed 3pps and extensions o x

[E] Configure the list of force-installed 3pps and extensions Previows Setting Next Setting

O NotConfigured ~ Comment:

(@) Enabled
O Disabled
Supported ent [ \icrosoft Windows 7 or later
L
Options: e

Setting the policy sp alist of apps and ions that ~
install silently, without user interaction, and which users can't
uninstall or turn off. Permissicns are granted implicitly, including
forth and enterpri

extension APs. (These 2 APls aren't available to apps and

extensions that aren’t force-installed.)

Extension/App 05 and update URLS to be silently
installed

Show...

Leaving the pelicy unset means no apps or extensions are
autoinstalled, and users can uninstall any app or extension in
Google Chrome.

This policy supersedes ExtensioninstallBlocklist policy. If a
previously force-installed app or extensicn is removed from this
list, Google Chrome automatically uninstalls it

The source code of any extension may be altered by users
through developer tools, potentially rendering the extensien
dysfunctional. f this is a concem, set the DeveloperToolsDisabled
poliey.

Each list item of the policy is a string that contains an extension

e[ o

d In Value, enter the extension ID for the Five9 Google Chrome browser
extension previously retrieved in Downloading Files, such as
apdkclopegaflhehflfdieginkoiejjj. Then click OK.

Note

To install the browser extension so that users can disable the
browser extension, use the Extension management setting option
instead:

1 Select Extensions and open Extension management
settings in the Setting list.

2 Select Enabled.

3 In the Options pane, in Extension management settings,
enter the extension ID n and specify normal_installed as
the installation mode:

{"<extensionID>": {"installation mode": "normal
installed"}.

4 Click OK.

The extension is enabled for all users, and is available when each workstation refreshes
the updated group policy. The extension is available when they open Chrome.
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Installing the Softphone in Group Deployment on Windows

There are numerous tools for deploying software across multiple workstations, and you
may choose to deploy the software for a specific user (per user) or for all users on the
workstation (per machine). See Considerations for Group Deployment for important
limitations.

Note

For information on uninstalling the softphone using group deployment, see
Option 2: Uninstalling in Group Deployment. For information on upgrading
the softphone, see Updating the Software.

This example illustrates installing the softphone on a per-machine basis using
Microsoft's Group Policy Object (GPO).

1 Create a shared folder on the network accessible to the workstations where you
will install the softphone, and copy the MSI package to the shared folder.

2 In Group Policy Management, create a GPO and link it to the computers
organizational unit where you will push the softphone.
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3 Under Group Policy Objects, right-click the new GPO and select Edit.

4 Create a deployment package:

a For all users on each workstation (per machine), under Computer
Configuration, expand Policies, then Software Settings, then Software
installation. Select New > Package.
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b For each user (per user), under User Configuration, expand Policies, then
Software Settings, then Software installation. Select New > Package.

5 Select the softphone installation file Five9Softphone.msi from the shared
network folder. The Deploy Software window displays.

| Deploy Software x

Salect deployment methodd

6 Select the option to deploy the software:

° Assigned: The application automatically installs on the workstation and is
available to all users (per machine installation).

° Published: The application appears in the Add/Remove Programs app on
each workstation.

Note: The Published option is only supported when installing the
software for each user on the workstation (per user).

Important

If a user has previously installed the softphone on their workstation, the script
to install the softphone for all users per machine displays an error: "There is at
least one version of the same product installed to user space for another user."

You must uninstall the softphone on that workstation and execute the script
again to install for all users. For information on uninstalling the softphone, see
Uninstalling the Five9 Softphone.

Installing the Softphone in Group Deployment on macOS

This example provides instructions for creating a script to deploy the softphone across
mulitple macOS workstations. See Considerations for Group Deployment for
important limitations.
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To install the Five9 softphone for users on macQOS, create a script in the language that
you prefer, such as bash. Use this script in your group deployment system to deploy the
softphone on multiple macOS workstations.

Important

In this example, paths that contain spaces are in quotes to escape the spaces.
Refer to the language that you use for the correct handling of spaces.

1 Attach the DMG file with this command:

hdiutil attach <path-to-Five9SoftphoneService.dmg>

Example

If the file is in the current directory, the command and its output are as
follows:

Command: hdiutil attach Five9SoftphoneService.dmg
Output:

expected CRC32 $228E6516

/dev/disk2 GUID partition scheme

/dev/disk2s1 Apple HFS /Volumes/Five9 Softphone
Service Installer

2 Locate the line in the output that contains apple HFs. Make note of the
following:

° The disk location precedes rpple HFS, such as /dev/disk2s1.

° The path follows apple HFS, such as /vVolumes/Five9 Softphone
Service Installer.

3 Determine the flag values to use in the command:

° Toinstall for the current user, use: FIVE9 SOFTPHONE INSTALLER
SILENT MODE=true

° Toinstall for all users on the workstation, use: FIVES SOFTPHONE
INSTALLER SILENT MODE=true FIVE9 SOFTPHONE INSTALLER SYSTEM
SPACE_MODE=true

4 Construct the command by combining these elements:
<flags> "<path>/double click to open.app/Contents/MacOS/applet"
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Example

Complete command syntax:

FIVE9_SOFTPHONE_INSTALLER_SILENT_MODE:true FIVE9_SOFTPHONE_
INSTALLER SYSTEM SPACE MODE=true "/Volumes/Five9 Softphone
Service Installer/double click to
open.app/Contents/MacOS/applet"

5 Run the command to install the softphone.

6 Detach the DMG file using the disk location noted previously:

hdiutil detach <disk location>

Example

This is an example of the macOS installer with the system and user space
options (top figure) and the password window (bottom figure).

P 1 Administrators see the system space
How do you want to install Five® Softphone Service? 0 tio n
Forallusers | (ZIRCKINN P :
2 Other users do not see this option. The
© . coubloclck o open wants 1o make changes. Type softphone is installed to user space.
your password to allow this.
(&)
Usemame: Swoovi-ams
e
concel (K

Option 3: Installing the Software in Virtual Desktop
Deployment

There are many important considerations and configurations required to installing the
browser extension and softphone in virtual desktop environments. See Virtual Desktop
Configuration Administrator's Guide for details.

Repairing a Softphone Installation

If you have any issues while installing or uninstalling the softphone on a workstation,
use the command line repair option with the softphone installer.

1 Open a command prompt with administrator privileges.

2 Enter either of these commands to restore the softphone to proper function.
msiexec /famus Five9SoftphoneService.msi

msiexec /famus {7EAF6F71-FE39-40E6-B15A-21D76E96BE40}
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If the issue persists, see Using the Clean-Up Batch File to Remove Old Softphone Files.

Uninstalling the Five9 Softphone

Use these instructions to uninstall the softphone.

Considerations for Uninstalling the Softphone

e By default, the softphone installs with the auto-update feature enabled. The
softphone automatically updates on release of a new version.

e Agents and supervisors with write permission on their workstation do not need
to uninstall the current Five9 softphone on release of a new version. This is true
regardless of whether the softphone was installed using the single workstation
option or group deployment option.

e [f agent and supervisor workstations are not configured with write permissions,
the softphone auto-update feature will not work. You must uninstall the
softphone for all users on release of a new version. You can then deploy the new
version regardless how the previous version was installed (single workstation or
mass/group deployment)

Note: In some cases, new functionality in a softphone release may require that
you uninstall the previous softphone from all workstations before installing the
version. When that is required, Five9 will provide specific instructions.

Using the Clean-Up Batch File to Remove Old Softphone

Files

In some cases, repeated installation of the softphone on a workstation may leave
obsolete entries in the Windows Registry. These obsolete entries may cause group
deployment scripts to fail with a message, "Product already installed."

Five9 installs a batch file for removing the softphone files, folders, and registry entries
from a workstation. The batch file is installed in the %TEMP% folder of the workstation.

The clean-up batch file does the following.

 Stops any running softphone processes.

e Removes Five9 softphone folders.
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e Removes Five9 softphone entries from the Windows Registry.

You can run the batch file for the logged-in user (per user) or for all users on the
workstation (per machine).

Note

When you uninstall the softphone using the MSI installer in a command line,
the installer automatically executes the clean-up batch file to remove any
obsolete files remaining on the workstation.

To run the clean-up batch file:

1 Open a command prompt with administrator privileges.

2 Change to the %TEMP% directory where the clean-up batch file was installed.

cd STEMP%

3 Run the clean-up batch file:

° For all users on the workstation:
softphone-cleanup.bat ALLUSERS

° For a specific user on the workstation:

a Determine the security identifier (SID) of the user from which you
want to remove the softphone:

— Retrieve the SID of the logged-in user:

whoami /user

— Retrieve the SID of a specific user:

wmic useraccount where Name='{username}' get SID

b Enter the following command.

softphone-cleanup.bat {username} {SID}

Option 1: Uninstalling from a Single Workstation

To uninstall the softphone on a workstation, use Windows Control Panel or use the
following commands in a command prompt.

1 Open a command prompt with administrator privileges.

2 Enter this command to uninstall the softphone.
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msiexec /x Five9SoftphoneService.msi

Option 2: Uninstalling in Group Deployment

If you use automation techniques to deploy the softphone using the command line to
users with limited permission to update their workstation, the softphone will not
automatically update when a new version is released. You must use automation to
uninstall the softphone for all users before deploying the new version.

Uninstalling the Softphone in Group Deployment on Windows

This example illustrates uninstalling the softphone on a per-machine basis using
Microsoft's Group Policy Object (GPO).

1 In Group Policy Management, locate the GPO used to install the softphone.

2 Locate the deployment package created under Group Policy Objects:

a For a deployment package for all users on each workstation (per
machine), under Computer Configuration, expand Policies, then Software
Settings, then Software installation.

b For a deployment package for each user (per user), under User
Configuration, expand Policies, then Software Settings, then Software
installation.

3 Select the software installation container that contains the package.
4 Right-click the program, point to All Tasks, and then select Remove.

5 When prompted, select an option to immediately uninstall the software or to
allow users to continue to use the software.

6 Select OK to uninstall the package.
Uninstalling the Softphone in Group Deployment on macOS

To uninstall the Five9 Softphone Service from macOS for all users, mount DMG and run
an uninstall script:

# /Volumes/Five9\ Softphone\ Service\ Installer/.content/uninstall.sh

Option 3: Uninstalling in Virtual Desktop Deployment

For details on uninstalling the softphone in a virtual desktop environment, see Virtual
Desktop Configuration Administrator's Guide.
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Updating the Software

This section describes what happens when Five9 releases new softphone and browser
extension versions.

Note: For information on updating the softphone in virtual desktop
environments, see Virtual Desktop Configuration Administrator's Guide.

Updating the Five9 Softphone for a New Release
Automatic Softphone Installation

When Five9 releases a new version of the softphone, the new version automatically
installs the next time the agent logs into their station. If there is an issue with the
updated softphone, update messages may display in the browser on log in. Any failure
in the migration to the new softphone requires manual installation. See Installing the
Five9 Softphone.

Note: To manually install the update, Windows users must first uninstall the
Five9 softphone through Settings > Apps.

Important: Security software may prevent automatic softphone updates. In
this case, the softphone must be manually installed.

Softphone updates happen in the background at the agent’s next login. If any failure
occurs during the download or unpacking of the softphone update, this process repeats
at the next login attempt until successful. The next agent login presents the new
softphone version.

Note

If the agent has the User Cannot Install Softphone permission enabled in their
user properties, a Contact Your IT message displays.

Updating the Softphone Manually

To manually install the update, Windows users must first uninstall the old softphone
version using the command line:
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1 Open a command prompt with administrator privileges.

2 Uninstall the softphone:

msiexec /x Five9SoftphoneService.msi

3 Install the new softphone. See Option 1: Installing the Software on a Single
Workstation.

Updating the Chrome and Edge Browser Extensions

When Five9 releases a new browser extension version for Chrome and Edge, agents
can update their browser to use the new extension. To install a new version of the
Five9 browser extension for Chrome or Edge, agents must remove the existing
extension and then install the new extension on their next log in (see also, Installing
and Managing the Five9 Softphone for Plus Applications).

Important: Five9 recommends that you plan the update to the new Chrome
and Edge browser extension before early 2024, when Google discontinues
support for the current Chrome extension manifest version (V2).

Removing Five9 Softphone Browser Extensions

In Chrome, select the Extensions icon, where you can remove the extension or access
all installed browser extensions.

In Edge, select Extensions from the Settings and more menu to manually remove the
browser extension.
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After you remove the extension, log into Five9 to install the new browser extension
(see Installing and Managing the Five9 Softphone for Plus Applications).

Updating the Firefox Browser Extension

When Five9 releases a new version of the browser extension, a button displays in the
adapter on log in. The agent installs the update by selecting Download. Agents do not
need to remove the old browser extension. If the browser contains old extensions, the
installation window automatically displays the new extension.

Downloading Software Versions for Early Access

When Five9 prepares a new version of the softphone or browser extension for release,
IT personnel and administrators may need to download the next version of the
software in advance for testing in their environment and to prepare for deployment.
Early access to the next software version is especially important for customers who use
group deployment techniques to install software.

The Tools & Add-Ons page on the Five9 Customer Portal provides a section to
download the browser extensions and installer files that support the next release.
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1 Login to the Five9 Company Portal and select Tools & Add-Ons.

2 Under Next Version of the Softphone, select follow these steps to display links
and instructions.

3 Use the links to download the installation files for the browser versions and
workstation operating systems that you support.

Note

After Five9 releases the new version of the softphone or browser extension,
clicking the links in the Next Version of the Softphone section of the Tools
& Add-Ons page downloads the current files.

Managing User Definitions

User configuration may contain a password, user profile, queue membership, roles, and
permissions. Before creating users, be sure to create the user profiles, agent groups,
and queues that you will add to the user definitions. The number of users that you can
add, regardless of the role, is determined by your license.

Adding Users
Duplicating Users

Removing Users
Accessing User Properties

Adding Users

In the navigation pane, right-click Users, and select Add User.
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& Virtual Contact Center - Administrator v9.5.

Actions Options View Help
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@3 Campaigns & New User Properties E
@3] Campaign Profiles
£3 Workfiow Rules General | Roles | Media Type | Skils | Voicemas | NICE | verint|
-3 IVR Scripts
-3 Prompts
5 88 Coreces 8 e
@[3 Call variables
@[] Reason Codes Select Avatar...
First Name: |
Last Name:
Full Name:
Extension:
Email Address:
User Name:
Password: 7
Start Date: +[sen 19,2018
Apply User Profile: | £ None -
User Time Zone: vae v‘
Federation ID:
Agent DID: None -
[¥] User is Active
[¥] User Can Change Password
[#] User Must Change Password on Next Login
o
Field Definition
First Name First name of the user
Last Name Last name of the user
Full Name Automatically populated from First Name and Last Name
fields.
Extension Number automatically assigned the first time that you save

the user’s properties. You can change the number to any
unique four digits.

Phone Number This field is no longer used.

Email Address Email address required for voicemail notification and
announcements.

User Name Login ID for the VCC. User names are case sensitive and must

be unique across all Five9 domains. To ensure a unique user
name, use the email address, which is populated when you
type the email address. You can also use a different format,
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Field

Password

Start date

Apply User Profile

User Time Zone

Unified
Communication ID

Federation ID
Agent DID

Locale

User is Active

User Can Change
Password

User Must Change

Definition
such as <first name last name> or <first initial last name>. Do

not use these characters: ' = \ " ~ & % ¢, ' I () ~ / \
<>2:; 2 [ 1 {1} + =andanynon-Latin symbols.

Default password populated when you type the email address.
However, you cannot save a user with the default password
and without the User Can Change Password option. To change
the password, click the dotted button, and enter a password.

Start date field is used in reporting to enable analysis of agent
performance. Click the arrow icon to select the agent’s start
date. The Start date does not affect the ability of the agent to
login.

Optional user profile. If you assign a predefined profile, the
roles and skills for this user are taken from the user profile
properties.

Date and time fields displayed to users. You may choose a
time zone or let the system detect the user’s time zone.

This field is no longer used.

User name or ID used for single sign-on.

DNIS assigned directly to an agent. Any unassigned DNIS may
be assigned to an agent. Calls to this DNIS are treated as
agent-to-agent calls.

If your domain is enabled for multiple languages, you can
change the language displayed in the user applications to any
language supported in your domain. This value overrides the
value selected by the agent. The Administrator, Supervisor,
and Reporting roles can override the default locale.

Enables users to log into Five9 applications. Inactive users
appear in reports. Deleted users appear in some reporting
data as [Deleted].

Enables the user to change the password. Overwrites your
domain setting (Configure > Password Policies > Users Can
Request New Password on Login Page). Enabled by default.
Without this permission, users cannot see the Security
Settings tab in My Settings and are not prompted to select or
update their security questions when they log in.

If the previous option is enabled, you can force the user to
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Field

Password on Next
Login

User Can Access
Billing Tab

Definition
change the password at the next login. Enabled by default.

Whether users can see the Billing tab after logging into the
Five9 account.

Duplicating Users

1 Inthe navigation pane, select the user that you want to duplicate.

2 Right-click the user, and select Create Duplicate.

The properties are copied to a new object called <original object name> - Copy.
The duplicate property window opens. The Roles, Skills, Callbacks, Voicemails,
and Recordings tabs are copied.
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3 Enter the information for the duplicate.

4 Assign an extension and start date.

Removing Users

When users leave your organization, change the account password to ensure that the
person cannot access the Five9 application remotely.

Five9 recommends that you disable users instead of deleting them because if you
delete a user, you lose all data attached to that user. After you have retrieved all data
and followed up on any outstanding items, you can delete the user. You may also wait
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until your 60-day data retention period is reached so that the data is deleted
automatically.

To deactivate a user, disable User is Active in the General tab of the User Properties
screen. To remove users from a skill group, see Managing Skill Group Users.

Deleting a Single User
To delete an account with all associated records, follow these steps.

1 Right-click a user name, and select Remove username.

B I R

5 |Iﬂ 11114 araenm
L, testD101 L View Properties of Test.User@fived.com

l_~, test0102 24 Remove Test.User@fived.com

2 Click Yes.

A confirmation message shows the number of voicemail messages, recordings,
and callbacks that are removed with the user.

SRR

Remaoving user will result in deleting 0 associated voicemails, 0 recordings, and 0 callbacks.

Remove Test.User@fived.com?

3 Click Yes to confirm that you want to delete the user.

Deleting Multiple Users

Follow these steps.
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1 In the navigation pane, right-click Users, and select Remove Users.

Actions Options View Help
«>|HX|pB|2

25 Add User e | First Name [ Last Name
7 Remove User(s) b Demo Call Center 1_WebServices Web Services
2moapi Demo

=

Please select the ohject(s) to remove:
& abailey

& acarter @fived.com

& afargo @fives.com

& ann@smith.com

Q Apple2013

& bbristol @fived.com

& bill @billfernandez.com

& bkwell@fived.com

ok ]| cancel |

3 Click OK, and Yes to all to remove the selected users.

Accessing User Properties

Follow these steps.

1 In the navigation pane, click Users.

2 Double-click the a user in the list, or right-click on a user in the list and select
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Assigning User Roles and Permissions

The roles assigned to users determine which Five9 applications they can access. Each
user must have at least one role. Agent is the default role. For each role that you
assign, you need to define the permissions for the tasks each user is allowed to
perform in the assigned role.

Note: The usage for an APl Only User is comparable to a user created in our
admin tools where APl access was granted using legacy permissions. See User
and User Details in Administrator Console Administrator's Guide

You can change assigned roles at any time and define permissions for individual users
in the Roles tab of the User Properties window.

Define permissions for user profiles in the User Profile Properties window. If you assign
a user to a user profile, the Roles tab is disabled for that user in the Users > User
Properties tab. See Defining User Profiles for details.

The available permissions depend on the selected role. See Accessing User Properties.

Role Description

Administrator  Sets up the Virtual Contact Center (VCC) and manages daily
operations.

Supervisor Manages agents and campaigns from the Five9 Supervisor

application. Supervisors can monitor logged-in users, agent status,
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Role

Contact
Records
Manager

Agent

Reporting

Description

chat sessions, campaigns, and run reports.

Can use the Web2Campaign API. This role has only the permission
Can Access W2C.

Processes calls and text interactions from the Five9 Agent

application.

Runs reports in the Reports portal.

1 To display the list of possible roles and assign additional roles to a user or user
profile, click Add in the User Profile Properties window.

| General | Roles | Media Type [ skils | callbacks | voicemails | Recordings [ NICE|

Roles:

Permissions:

User Can Make Calls To:

Agents Skills

External Numbers Speed Dial Mumbers
User Can Create Conference With:

Agents Skills Inbound Campaigns

External Numbers Speed Dial Numbers

Agents Skills Inbound Campaigns
External Numbers Speed Dial Mumbers
[] user Can Receive Transfers

[] user Can Create Callbacks

»

m

][Cancel

Actions Options View Help

€«>|$ X[ ro|z

=3 Users
o 5

abailey

gcarter @fived,com
afargo@fived.com
ann@smith.com
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@ Fived Demo Call Ce
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2 Select one or more roles and click OK to add roles to a user or user profile.

The selected roles immediately appear in the list. Users with multiple roles can
use the same login account for all applications.

3 For each role, check all permissions that you want to enable for the user.

o

o

e}

Agent Permissions

Supervisor Permissions

Administrator Permissions

Contact Records Manager Permission

Reporting Permissions

Agent Permissions

Important
Agents who log into a PSTN station or forward calls between sessions may incur
high long-distance fees. Therefore, be sure to give permission only to the

appropriate users.

Primary

Permission

Secondary
Permission

User can access Java client

Agent

applications

Web client

User can make

calls to

Agents

External
Numbers

Description

Can access either or both agent applications.

Can dial calls manually and make callbacks (see
below for information on callbacks).

Can call specific agents.

Can call external numbers, including predefined
speed-dial numbers. External Numbers and
Speed Dial Numbers options are mutually
exclusive; you can't select both options.

Note: If you don't want agents to
connect to external numbers in general
but do want agents to connect to
specific external numbers defined as
speed-dial numbers, select Speed Dial
and ensure that External Number isn't
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Primary
Permission

User can create
conference with

User can

transfer calls to

Secondary
Permission

Skills

Speed Dial
Numbers

Agents

Inbound
Campaigns

Skills

External
Numbers

Speed Dial
Numbers

Agents

Inbound
Campaigns

Description

selected.

Can call into specific queues.

Can call predefined speed-dial numbers. Speed-
dial numbers can include preset external
numbers. If Speed-Dial Numbers is checked,
External Numbers cannot be checked.

Can add a conference participant to a call.

Can create conference calls with agents.

Can create conference calls in inbound
campaigns.

Can create conference calls by using skill
groups.

Can create conference calls with external
numbers, including predefined speed-dial
numbers. External Numbers and Speed Dial
Numbers options are mutually exclusive; both
options cannot be checked.

Note: If you do not want agents to
connect to external numbers in general,
but do want agents to connect to
specific external numbers defined as
speed-dial numbers, de-select the
External Number box, and select the
Speed Dial box.

Can add speed-dial numbers to conference
calls. Speed-dial numbers can include preset
external numbers. If Speed-Dial Numbers is
checked, External Numbers cannot be checked.

Can transfer calls to agents.

Can transfer calls to inbound campaigns.
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Primary Secondary

Permission Permission
Skills
External
Numbers
Speed Dial
Numbers

User can

receive

transfers

User can create

callbacks

User can

configure

automatic

answer settings

Description

Can transfer calls to skill groups.

Can transfer calls to external numbers,
including predefined speed-dial numbers.
External Numbers and Speed Dial Numbers
options are mutually exclusive; both options
cannot be checked.

Note: If you do not want agents to
connect to external numbers in general,
but do want agents to connect to
specific external numbers defined as
speed-dial numbers, disable the
External Number box, and select the
Speed Dial box.

Can transfer calls to predefined speed-dial
numbers. Speed-dial numbers can include
preset external numbers.

Ensure that External Numbers isn't selected.

Can receive transfers from other agents.

Can create callback reminders for customers
who were contacted during the user's session.

User Can Make Calls permission isn't required.

Can disable the auto-answer options in the
Agent application, which forces agents to
manually answer calls by clicking Accept.

This permission is enabled by default and
doesn't affect the Hang-up Phone When Call
Ended setting in the softphone options.

Important: For outbound calls placed
by the dialer, instruct your agents to
never disable automatic answer
because the time allowed to answer
the call expires before agents can
answer.
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Primary
Permission

User can
process skill
voicemail
messages

User can
transfer
voicemail
messages

User can record
calls

User can send
messages

User can create
chat sessions

User cannot
remove contact
data

User cannot
edit contact
record session
notes

User can enable
call forwarding

User can add
numbers to
DNC list

User can
manually dial
numbers in the
DNC list

Secondary
Permission

User can
reject ringing
calls

User can
delete skill
voicemail
messages

Description

When auto-answer is disabled, agents can
decline incoming calls by pressing Reject.

Can process voicemail messages sent to a skill
group. See Managing Skill Voicemail Messages.

Can delete messages.

Can transfer messages to another user or skill
group.

Can record calls or a portion of a call. See
Managing User Recordings.

Can send messages to Agents, Administrators,
or Supervisors.

Can start a chat session with other Agents,
Administrators, or Supervisors.

Prevents users from deleting contact records. In
most cases, it is best to select this for all agents.

Prevents users from changing contact record
notes.

Can enable call forwarding.

Can add numbers to the DNC list either directly
or by using a disposition.

Can manually call the numbers in the DNC list.
For more information about enabling DNC-
related permissions for agents, see Managing
Do Not Call (DNC) Lists.
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Primary
Permission

Secondary
Permission

User can select
system
disposition
named Recycle

User can play
audio files to
callers

User can wrap
up call

User can place
call on hold

User can park
call

User can skip
contact records
in Preview
Dialing mode

User can
manage
availability by
skill

User can
browse web in
embedded
browser

User can change
screen pop
preview

Description

Note: The system restricts an agent
who doesn't have this permission from
dialing a number in the list, it displays a
message when a restricted agent
attempts to make a call.

Applies to outbound dialing. Enables the agent
to recycle a number back into the queue to be
dialed again when the number comes up.

Can play recorded messages while on call or
leave standard recorded messages to
answering machines (the Play Audio File
button).

Can end a call and assign a disposition
afterward. Without this permission, agents can
end a call only by setting a disposition.

Can place a call on hold.

Can park a call.

Can skip preview records. Disabled by default.
See also, Preview Dialing in Campaign
Administrator's Guide.

Can select queues when logging in.

Can use the embedded browser located as a
tab on the Current Call screen in the Agent
application. This permission enables agents to
open any URL. This permission is not required
to use a connector in the browser tab.

Can control the appearance of the pop-up
preview window.
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Primary Secondary

Permission Permission

preferences

User must pick

Salesforce

object For

interaction log

User cannot

manually install

softphone

User can select

display

language

User can display

missed calls

User can Agents

transfer chat Skills

interactions to

User can Agents

transfer email Skills

interactions to

User can create  Agents

chat conference

with

User can Agents

transfer social Skills

interactions

User can search  Only for

email assigned skills.

interactions Only that have
ever been
assigned to
the user.

Description

Applies only to Salesforce integrations.
Required to associate all calls with a Salesforce
object, such as an account or lead.

Cannot install and update the softphone. When
the permission is enabled, you must install and
update the softphone for users.

If your domain is enabled for localization, user

can change the language displayed in their VCC
applications to any language supported in your
domain. Disabled by default.

Can view, return, and schedule reminders for
calls missed during the current logged-in
session. Enabled by default.

Visible if you are enabled for chat interactions
in Agent Desktop Plus. Can transfer chat
interactions to another agent or to a group of
agents (queue).

Visible if you are enabled for email interactions
in Agent Desktop Plus. Can transfer email
interactions to another agent or to a group of
agents (queue).

Visible if you are enabled for chat interactions
in Agent Desktop Plus. Can create chat
conferences with another agent or a group of
agents (queue).

Visible if you are enabled for social interactions
in Agent Desktop Plus. Can transfer social
interactions to another agent or to a group of
agents (queue).

Visible if the agent is enabled for email
interactions in Agent Desktop Plus. Allows
agents to search email interactions and lock
interactions that show in the search results.
Five9 recommends that you enable this for all
agents so they can use it rather than the Text
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Primary
Permission

User can
receive
notifications
about
supervisor
monitoring

User can
download and
save email
messages

User can unlock
email
interactions
routed
automatically

User must use
latest interface
in integrated
adapters

User can
add/remove
mobile numbers
from SMS opt-
in list

User can send
messaging
attachments

Secondary
Permission

User can lock
open
interactions in
search results

Description

Channel Filters settings.

Can receive audible notification of Supervisor
monitoring event.

Can download email interactions as a file.

Enabled by default. Can unlock email
interactions that were assigned in AID mode.

Enables responsive Ul for user, if the associated
adapter supports responsive Ul. User can't
select Classic design with this option enabled.

User can place a mobile number on or off of the
Opt-in List.

Enables user to attach files and images to chat
and SMS messages.
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Supervisor Permissions

Important

Supervisors who log into a PSTN station or forward calls between sessions may
incur high long-distance fees. Therefore, be sure to give permission only to the
appropriate users.

To use the Statistics Web Services, users must have the Supervisor role. Set the
appropriate permissions for each user.

Primary Secondary Description

Permission Permission

User can Java client Can access either or both supervisor applications.
access the Web client Users will see the link for only the selected client
Supervisor in the Five9 Portal.

application

User can Can execute Statistics Web Services API requests.

execute Web
API requests

User can view
user details

User can view
agents data

User can view

User can edit

This permission is enabled for existing users and is
disabled by default when creating new users.
Additional permissions may be required for
specific object classes.

Can view the Users tab of the Supervisor
application, which shows the login information.

Can monitor agent status and view agent statistics
and ACD queues.

Can add and remove skills and change skill levels

agent skills for agents that the supervisor can view.

User can Can access voicemail messages and recordings
review voice associated with each agent that the supervisor
recordings can access.

User can Can listen to agents' calls.

monitor calls

User can When monitoring calls, can speak with customers.
barge into

calls

User can When monitoring calls, can speak to agents
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Secondary
Permission

Primary
Permission

whisper to
agents

User can
monitor idle
agents

User can
monitor
manual
outbound
calls

User can
monitor email
interactions

User can
transfer email
interactions

User can
monitor chat
interactions

User can view
station data

User can view
internal
message data
(Java only)

User can view
campaign
details

Description
without the customer hearing the supervisor.

¢ Enabled: When monitoring calls, the supervisor
can monitor and listen to the agent's voice,
including the time between active calls.

¢ Disabled: When monitoring calls, listen mode
is disabled between active calls.

Important: You are responsible for
complying with all privacy laws and
regulations that govern your use of the
contact center service, including that you
may be required to notify agents that this
monitoring feature is enabled and in use.

Can monitor outbound calls made manually by
agents. Supervisor view is determined by agent
group and skill filter settings.

Can view agents' active email interactions.

Can transfer email interactions to another user.

Can monitor agents' active chat interactions.

Can view station IDs assigned to your domain.

Can view active internal messaging sessions.

Can view the Campaigns tab, which contains
campaign status information and statistics.
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Primary
Permission

User can view
text data

User can view
all skills data

User can view
all agent
groups data

User can
access Excel
dashboard
menu (Java
only)

User can view
call charges

User can

Secondary
Permission

User can start
campaigns

User can stop
campaigns

User can reset
campaigns

User can reset
campaign
dispositions

User can reset
list position

User can reset
abandoned
calls rate in
available
campaigns

Description

Can start outbound and autodial campaigns.
Can stop outbound and autodial campaigns.
Can reset outbound and autodial campaigns.

Can start and stop campaigns, reset campaigns
and dispositions, and reset the dialing list position
for outbound and autodial campaigns.

Can reset the dialing list position for outbound
and autodial campaigns.

Can reset the dialer's dropped call percentage for
outbound and autodial campaigns.

Can view and log into the Text Details tab, which
provides access to the Five9 Chat and Email.

If enabled, supervisors have complete access.
Otherwise, supervisors have access only to the
Agent Statistics and Agent State for their assigned
skills.

Can access all agent groups. Otherwise,
supervisors have access only to the Agent
Statistics and Agent State for their assigned agent
groups.

Can access the Five9 dashboard menu. Any
dashboard created before disabling this
permission is still available.

Can see information about call charges:

e Agents tab > Agent Statistics > Call Charges

e Campaign tab > Campaign Statistics > Call
Charges

Can select and rename data fields in the
Supervisor Plus application.
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Secondary
Permission

Primary
Permission

manage data
fields

User can
select display
language

User can
manage
compliance
data

Description

Can localize Ul presentation for language.

Can search, filter, and delete personal user data in
the application Compliance tab.

Administrator Permissions

Users with all administrator permissions can edit other administrator users and can
assign limited permissions to other administrators. Administrators with limited
permissions can access the properties of other users who have the administrator role

and give the administrator role to other users.

Important

To use the Configuration Web Services, users must have the Administrator role.
Be sure to set the appropriate permissions for each user.

Full Access Permissions

Secondary
Permission

Primary Permission

User can access Java VCC
Administrator application

User can use Administrator
Services

All administrators
permissions (User can edit
other administrator users)

Description

Can access Administrator application.
Users will see the link for only the
selected client in the Five9 Portal.

Can run Configuration Web Services API
requests.

Full access to all roles, permissions, and
users in the administrator application.
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Assigning User Roles and Permissions

Primary Permission Secondary

Permission

User Can Access
VCC configuration,
and can set default
ANI

User can edit
trusted IP
addresses

User can edit e-
mail list for
maintenance
notifications

User can manage
users, except
administrator users

Users and user
profiles

Skills
Agent groups

User can manage
campaigns

Start and stop
campaigns

Reset, update,
and schedule
updates for
dispositions

Reset campaigns
Reset list position

Edit, create, and
delete campaigns

Edit email list for

Description

Can change the VCC Configuration
(Actions > Configure) and the domain's
default ANI from the Actions menu.

Can edit the trusted IP ranges in the VCC
configuration.

Can edit the list of recipients of
maintenance notifications that apply to
the domain.

Depending on the permissions selected
below, can see and edit users, user
profiles, and skill and agent groups.

Can see and edit other users (except
other administrators) and user profiles.

Can see and edit the Skills folder.

Can see and edit the Agent Groups
folder.

Can edit campaign properties and
perform other campaign-related actions,
according to the permissions below.

Can start, stop, and force stop
campaigns.

Can manage dispositions in campaigns.

Can reset campaigns.
Can reset the list position.

Can add, delete, and edit campaign
properties.

Can edit the list of recipients of
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Primary Permission

User can manage
lists, contact
records, and DNC
list

User can edit IVR
scripts

User can edit
campaign profiles

User can edit
connectors

User can edit
dispositions

User can edit
prompts

User can edit
reason codes

User can edit
workflow rules

User can edit
variables

User can edit

export destinations

Secondary
Permission

maintenance
notifications

Calling lists

Contact records

DNC list

Description

maintenance notifications that apply to
campaigns.

Can manage contact record, depending
on the permissions below.

Can create and delete dialing lists and
perform list-related actions, such as
updating lists.

Can manage contacts and perform
related actions, such as updating contact
records.

Can add numbers to and remove
numbers from the Do Not Call list and
check the DNC list for numbers.

Can add, remove, and edit IVR script
properties.

Can add, remove, and edit campaign
profiles properties.

Can add, remove, and edit connector
properties.

Can add, remove, and edit disposition
properties.

Can add, remove, and edit prompt
properties.

Can add, remove, and edit reason code
properties.

Can add, remove, and edit workflow
rules.

Can add, remove, and edit call variable
properties and call variable groups.

Can add, remove, and edit export
destinations set at the domain
configuration or campaign level. Enabled
by default.
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Contact Records Manager Permission

Users with contact records manager permissions can access the Web2Campaign API.

| General| Roles | Media Type I Skills I Voicemails I \u'arintl Canned Raports|

Roles: Permissions:

Administrator User can access Web2Campaign APT
\Agent

Contact Records Manager
Reporting
Supervisor

Save Cancel

Reporting Permissions

Users with reporting permissions can run reports in the Dashboards and Reports
Application. Users who need access to Dashboards must be given explicit permission.
Supervisors are able to see only the dashboards and run reports for their assigned
campaigns and skills.
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General Roles Media Type Skils Callbacks Voicemails Recordings Verint Canned Reports
Roles: Permissions:
Administrator User can schedule reports to be delivered by FTP
Agert User can access the recordings column
Contact Records Manager )
e User can view standard reports
Supervisor User can view custom reports
User can view scheduled reports
User can view recent reports
User can view canned reports
User can view Fived dashboards
User can view all skills
User can view all groups
User can view social reports
User can define custom column labels and data formatting
defi lumn labels and data f
Add Remove
Apply Cancel
Primary Secondary Description
Permission Permission
User can Can schedule reports to be delivered by email or FTP
schedule delivery several times each day. Can send email

reports to be
delivered by
FTP

User can
access the
recordings
column

User can view
standard
reports

User can view
custom
reports

User can view
scheduled
reports

User can view
recent reports

User can view

reports to several addresses.

Can access only the Recording column and links to
recordings. Enabled by default.

Can access the reports that contains the major
categories of data.

Can access the customized standard reports and
custom reports.

Can access the reports scheduled by users.

Can access the recently generated, exported, or
scheduled reports.

Can access the Canned Reports, which can be run only
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Primary Secondary  Description
Permission Permission
canned by users with the reporting role.
reports
User can view User can Can access Five9 dashboards to view and run
Five9 view all skills dashboard reports and view Key Performance
dashboards Indicators (KPIs) for the contact center.
User can By default, supervisors with permission to view
view all dashboards can see only the dashboards for the skill
groups and groups to which they belong. If a user should have

permission to see all skills or groups, check the box for
that specific permission.

User can view Can access social reports (chat, email, and social) only
social reports if you are licensed for text channels.

User can Can fully customize report labels and display column
define custom formatting.

column labels

and data

formatting

Assigning Users to Queues

Queues contain the interactions that agents can process and the tasks that agents can
perform in a campaign. In the Skills tab of the agent’s properties, you assign queues to
the agent. The Level option represents the priority of the queue for this agent. Level 1
is the highest priority. Different agents may be assigned the same queues, but the
priority for each agent may be different. For example, when interactions are routed to
agents who are assigned the same queues, agents who have the highest Level (priority)
may receive interactions first, depending on the distribution method that is selected.
Note that other factors can affect how interactions are routed. For a description of
these factors, see Setting the Distribution of Interactions.
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Selecting Queues for Agents

| General | Rolesl Skills | Voicemails | Canned Reports

Skills

Save ] l Cancel

1 Click Add to assign a user to one or more queues.

Queues organize your agents and supervisors according to tasks and
responsibilities. You can also add agents to a queue from the Properties window
of the queue.

2 Select one or more queues to assign to an agent.

" Select Skill(s

5% Select skill(s) to add to Mew User:
t Collections

t Inbound
& Infodev

t Marketing
&9 PizzaOrdering
t Retention

9 Sales
t Service

oK

3 Click OK.
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4 Select the Voicemails tab to define how a user can interact with voicemail
messages.

See Managing User Passwords and Voicemail PINs and Managing Voicemail
Greetings.

2 bbristol @fived.com Propertie

| General | I Skills I Callbad<s| Voicemails | Recordings

Attach voicemail to e-mail
Embed all fields from Campaign Profile Layout settings
CC e-mail to:

Received Voicemails

Number New Length Description Campaign

Sorting Options
Sort By: Created - Page Size:

(@ Ascending () Descending

Previous MNext Reset Pin ] [ SetPin

Play Move Delete

Pause

[ Apply ] [ Sawe ] [ Cancel

5 If you have assigned the reporting role, click the Canned Reports tab.

See also, Managing Canned Reports.

6 To save the new user, click Save.

Defining User Profiles

User profiles enable you to create and assign specific user options, such as roles,
permissions, and skills, to groups of users. Additionally, they enable you to control the
default field layout and contact record search conditions for group members.
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Acticns Options View Help

€«> |3 X r B2

-
& Virtual Contact Center - Administrator v3.2.2

Defining User Profiles

Assigning a user profile overwrites any previously configured roles, permissions, and
skills options for users. You can also assign a user to a user profile in the user properties
(see Accessing User Properties).

1 In the navigation pane, right-click User Profiles, and select Add User Profile.

. Product Management 1
-] Users

BB == Drofiled]
- 4k | Add User Profile
SE x Remaove User Profiles)
-] Contacts

[+~ Dispositions

I:I---E: Campaigns

I:I---E: Campaign Profiles

----- £ workflow Rules

=3 VR Scripts

-3 Prompts

-3 connectors

-7 call Variables

(-] Reason Codes

User Profiles 4 Object(s)

User Profile Name

& PruP

@j Flus Apps Voice Only

@j Flus Apps Voice Only - Testers
@j PlusAdapter Multichannel

Copy of User Profile "Plus Apps Voice ...

2 Configure the properties as for a new user.

See Adding Users.

Tab Actions or Definitions

General Enter the name and description of the user profile and list of

Tab members.

Click Add to assign the profile to users.

Click Remove to remove a user from the list.

User Time Zone: Date and time fields displayed to users. You can
choose a specific time zone, or you can let the system detect the
user’s time zone.

Locale: If your domain is enabled for multiple languages, you can
change the language displayed in the user applications to any
language supported in your domain. This value overrides the value
selected by the agent. The Administrator, Supervisor, and Reporting

roles can override the default locale.
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Tab Actions or Definitions

Roles Assign or remove roles and permissions. See Assigning User Roles
and Permissions.

Media See Setting the Media Types for Text Channels.
Type

Skills Manage skill groups. Enabled only for users with the agent or
supervisor roles. See Managing Skill Group Users and Accessing

User Properties.

Layout Select contact fields and variables shown to agents and which fields
they can edit when handling calls for a campaign associated with
the profile. You can control how the fields are displayed by
configuring the width of the fields, you can move fields up or down,
and you can preview the layout.

See Configuring a Campaign Profile Layout. User profiles do not
allow you to show call variables as part of the layout because
agents in a user profile may work with various campaigns. Different
call variables may apply to each campaign.

Allow User to View/Edit the Following Fields Only: users assigned
to the profile can access only fields listed in the Data Fields table. If
this option is disabled, the default global contact field options
apply.

Add, Edit, and Delete: manage contact fields in the profile.

Up and Down: arrange fields in the table. The order determines the
display order of the fields in the agents’ desktop.

Preview: preview the contact field layout.

Show Contact Record Sessions Posted by Other Users: users
assigned to the profile can access all information about previous
calls from other users, including their notes, in the Contacts tab of
the agents’ desktop.

Users Can Perform Lookup: users assigned to the profile can search
contact records in the Contacts tab of the agents’ desktop. In the
following field, you can also limit the accessible lookup data by
configuring the Record lookup Condition.

Contact Record Lookup Condition: filter the results that the users
receive when searching for a contact record. Click Edit to access the
Condition pop-up dialog, where you can configure one or several
criteria and link them by logical operators (OR/AND).
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Duplicating User Profiles

Follow these steps.

1 In the navigation pane, select the profile that you want to duplicate.

2 Right-click the user, and select Create Duplicate.

The properties are copied to a new object called <original object name> - Copy.
The duplicate property window opens. The roles, skills, permissions, and layout
configuration are copied.

K=k

Virtual Contact Center -
Actions Options View Help

«> |3 XKy o2
=63 User Profiles ~ || User Profiles 17 Object(s)
Administrator User Profile Name Description

»

-, Agents - Collections | | ﬂb Administrator

-} Agents - Marketing .
) Agents - Mew Hires ﬁj Agents - Collections

-} Agents - PizzaOrderif| = ﬂb Agents - Marketing
-~} Agents - Retention ) Agents - New Hires
[\ Agents - Sales = A - Bi===0rdering

m

View Properties of Agents - Service .,

iz

2% Remove Agents - Service

& Rename Agents - Service E
1

¢ Create Duplicate of Agents - Sewi% rt

5 Managers - Reporting Only

ﬁj Supervisors - Collections

ﬁj Supervisors - Marketing -

Supervisors - Sales
Supervisors - Service -

4| 1 | 3

3 Enter the information for the duplicate profile.

Setting the Media Types for Text Channels

If your contact center is using text channels and the implementation is complete, you
see the Media Type tab in the Properties tab. Some configuration is required in VCC
and some in the Text Channel server. Use the Media Type tab to define which types of
interactions each user may have with contacts.

For each user, you can define the allowed types of interactions. Depending on their
assigned skills, agents can interact with your customers through voice and any
combination of text channels. Agents respond to incoming requests coming from email,
chat, or social tools, such as Facebook and Twitter. Text channels are available only
with inbound campaigns. Voice interactions can be configured for inbound and
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outbound campaigns. If your domain is enabled for Five9 Engagement Workflow, this
media type panel also enables you to select Salesforce Chat and Case media types for
interaction routing.

Important
To route Salesforce cases to agents, enable Chat and Case media types.

& bwhite@fived.com Properties Iﬁ

General I Roles | Media Type | Skills I Callbacks I Voicemails I Recordings | NICE | \.l'erintl Canned Reportsl
Media

Voice Video Chat Social Email Case
Enable Media | O = i
Max Allowed 1% 115 1% 3% 415 1=
Automatic Interaction Distribution [l

|
[ Apply ] ’ Save ] [ Cancel

If your contact center uses text channels in addition to voice, specify which of the
channels each agent can use and the maximum number (Max Allowed) for each type of
interaction that the agent can have at any time. In this example, the agent is allowed to
engage in all media channels.

If Intelligent Routing is enabled, incoming requests are automatically presented to the
agent to accept or reject until the specified maximum number is reached. If Intelligent
Routing is disabled, the agent can select interactions manually (or cherry pick) from the
qgueue. In this example, Social is not enabled so the agent may select a new social
request from the media queue if the agent has not reached the task limit.

Managing Agent Groups

Creating agent groups enables you to simplify user configuration. Users can be grouped
by skills, their role in a campaign, or other designation. Only users assigned the agent
or supervisor roles may be added to agent groups.
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Supervisors can filter agents based on groups. In the Agents tab of the Supervisor
application, select

View > Filter Agents by Groups > Individual Groups > Group Name
or

View > Filter Agents by Groups > All Groups.

Supervisors might not have permission to see all skills and all agent groups. Supervisors

can broadcast a message to groups and skills to reach all agents with the definitions in
common.

Agent groups appear in agent reports. For example, reports can show how effectively
supervisors manage the groups by running a report that shows which agent group
occupancy is higher (which supervisor is more effective in keeping the agents busy).

Creating Agent Groups

1 In the navigation pane, right-click Agent Groups, and select Add Agent Group.
'S Virtual Contact Center - Administx

Actions Options View Help
€«> |G X¢|r0|2
¥. Fived Demo Call Center 1

-] Users

5[] User Profiles

o foent G
2
5

Skills
-£3 Contacts
t--£7) Dispositions
jﬁ Campaigns
]E Campaign Profiles
3 workflow Rules
t-E3) VR Scripts
]E Prompts
jﬁ Connectors
t-£7) Call Variables
H--[£7] Reason Codes

-
-
H-
-

“p  Add Agent
75 Remove Ag

Agent Groups 8 Object(s)
Agent Group Name
@ collections

Group l}

ent Group(s)
.y REWEToorT

@ sales

ﬁ Service
ﬂ Support
ﬁ Training

Description

a

2 Name and describe the group.
3 To add users to the group, click Add.

4 Click Save to save the user definition.
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Duplicating Agent Groups

When you copy an agent group, all agents in the original group are copied to the new
group.

1 In the navigation pane, select the agent group that you want to duplicate.

2 Right-click the group, and select Create Duplicate.

The properties are copied to a new object called <original object name> - Copy.
The duplicate property window opens.

Virtual Contact -

Actions Options View Help
€«>|FXZ|r0|c

% Fived Demo Call Center 1 » || Users 39 Object(s)

EE: ser': : User Name First Name Last Name
{2 abailey Ni=
A = ived Demo Call Center 1_WebServices el ervices
2 acarter @fived.com = Fives D Call Center 1_\WebServi Webh Servi i
-fA afargo@fived.com | & fiveSdemoapi F3 APL Demo
| "4 View Properties of ann@smith.com
3 m Isabel
7% Remove ann@smith.com i E
i
1 . .
Create Duplicate of th. =
=p Create Duplicate of ann@smith.com —, £ ‘5
& Send Message to ann@smith.com Jiva
% Chat with ann@smith.com Jason
Latisha
fa Reset Pin I/\\s Chris

3 Enter the information for the duplicate.

Managing User Passwords and Voicemail PINs

Passwords must meet the specified requirements. For example, passwords cannot
match the user name. See also Defining Single Sign-On Identity Providers.

Changing Passwords

Follow these steps.

190 Basic Configuration ¢ Administrator’s Guide



User Accounts

Managing User Passwords and Voicemail PINs

1 Double-click the user, or right-click and select View Properties.

2 To change the password, click the dotted button.

General | Roles | Media Type | Skills | \c'oicemails|

I! New User

Select Avatar...

First Name:

Last Mame:

Full Name:
Extension:
Phone Mumber:
Email Address:
User Name:

Password:

Start Date: j Jan 20, 2017
Apply User Profile: @ None

User Time Zone: .None

Federation ID:

Unified Communication ID:

Locale: (English / United States
User is Active
[ User Can Change Password

User Must Change Password on Next Login

3 Type a new password.
The password must contain at least six characters.

Your current and maximum character count is shown as you enter a password.
The Update button is enabled once the password requirements are met.

4 Click OK and then Save or Apply to save your changes.

Note

Your current and maximum character count is shown as you enter a password.
The Update button is enabled once the password requirements are met.

191 Basic Configuration ¢ Administrator’s Guide



User Accounts

Managing User Passwords and Voicemail PINs

Unlocking Users

User accounts can be locked when the maximum allowed number of incorrect login
attempts is reached. You can identify locked-out users by viewing the user properties,
shown below.

® @ Agent Properties I
|

Ll Roles  Media Type  Skills  Callbacks  Voicemails  Recordings

& f-\gent ( Locked. Please change password to unlock the user)

Select Avatar...

First Name

Locked-out users must contact you to reset the password.
To unlock users, follow these steps:

1 Access the user properties.
2 Change the password to a temporary password.

3 Check User Can Change Password and User Must Change Password On Next
Login.
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& ann@smith.com

| General | Roles | skils | Callbacks | Voicemails | Recardings | Canned Reports|

Send e-mail when voicemail is received
[] Attach voicemail to e-mail

["] Embed all fields from Campaign Profile Layout settings

CC e-mail to:

Received Voicemails

MNumber MNew Length Description Campaign Created

- agent:dyoung @fNo 0:0:10 [Mone] Fri 05/24/13 6:07 AM ...
| agent:dyoung @fYes 0:0:10 [None] Fri 05/24/13 6:22 AM ...

Showing 1 to 5 of 5 voicemails

Sorting Options

Sort By: [Created v] Page Size:

(@ Ascending () Descending

[ Previous | [ mMext | [ Refresh | ResetPin | [ SetPin ||

| Flay || Move || Delete |

Greeting

I
]
[ Flay ]| Pause || Stop |

oo ] [ove ] [

4 After the changes are complete, click Save or Apply.

Managing Voicemail

Agents can receive messages when they are not available to answer calls or when calls
are transferred. Messages are WAV files that are transferred to users by using Java
RMI, which uses encryption.

Important

No email notification is sent until an email to receive error messages is
configured in Actions > Configure > Email.

Accessing Voicemail Messages
Enabling Voicemail Notification
Transferring Messages

Listening to Voicemail Messages

Resetting PINs
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Accessing Voicemail Messages

1 Double-click a user name, or right-click and select View Properties.

2 Select the Voicemails tab to define summary information about messages:

° Number: Phone number of the person who left the message. If the
message is the result of an internal call, this column contains the user
name of the caller, for example: agent :egrace.

° New: Whether the file is new.
° Length: Length of the message in hours:minutes:seconds.
° Description: Message.

© Campaign: Associated campaign. If the message is not associated to a
campaign, [None] is displayed.

© Created: Creation date and time of the message.

Ganaral | it | Calbacis | ¥ocemais | Recordings
| Gl @l i) WoATRRal 5 reTeY R

Reecetwid Yoimals

Hassbisr Maw  Length  DescripSon Campagn Craabed
S0 lirg Oplicre
Sort By: | Crested »  PopeSee: | 100
@ Ascending Cegoendng
| Refresh Reset Fin SatPin
Grestrg
 Upoad |
[ Rem=l J . Pay J
appty | [ savwe | [ conce
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Enabling Voicemail Notification

In the Voicemails tab of the user’s properties, define these options:

Send email Send a notification email to the user for each message received.

when

voicemail

is received

Attach Attach a WAV file of the voice message to the email. Therefore, users do

voicemail not need to log in to agent or administrator applications to listen to

to email messages, which can be played with any computer media player. See
Defining Email Notifications and Managing Skill Voicemail Messages.

Embed all Include the additional data about the call in the email. Recipients do not

fields from need to go to the agents’ desktop. Define in the Layout section of the

Campaign campaign properties the data to send in the email notification. The

Layout format of the data must be easy to parse by a script or program. Place

settings each field-value pair on a separate line and delimit the field and data
with a colon followed by a comma (:.)

Example Campaign Layout Settings:
SFIELDS: START
Primary: 011119252012078
Call.ANI: 011119252012078
Call.DNIS: 9254183250
Call.type: 2
SFIELDS: END

Example email:
Dear <firstname> <lastname>,

You have received a new message from 011119252012078 Thu
Aug 02 15:20:08 PDT 2012

SFIELDS: START

Primary: 011119252012078
Call.ANI: 011119252012078
Call.DNIS: 9254183250
Call.type: 2

SFIELDS: END

CC e-mail Email address of up to five recipients. Separate the addresses with
to: commas.

Click Save or Apply to save your changes.
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You may assign voicemail messages to other users.

1 In the Voicemails tab of the user’s properties, select one or more messages.

2 Click Move.

3 Select a user recipient.

Smmmmentee o

| General I Rnlesl Skillsl Callbad<s| Voicemails | Recordingsl Canned REports|

Managing Voicemail

[ Send e-mail when voicemail is received
Attach voicemail to e-mail
Embed all fields from Campaign Profile Layout settings

CC e-mail to:

Received Voicemails

Number New Length  Description Campaign

y agent:dyoung@fNa
Bl |, agent:dyoung@fYes

Showing 1 to 5 of 5 voicemails

Created

Fri 05/24/13 6:07 AM ..
Fri 05/24/13 6:22 AM ...

LA TpIEE Select user to move voicemail to:

Sort By: :Created & abailey
@ Ascending () Descending £, afargo@fives.com
& ann@smith. com

Previous Next £, Apple2013

& bbristol @fived.com

&, bkwell @fives.com
& bwillow @fived.com

| [ Move |[ Delete | £, bl @billfernandez.com

=

| [ cancal |

4 To move the message from the sender’s to the recipient’s list, click OK, and Yes.

Listening to Voicemail Messages

The message is played in your default media player.

1 In the Voicemails tab, select a message.
2 Click Play.

3 To delete messages, select one or more messages.

4 Click Delete, and Yes.
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Resetting PINs

When you access voicemail through your phone, a secure Personal Identification
Number (PIN) is required to access the voicemail storage box. The PIN is a string that
can contain up to eight digits ["'0. . 9"]. The field is empty for new users. Agents can set
or change their PIN only by calling a dedicated phone number. The extension number
and the PIN enable agents to listen their new and saved messages.

¢ |n the navigation pane, right-click Users, and select Reset Pin.

Virtual Contact =

Actions Options View Help
€«> |4 X|r 0|2

@ Five9Demo Call Center 1~ || Users 39 Object(s)
=R ==/ Users User Name First Name Last Name
gy abailey = N
2, acarter @fived.com = g@:_}, Fived Demo Call Center 1_WebServices Web Services
£ afargo@fives.com || |¢® fivesdemoapi F3 API Demo
'
T) apple2013 L View Properties of ann@smith.com -
= - Isabel Fernandez
L™ bbristol@f] 3 Remave ann@smith.com 3l B i
4 bill@billfer . _ i anyon
A bknellaf Create Duplicate of ann@smith.com Jim Cresping E
2 buillow@f ) Jiva Devoe
i rev—— & Send Message to anr‘l@swth.corh Tacon Turoin
) costrie @f % Chat with ann@smith.com )
% dyoung@f Latisha Tompson
2 Fived Dem [ Reset Pin Chris Miller
Fived Demo CaIlCent T1/%, nanissimay Mikolai Anissimoy A
Tk five9demnani P .

PN T —

3 < T

+

| ==

¢ Alternately, you can set the PIN in the Voicemail tab of the User Properties
screen. Click Reset Pin in the Voicemails tab of the user properties. See also
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,
& ann@smith.com Properties ‘

Managing Voicemail Greetings

| General I Roles I Skills I Callbacks | Voicemails | Recordings I Canned Reporis|

[~ send e-mail when voicemail is received
Attach voicemail to e-mail
Embed all fields from Campaign Profile Layout settings
CC e-mail to:

Received Voicemails

MNumber MNew Length Description Campaign Created
B agent:dyoung @fNo 0:0:10 [Mone] Fri 05/24/13 6:07 AM ... -
[~ |, agent:dyoung@fYes 0:0:10 [None] Fri 05/24/13 6:22 AM ... >

Showing 1 to 5 of 5 voicemails

Sorting Options

Sort By: :Created v: Page Size: | 100
(@ Ascending () Descending
Previous X Reset Pin ] [ Set Pin
Pla ove Delete |
Greeting
[ Apply ] [ Save ] [ Cancel ]

Managing Voicemail Greetings

The message says that the PIN of the user has been successfully reset. Click OK. If you

reset the PIN, the user will be prompted to set a new PIN next time they log into
voicemail.

A greeting is a message played to callers when a call redirects to the voice mailbox
because the agent didn't answer. You can configure greetings for skill and personal

messages. For more information about skill mailbox greetings, see Managing Skill
Voicemail Greetings.

If your agents have a personal voice mailbox, you may upload a personalized greeting
for each agent to replace the default greeting. Five9 recommends that you use
personalized greetings if you transfer calls directly to agents in your IVR scripts or if
agents transfer calls to other agents. Agents can record their greetings by calling a
number added by the administrator to the campaign and may upload custom greetings.
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You may also use the Voice Input module in an IVR script. See also Interactive Voice
Response (IVR) Administrator's Guide.

If you or the agent resets the greeting, the system deletes the uploaded greeting and
uses the default greeting instead.

The supported format for new files uploaded to the system is WAV audio, ITU G.711
mu-law, mono 8000 Hz. In some applications, it's also listed as CCITT u-Law, 8.000 kHz,
8 bit, Mono, 7 kb per second. See Managing Voice Prompts.

Uploading Greetings

The last uploaded file overwrites the earlier one. The files that you upload don't have
priority over those uploaded by agents.

1 Inthe Administrator Application, expand the Skills folder on the left navigation
pane, right-click Support, and then select View Properties of [Skills name].

©
Actions Options  View Help
PO 2 Y
£2 skills _ Fivedpdm11 15 Object(s)
I e eIl | rtual Contact Genter Gompon
e T
%IZ:: & Rename Support £ Agent Groups
@ test 5 4k Create Duplicate of Support £ skills
8 o 2 S Messgeto sopon & comct

E3 pispositions

E3 campaigns

{3 campaign Profiles
E3 workflow Rules
3 VR Scripts

3 Prompts

3 connectors

£ call variables

{3 Reason Codes

2 In the Voicemail Actions tab of the Support Properties, select the Upload

button.

199

Basic Configuration ¢ Administrator’s Guide


https://documentation.five9.com/bundle/ivr-administrators-guide
https://documentation.five9.com/bundle/ivr-administrators-guide

User Accounts

Managing Voicemail Greetings

[

General Users Voicemail Actions  Skill Voicemail Prompts  Service Leve)

Routing Voicemails
Route voicemails for this skil

Greeting
Upload °
Reset Play Pause Stop

Apply Cancel

3 Browse to the Wav Audio file and then click the Select button.

® SupporiProperies
General Users  Voicemail Actions  Skill Voicemail ~ Prompts  Service Level

Routing Voicemails
Route voicemails for this skill
Y

[

EEETy Look In: upload
Upload | —|

Reset

FileName: | bass-wiggle-297877 1.mp3|

Files of Type: | Wav Audio

Concel

Drag and drop files here

Apply savi

Upload complete

& Download & upload @ Delete © Cancel

Listening to Greetings

In the Voicemails tab, click Play. The process can take some time. The system enables

the Pause and Stop buttons.
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Managing User Callbacks

The Callbacks tab appears in the user’s properties after the user has been created.
Agents can schedule a date and time to return a call and can receive reminders of the
scheduled callbacks. The callback list shows this information:

Done Whether the call has been returned.
Number Phone number to call.

Complete by Date and time of the scheduled callback.
Campaign Campaign associated with the callback.

Comments Text entered by the agent about the callback.

% Ithompson@fived com Properties | x|
General | - | skils Callbacks | voicemais | Recordings |
% N
Done | Number | Complete By [ campaign | Comments
P 4152053754 07/13/10 1:46 AM |DNone]
¥ |4152053754 07/23/10 6:41 PM [None]
P
1| | 2|
ooy | [ save | cancel |

To see the details of a callback, double-click the callback.
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% tcallbacks - training@fived.com ‘_lm,ﬁl

Done: [true
Complete By: |Mon 0S/26/08 11:42 AM
Campaign: |Tech Support Inbound

Wl | > [ m] EEN

Transferring Callbacks

Follow these steps.

1 To transfer scheduled callbacks, select a callback and click Move.

<> ) Select user to move calback(s) to:

2

2 Select a user, and click OK.

3 Click Yes.

202 Basic Configuration ¢ Administrator’s Guide



User Accounts

Managing User Recordings

Exporting Callbacks

The callback data are exported as a CSV file. The first row in the file contains the names
of the fields.

1 Select callbacks.
2 Click Export.
3 Select a folder, and click Export.

Managing User Recordings

The Recordings tab appears in the user’s properties after the user has been created.
Recordings are WAV files containing the agent’s conversations during call sessions.

The default maximum call recording length is one hour for each call. To increase the
maximum recording length to up to three hours, contact your Five9 support
representative. By default, the number of simultaneous call recordings is limited to 20%
of the provisioned agent seats.

The recorded calls are listed in the Recordings tab:

Number Phone number associated with the call.

Length Length of the recording (hours:minutes:seconds).
Campaign Campaign associated with the call.

Created Creation date and time of the recording.

Upload Status Upload status of the recording.
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| General I Roles I skills | Callbacks I Voicemails | Recordings | Canned Reports
[

Recordings

Mumber Length Campaign Created Upload Status

Sorting Options

Sort By: Created - Page Size: | 100 =
@ Ascending ~) Descending [] Show Uploaded Recordings

Previous Mext Play Delete [ Grouped by Session

[ Apply ][ Save ]’ Cancel

You can sort recordings as follows:

Sort By: Sort Criteria

Number Phone number associated with the call.

Length Length of the recording.

Campaign Campaign associated with the call.

Created Creation date and time.

Ascending or Descending Ascending or Descending order

Page Size Number of the recordings per page.

Show Uploaded Record-  If checked, the uploaded recordings are shown.
ings

Grouped by session Groups recordings by calls. Some calls can have

multiple recordings.

To always record the agent’s calls, check Always record agent's calls.

To listen to a recording, select the recording and click Play. The recording is played with
your default media player.

To delete a recording, click Delete, and Yes.
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Managing Canned Reports

Canned reports can be configured only for users with the reporting role. The Canned
Reports tab is not visible unless users have the reporting role. Users with Canned
Reports access are allowed to run a limited set of reports, with no ability to create,
modify, or schedule reports. Users of Canned Reports can specify only the date range
before running the reports. These users cannot access reports that were not configured
for them.

If you try to save a modified custom report that has been assigned to at least one user
as a canned report, you receive a warning. Changing the Canned Report will deny the
assigned user access to the report. To avoid this issue, save the report under a different
name.

You can add, remove, and change the order of canned reports in this tab.

% arazhev_aracon Properties x|
General | Roles | Sials | Callbacks | Voicemais | Recordings | Mice Canned Reports |
Report Name Description —
Cal Log areated with no recordngs col... jRecords for al calls
(Call Segment - recordng advanced (no... Cal flow in the system
iCall Log - advanced recording 1 In a given period, what calls ocousred?
ACD queue P8 ACD queue data source
=
Add Remaove I Down
rooly | [ save | cancel |

Adding Canned Reports

Follow these steps to add a canned report to a user. You can select from the list of
custom reports.
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1 Click Add.
2 Open each folder, and select the reports.
Select reports to add I X ]
Select a Custom Report to add to User's Canned Reports
E-J MyTests
: Agent State Customs
Modue summary (o be changed
IVR Time to Abandon (to be changed)

IVR Paths to ACD Queue (to be changad)
Contact Pivot Report

ACD Queue Quality of Service Details - Custom
[+~ |, Ralfs Shared Reports

[+~ |, Shared Reports

LR EE N ERNR N ]

| ok || cancel

3 Click OK.
4 To sort the report in the list, use the Up and Down buttons.

The reports in this menu have the same order as the reports in the Reporting
Portal.

5 Click Save or Apply.

Removing Canned Reports

1 Select one or more reports.
2 Click Remove.
3 Click Save or Apply.

Communicating With Users

You can communicate with your agents in real time by sending messages to individual
users, creating a chat session with one or more users, and broadcasting messages to all
logged-in users.

Broadcast messages are one-way communication; users cannot reply.

Use the instant message to have an interactive chat session with an individual agent, or
all agents in a skill group. See Communicating With Skill Group Members.
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Sending Instant Messages to Individual Users

You can send messages only to users who are currently logged in.

1 Right-click a user name, and select Send Message To User.

«: Wirtual Contact Center - Admin

Actions Options View Help
€>|H X 0|2

| % Fived Demo Call Center 1 = || Users 39 Object(s)
=5 Users i
12 joe.clark@a "%  View Properties of ann@smith.com

1% patharms@ X Remove ann@smith.com

I{b katie. miller @
'& ann@smith.

-

Im asrontaylo =  Send Message to ann@smith.cnr{\\s
& brett.treat@

.

I& wictor.trent

margaret. v :
|§ . r_fﬁ Rezet Pin

Create Duplicate of ann@smith.com ‘

Chat with ann@smith.com

2 Type your message in the window, and click OK.
The message you send appears on user’s screen as a popup window.

¥ Teresa Oliver-Merrill

Hello, Katie

Hi, Paige. What do you need?

Sending Messages to Multiple Users

1 In the navigation pane, right-click Users, and select Send Message to User(s) to
select the users to receive your message.
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Actions Options View Help

€> |3 X0

. Fived Demo Call Center 1 = || Users 39 Object(s)

|
Add U I
N = *fived.com
75 Remove User(s) fived.com
|g] Send Message To User(sh, ™ Call Cent
o =mo Call Cent

LL s a =i .o |I

2 Select one or more users.

Please select the chject(s] to remove:

Communicating With Users

& joe.clark@abccorp.com

& pat harms@abccorp.com

& katie.miller@abccorp.com

& ann@smith.com

@ aaron.taylori@abccorp.com
& brett.treat@abccorp.com

& victor trent@abccorp.com

& margaret. wilkong@abccorp.com

[ ok || Cancel

3 Click OK.

4 Type your message in the Message field, and click OK.

Broadcast Messages to All Users

The broadcast message appears in the footer status area on the screens of all Five9
users currently logged in.
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1 Select Actions > Send Broadcast Message.

IActians Options View Help

Import Numbers Inte DNC List
Check DNC List For Numbers et
Remove Mumbers From DMNC List :
e9.c
View Default ANI ea,
Set Default ANI cal
Send Broadcast Message b Ctrl+S |} cal
Create Chat Session pi
View Event Log 9.0
efivi
Configure ved
Logout & Exit em:

2 Type your message in the message field, and click OK.

ter - Administrator v9.2.33

Communicating With Users

Actions Options View Help

«> | X|rB0|2

Product Management 1 Users 56 Object(s)
ﬁ User Name || First Mame
- (@) User Profiles £ 123456789012345678901234567. . 1234567890
ﬁ Agent Groups
-E3) skills & asron.able@abecorp.com Agent
-3 Lists £, agent10@fapdm. com agent
. ﬁ Contacts & agent1@fpdm.com Agentl
5 Dispositions &
= agen Im.com Agent2
\n.ﬂr . ’-‘ .“f *—-‘
.lé.'!.. OlncsslebinrmBRiu s e e Chian

< n

Broadcast Message: Hello Everyone. Training sessions begin in 10 minutes,

Chatting with a Single User

You can create a session from the navigation pane or from the main window.
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1 Right-click a user name, and select Chat.

E &L View Properties of katie.miller@abccorp.com '
i
% m 75 Remove katiemiller@abccorp.com

% Pe =y Create Duplicate of katie.miller@abccorp.com

P
% PL@] Send Message to katie.miller@abccorp.com )
% P % Chat with katie.miller@abccorp.com
L

1

— = ¥ Reset Pin =

2 The user you select receives a chat invitation.

Hello, Katie

Hi, Paige. What do you nead?

3 You will receive a notice that the user has joined the chat.

% ChatID: BEESC399803244FAB7B48B4CF31584F0 _

& = | End Chat |Export Transcript |

Users In Chat Chat Session
& Administrator "Tere
& Agent katie.millert

Chat started: Nov 2, 2015 2:59:15 PM PST

Agent "katie.miller@abccorp.com” has joined this chat

Hello, Katie

F 3

Invited Users
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4 Exchange messages by typing in the box at the lower section of the screen and
pressing Enter.

Chat text appears in the main section of the screen.

Exporting the Internal Message Transcript and Ending
the Chat Session

You can export the internal message transcript and save it as a text file on your
computer.

1 Click Export Transcript in the window header.

L L

% ChatlD: 8EEEC398303244FAB7848B4CF31584F0

| - | End Chat Export Transcript

2 Specify a name for the text file when prompted.

Computer

$=
Q;L‘, File name: KatieMiler{TrainingChat Save |
Network Files of type: | Text Files(.bt) - Cancel I

3 To end the chat, click on End Chat in the window header. When prompted to
confirm, click Yes.

Inviting Additional Users to a Chat Session

To invite additional users to a chat session, click on the plus sign (+) in the chat window
header. Select the users for the chat from the list of users currently logged in.
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ChatlD: 25CE6EC333B54A64935047. FF|

il | End Chat Export Transcript
i
| Users In Chat Chat Session
& Administrator”paig Chat started: Nov 2, 2015 3:16:25 PM PST

& Agent katie. millert
£, Agent "aaron.able Agent "katie.miller@abccorp.com” has joined this chat

Agent "aaron.able @abccorp..com” has joined this chat

Hello there.
Admin "paige.wilson@abccorp.com”: Hello there.

< [ 3

Invited Users
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Managing Skill Groups

Accessing Skill Group Properties

Managing Skill Group Users

Removing Skill Groups

Routing Voicemail Messages to Skill Groups
Managing Skill Voicemail Messages
Managing Skill Voicemail Greetings
Managing Audio Files for Skill Groups
Managing Skill Group Service Levels
Communicating With Skill Group Members

Skill groups organize users who have the agent or supervisor role into groups assigned
to the call queues that are part of campaigns. Users can be assigned to multiple skill
groups; campaigns can have multiple skill groups.

e Qutbound campaigns: Calls initiated by the VCC dialer are routed to agents by
their skill group assignments. The skill assignment is under the Skills tab of the
campaign properties.

* Inbound and autodial campaigns: Calls are routed to agents who are assigned to
the skill groups listed in the Outbound Skills tab of the inbound campaign
properties.

For information about adding skill groups to campaigns, see Configuring Skills in the
Campaign Administrator's Guide.
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Actions Opticns View Help

Communicating With Users

€«> |3 X |» B2

L. Fived Demo Call Center 1
£ Users
-E7 User Profiles
E Agent Groups

Dispositions

E Campaigns
i3] Campaign Profiles

£3) workflow Rules
H-£3) TVR Scripts
-] Prompts
]E Connectars
i) Call Variables
t-£7) Reason Codes

H-
H-
-
H-
H-
H-
H-
-

Skillz 12 Object(s)

Skill Mame

|| Description

i@ cDion

* Collections
@ Inbound

@ Marketing
t PizzaOrdering
* Retention

* Sales
@ service
m Support
9 test
‘ Training
F]
[

You can add, modify, and remove skill groups. You can also send a message to all the

agents in a skill group.
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Adding Skill Groups

1 Right-click Skills, and select Add Skill.

Actions Opticns View Help

Managing Skill Groups

€>|FXK|» 0|z

L Fived Demo Call Center 1

Skils 12 Object(s)

i) Users

3] User Profiles
+- [0 Agent Groups

=y Add Skill b
2~ Remove Skill(s)

= 5end Message To Skill(s)

Skill Mame

d
Collections
Inbound
Marketing
PizzaOrdering

Retention

E Waorkflow Rules
=3 VR Scripts
73] Prompts

7 Connectors

7 Call Variables

; ~[]] Reason Codes

t Sales
t Service

t Suppeort

2 Name your new skill group.

3 Click OK.

4 To modify the properties of the new skill group, double-click the skill group, or

right-click and select View Properties.
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Duplicating Skill Groups

1 Right-click a skill group name, and select Create Duplicate.

All properties, except for skill voicemail messages, are copied to a new group
called <original object name> - Copy. The property window of the duplicate
opens.

& Acme Sales - Copy Properties e

General Users Voicemail Actions Prompts  Service Level

% Acme Sales - Copy

Description:  Copy of Skill "Acme Sales"|

Message Of The Day:

Save Cancel

2 Edit as needed.

Renaming Skill Groups

1 Right-click a skill group name, and select Rename.
2 Click OK.

Accessing Skill Group Properties

Double-click a skill group name, or right-click, and select View Properties to define or
modify skill group properties.

Tab Action or Function Description
General Describe the skill group and message of the day for the group members.
tab For more information about the message of the day, see

Communicating With Skill Group Members.

Userstab  Add or remove users to or from the skill group. You can set up skill

levels (priorities). For more information, see Managing Skill Group
Users.

216 Basic Configuration ¢ Administrator’s Guide



Skill Groups

Managing Skill Group Users

Tab Action or Function Description

Voicemail Enable routing of voicemail messages to agents. Skill messages are
Actions tab delivered to agents only if the Skill Group Voicemail Routing option is
enabled. For more information, see Routing Voicemail Messages to

Skill Groups.
Skill View, play, and manage messages for a certain skill group. For more
Voicemail information, see Managing Skill Voicemail Messages.
tab
Prompts Configure skill audio files. For more information, see Managing Audio
tab Files for Skill Groups.
Service Define skill-level overrides for key performance indicators.
Level tab

Save changes on each tab.

All properties assigned to the skill group appear in the main pane:

I| skils 12 Object(s) I I |i

Skill Name Description || Mumber of Agents | Number of Inbound Campaigns | Mumber of Qutbound Campaigns || Mumber of Autodial Campaigns
1 1 a 0 -
15 1 1 0
I N O N
15 1 2 0
& PizzaOrdering Everone lov... 1 2 1] 0
{8 Retention 17 2 2 o
8 Sales 16 2 3 1
{8 service 19 2 1 1
9 support 18 2 1 0

Managing Skill Group Users

Assigning Users to Skill Groups

You can assign users to skill groups in many ways. Only users with the agent or
supervisor roles can be assigned to skill groups.

Assigning Skills to User Profiles

See Defining User Profiles.
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Adding Users to Skills

You can add only users who do not have a user profile.

1 Open the skill group properties.

2 Click the Users tab.

This tab contains the agents members of the skill group.

'€ Inbound Propertie

| General| Users | Voicemail Actions I Skill Voicemail I Audio Files

User(s) Level User Profile

£, abailey Administrator
£, acarter @fives.com <Mone >

& bill @billfernandez.com Administrator
& dyoung @fived.com Administrator
& Fived Demo Call Center 1_WebServ. .. Administrator
£, fivesdemoapi Administrator

L EESESESE

’ Add ] [ Remove

[ Apply ]’ Save ][ Cancel

3 To add the user to the skill group, click Add.

4 Select the users to add to this skill group.

Only users who do not belong to user profiles are listed. To add or remove skills
to users who have a user profile, edit the properties of the user profile.

Select user(s) to add to Inbound:

& ann@smith.com
& don.petersi@fived. com

ok || Cancel

5 Click OK to add the users.
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6 To change the priority in the Level column, use the Up and Down arrows.

The Level determines the agent’s priority in receiving calls sent to this skill
group. Level 1 is the highest priority. Agents with higher ranking receives calls
first. Users assigned to several skill groups may have a different priority level for
each skill.

7 Click Save.

Assigning Skill Groups from the Properties of the User

Account

See Accessing User Properties. Only users who do not belong to user profiles are listed.
To add or remove skills to users who have a user profile, edit the properties of the user
profile.

1 Open the User Properties window.

2 Click the Skills tab.
The Skills tab shows the skill groups to which the user belongs.

3 To assign the user to a skill group, click Add.
4 Select the skills to assign to the current user.
5 Click OK.

6 Define level options for the users.

The Level determines the agent’s priority in receiving calls sent to this skill
group. Level 1 is the highest priority. Agents with higher ranking receives calls
first. Users assigned to several skill groups may have a different priority level for
each skill.

7 To change the priority, use the Up and Down arrows.

8 Click Save.

219

Basic Configuration ¢ Administrator’s Guide



Skill Groups

Removing Skill Groups

Removing Users from Skill Groups

Removing Skill Groups Using User Profile Properties

This is the only option for users who have a profile. The skill groups are automatically
removed from all users who belong to the profile. For more information, see Defining
User Profiles.

Removing Users Using the Skill Properties Window
You can remove only users who do not have a user profile.

1 Open the skill group properties.
2 Click the Users tab.
This tab contains the agents members of the skill group.
3 Select users.
4 Click Remove and Yes.

Removing Skill Groups in User Properties Window
You can remove only users who do not have a user profile.

1 Open the User Properties window.
2 Click the Skills tab.
The Skills tab shows the skill groups to which the user belongs.
3 Select users.
4 Click Remove and Yes.

Removing Skill Groups

When you delete skill groups, you lose reporting information about those skill groups.
You do not lose the reporting data, but the reports show Deleted as the name of
deleted skill groups.
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Deleting a Single Skill Group

1 Right-click a skill group name, and select Remove Skill Group.
2 Click Yes.

Deleting Multiple Skill Groups

Follow these steps.

1 In the navigation pane, right-click Skills, and select Remove Lists.

Actions Options View Help
<> | Xx|pr0|e
Fived Demo Call Center 1 Skills 12 Object(s)

- Users Skill Name Description | Number of Agents | Number of Inbound Campaigns | Mumber of Qutbound Cam
-3 User Profiles

& Collections 15 1 1
- Agent Groups — " ;5 .
m [nbount
B0 Us| < Add Skill v 1 1 0
E go 2 Remove Skill(s) tng 18 1 2
"E C' rdering Everone lov... 1 2 0
= B Send Message To Skillls) |yon 17 &3 .
-E3 cal
[ Workflow Rules & sales 16 2 3
[0 VR Seripts 8 Service 13 2 1
E Emmm:m 8 support 18 z 1
| onne rs
-0 call variables 8 test asdasd 4 2 0
-2 Reason Codes & Training 14 1 1
< I ] v

2 Select one or more skill groups.

Please select the ohject(s) to remove:

i Collections

& Inbound

& Infodev

t Marketing

9 PizzaCrdering

& Retention

i Sales

* Service -

Mote: removing skill(s) will result in removing all asscciated

veicemail and recordings.

| 0K |[ Cancel l

3 Click OK, and Yes to all to save changes.
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Routing Voicemail Messages to Skill Groups

Agents can control their availability to receive messages. Supervisors can monitor the
progress of the voicemail queue at any time. You enable the routing option in the Skill
Properties window. See also the Skill Transfer Module in the Interactive Voice
Response (IVR) Administrator's Guide.

Message Routing Options

Route voicemails for this skill Option enabled: messages for the skill group are
automatically delivered to the skill group agents who have the Ready for Voicemail
status. If routing is not enabled for a skill group, its voicemail messages accumulate but
are not delivered to agents.

Route voicemails for this skill Option disabled: administrators or supervisors can still
manage skill group messages. See Managing Skill Voicemail Messages.

To specify the timeout, see Defining Settings for Agent Desktop Plus and the
properties of the Skill Transfer module.

1 Inthe skill group properties, click the Voicemail Actions tab.

2 Check Route Voicemails for this Skill.

& Support Properties
General | Users | Voicemail Actions | skl Veicemail I Audio Files

Routing Yoicemails
[C] Route voicemails for this skt

Greeting

[ Apply ][ Save ]’ Cancel
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Managing Skill Voicemail Messages

Voicemail is used to transfer and store telephone messages to agents and or skill
groups. Each skill group can be configured to receive messages. Administrators and
supervisors also have access to the skill messages. Voicemail files are transferred to
users by using Java RMI, which is securely encrypted.

Typical skill messages originate from IVR modules (Voicemail Transfer or Skill Transfer),
internal calls to a skill group when no agents are available, and transferred personal or
other skill group messages.

Skill messages are delivered only to agents who have permissions to process them and
whose status is VMReady. Administrators may give to agents these permissions:

e User Can Process Skill Voicemails
e User Can Delete Skill Voicemail Messages

e User Can Transfer Skill Voicemail Messages
Supervisors can monitor the distribution of messages. They may also force agents to be
ready or not ready to receive messages.

Messages are delivered to agents only if Route Voicemails for This Skill is enabled in
the skill properties. If this option is disabled, the skill group accumulates messages, but
they are not routed to agents. In this case, only administrators and supervisors can
process the messages.

Note

If Route Voicemails for This Skill is enabled in the Voicemail Actions tab,
changes might overlap while messages are routed to agents.

Accessing Skill Voicemail Messages

1 Open the skill group properties.

2 Click the Skill Voicemail tab.

This tab contains the description of the skill voicemail. The display can span
several pages. The total number of voicemails appears below the table.
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| General [ users | vaicemail Actions | Skil Voicemail | Audio Files|

Managing Skill Voicemail Messages

% Support Properties X

Length  Type Campaign
0:0:08 Inbound
0:0:09 Inbound

0:0:06 Inbound

Mumber Description

9252012000
9252012000
9252012000

9252012000
- e 9252012000

0:0:05 Inbound
0:0:11Inbound

Created Status

Tue 11/08/11 5:56 PM PST  Processed
Wed 11/09/11 5:21 PMPST Processed
Wed 11/03/11 5:22 PMPST Processed
Wed 11/09/11 5:22 PM PST Processed
Tue 112911 3:08 PM PST Processed

User

[Deleted]
jturpin
jturpin
jturpin
[Deleted]

Showing 1 to 5 of 5 voicemails

Playbadk

Sorting/Filtering Options
SortBy: Created
(@ Ascending

Filter By: || Queued

() Descending

[T Accepted

v: Page Size: | 100 =

|| Processed |7 Deleted

! E Mote: Skill VM routing is currently enabled. Some information may be outdated.
L

[ Apply ] [ Save ] [ Cancel

Customize the Voicemails Display

Processing Voicemail Messages

Page Size

Select a
Sort Option

Rearrange
Columns

Filter the
List

Specify the number of records that appears on each page

Choose the sorting option from the drop-down menu. sort by Creation
Date, Number Description, status, Campaign, or Length.

Click and drag the column headings left or right. With this method, the
sort order is applied only to the messages shown on the current page.

Select the filtering option by message status: Queued, Accepted,
Processed, or Deleted.

After applying the options, click Refresh to see the changes.

Messages may contain multiple recordings if an IVR Script is configured to send several
voice recordings to a mailbox. In this case, all recordings appear under the same folder

in the table.

To see the recordings, open a folder and select a recording.
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i % Support Properties

| General | Users | voicemail Actions | Skill Voicemail | Audio Files

Managing Skill Voicemail Messages

Length Type Description Campaign

0:0:05 Inbound CDion
0:0:06 Inbound CDion
0:0:08 Inbound CDion
0:0:08 Inbound  Main recording CDion
0:0:09 Inbound CDion

Number

[®- || 9252012000
[ || 9252012000
B | 9252012000
9252012000
| 9252012000

Created Status

Wed 11/09/11 5:22 PM PST Processed | =
Wed 11/09/11 5:22 PMPST Processed  j[
Tue 11/08/11 5:56 PMPST Processed [|E
Tue 110811 5:56 PM PST &
Wed 11/09/11 5:21 PMPST Processed  j -

| 3

Showing 1 to 5 of 5 voicemails

Previous Mext

Sorting/Filtering Options
Sort By: _Lengﬁ1

Playback

Transfer Change Status

&

Page Size: | 10015

L ] ': MNote: Skill VM routing is currently enabled. Some information may be outdated.
-

Filter By: [] Queued

(@ Ascending () Descending

[] Accepted [] Processed [7] Deleted

Play a Voicemail Message

[ Apply l [ Save l [ Cancel

Click Play in the Playback section of the screen to play the selected message.

Use the slider to jump to various parts of the message. Use the Pause and Stop buttons

to control the message playback.

Transfer a Voicemail Message to Another User
Select a voicemail folder and click Transfer.

Check Agents or Skills to display the appropriate group of names to which you can
transfer the message.

To narrow the search results, start typing a name in the search box.
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]

1% Beth Willaw (0010, bwillow @fived. com) Agents
ﬂ William Johnson (0023, wjohnson@fived, com) 7] skills
ﬁ William Jones (0022, wiones@fived, com)

[ << Details ][ Transfer ][ Cancel ]

Select a name from the list and click Transfer.

Change the Status of a Voicemail Message

You can change the status of a message at any time. You can also revert a Deleted
message to Queued and deliver the message to agents. Click Change Status and select
the status you want to apply to the message.

Select Voicemail Stat X |

Processed

Ok ] ’ Cancel

Click OK to save the status change.

Managing Skill Voicemail Greetings

A greeting is a message that is played to callers before a call reaches skill group
voicemail box. Greetings can be set for skill and user voicemail. See Managing
Voicemail Greetings.

To use a voicemail greeting, record a greeting as for prompts or agent voicemail
greetings. The requirements for the audio files used as voicemail greetings are the
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same as for prompts. The supported format for new files uploaded to the system is
WAV audio, ITU G.711 mu-law, mono 8000 Hz. In some applications, it is also listed as
CCITT u-Law, 8.000 kHz, 8 bit, Mono, 7 kb/sec. To record greetings, see Managing

Voice Prompts.

When you reset a greeting, the uploaded greeting is replaced by the default voicemail
greeting.

Uploading Voicemail Greetings

The last uploaded file overwrites the previous one.

1 Open the skill group properties.

2 Click the Voicemail Actionstab.

% Support Properties
General | Users | Voicemail Actions | skill Voicemail I Audio Files

Routing Yoicemails
[ Route voicemails for this skilt

Greeting

3 Click Upload.

4 Browse to a WAV file on your computer, and click Select.

Listening to Voicemail Greetings

To play a greeting, in the Voicemail Actions tab, click Play. Pause and Stop the
recording as needed.
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Managing Audio Files for Skill Groups

Skill group audio files are whisper prompts for call announcement and prerecorded
messages assigned to a skill group that can be played by agents while on a call.

Audio Files for Agent Use

Audio files can be used by agents for things such as playing a legal disclaimer that must
be read precisely or leaving a message on an answering machine. You can add up to 20
files to a skill as files available for agent use.

Audio Files for Whisper Announcement

An audio file may be used for call announcement, otherwise known as whisper, that is
played on call connection. These whisper announcements prepare the agent for what
type call is arriving, such as "Sales call" or "Support call". Only one whisper prompt may
be associated to a skill; a whisper prompt associated to a skill overrides a whisper
prompt set at the campaign level.

See also Managing Voice Prompts and Text to Speech.

Adding Skill Audio Files

To associate prompts with a skill, follow these steps.
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1 Inthe skill group properties, click the Prompts tab.

2 Click Add for your desired audio file upload.
& billing Properties X

General Users Voicemail Actions Skill Voicemail Prompts  Service Level

Skill Audio Files available to Agents

Prompt Name Duration File Size

Add Remove

Whisper Prompt played on call connection

Prompt Name Duration File Size

Add Remove

Apply Cancel

3 Select one or more prompts.

4 Click OK.

Removing Skill Audio Files

1 Select one or more prompts.
2 Click Remove.
3 Click OK.
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Managing Skill Group Service Levels

Assigning Service Levels to Skill Groups

You can define Quality of Service (QoS) parameters by skill groups to calculate and
report on service level by skill.

Adding KPIs to Skills
1 Open the skill group properties.

2 Click the Service Level tab.

Enter skill-specific service levels for the skill group.

& Acme Sales - Copy Properties X
General Users Voicemail Actions Prompts Service Level
Parameters of key Performance Indicators

These parameters will be used to calculate Service Level by Skill

Speed of Answer Threshold (sec): 10

A |4

Speed of Answer Min. Time (sec): 5

[] Override Global Parameters with Skilk

3 Set the Speed of Answer Threshold (sec).
4 Set the Speed of Answer Min. Time (sec).
5 To override the global KPIs, enable Override Global Parameters with Skill.

6 Click Save.
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Communicating With Skill Group Members

In addition to sending messages to skill groups, you can send individual instant
messages to a user, to multiple selected users, or to send a broadcast message to all
users. You can also start a chat session with one or more users. See also
Communicating With Users.

Sending Instant Messages

Only users who are logged in can receive messages.

Sending Messages to One or More Skill Groups
1 In the navigation pane, right-click Skills, and select Send Message to Skill(s).

Virtual Contact Center -

Actions Options View Help

o=

€«> | X b2
Fived Demo Call Center 1 Skils 12 Object(s)
-G Users Skill Name Description | Mumber of Agents | Number of Inbound Campaigns | Number of Outbound C:
(- User Profiles .
& Collections 15 1 1 -
[ D Agent Groups
=6 TP & Inbound 14 3 1
-3 Ls| <F  Add Skill 2 1 i i
=6 X Remove Skillis) ting 18 1 2
8 g 2: = drdering  Everone lov... 1 2 ]
Send Mes;a e To Skill(: =
- Calm. 9 23 ton 17 2 2
-l Workon Rules @ Sales 16 2 3
&[0 VR Scripts & Senvice 19 2 1
i promts 8 support 18 2 1
B3 Connectors
(- Call variables 8 test asdasd 4 2 0 -
- D Reason Codes & Training 14 i 1 -

4

L
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2 Select one or more skill groups.

Please select the skill(s) to send message to:
t Collections

t Inbound

t Infodev

8 Marketing

@ PizzaOrdering
i@ Retention

t Sales
t Service

3 Click OK to open the message window.

4 Type a message, then click OK to send.

ok | Cancel
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Sending a Message to All Members of a Skill Group
1 Right-click a skill group, and select Send Message to Skill Group.

Actions Options View Help
«> |3 X|r o2 I
|

Fives Dema Call Center 1 Skils 12 Object(s)
-3 Users Skill Name H Description || Number of Agents || Number of Inbound Campaigns || Number of Qutbound Ci
-~ User Profiles ‘ N
Collections 15 1 1 -
£ Agent Groups
-0 @ Inbound 14 3 1
6 tiss
-E3) Contacts 4 View Properties of Infodev 1 2
E Dispositions Remove Infodev 2 0
Campaigns e
B3 campaign Profiles Rename Infodev 2 2
-3 Workflow Rules Create Duplicate of Infodev 2 3
-0 VR Saipts 2 1
-2 Prompts Send Message to Infodev m 2 q
m Connectars
-3 call variables asdasd 4 2 a
ﬁ Reason Codes ‘ Training 14 1 1 -
< . b
==

2 Type a message, then click OK to send it.

Defining a Message of the Day

The message of the day appears on the Summary page in the Skill Group Messages
section of the agent’s desktop until it is changed or deleted. A separate message of the
day can appear for each skill to which the user is assigned.

In the General tab of the skill group properties, a message. Click Save or Apply.

[ ; L2 ]

| Genersl | users | vaicemai Actions | Skl vocemal | Audi Fes|

B
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Updating Call Lists for Telemarketing Campaigns
Managing the Size of Lists

Understanding Field Mapping and Unigue Keys
Creating Call Lists

Importing and Updating Call Lists

Scheduling Call List Updates

Removing Records and Call Lists

Preparing International Dialing Lists

Exporting Call Lists

A call list is a list of records from your contact database. Call lists are used for dialing
phone numbers in outbound and autodial campaigns.

Although a contact record may be added to the Virtual Contact Center (VCC) without
being added to a list, a list record cannot be added to a list without also adding a
corresponding contact record.

Every contact record includes a number of default contact fields, for example:

e Primary number (number1)

e Alternate number 1 (number2)
e Alternate number 2 (number3)
e First name

e Last name
A contact record must have at least one valid phone number and you may store up to
three phone numbers for a contact (fields numberl, number2, or number3 of the
contact record). You can create custom contact fields. For more information, see
Managing Contact Fields.

You access Call lists by selecting Lists in the navigation pane. All available call lists
appear in the main pane.
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Actions Options View Help
€«> |3 X|ro|e2

% Fived Demo Call Center 1 || Lists 11 Object(s) ”
B Users List Mame Size Assodiated Campaigns Created Modified
% gse’ :;Dﬁles ) Another test st ORecord(s)  Collections 4/25/13 9:48:09 AM PDT
E SE;: s ‘a Callbacks 0 Record(s) Callbacks; Collections; Telemarketing 11/7/10 2:00:04 PM PST 3/30/11 11:45:25 AM POT
E E Ei Collections 0 Record(s) Collections; Telemarketing 11/7/10 2:00:11 PM PST 3/30/11 11:45:45 AM PDT
D Contacts {a Infodev & Record(s) W2Ctest 11/14/13 10:40:41 AMPST  11/21f13 5:04:32PMPST
% Ei:;iji‘;zs TG Retention 0 Record(s) Collctions; Retention; Telemarketing 11/7/10 2:00:51 PM PST 3/30{11 11:46:06 AM POT
E Campaign Profiles ‘.a Salesforce 1Record(s) Collections; Telemarketing; Salesforce 6311 10:14:40 AM PDT 6/3/11 10:38:59 AM PDT
E Workflow Rules {a Support Follow-Up 1 Record(s) Collections; Support Follow-Up; Telemarketing  11/7/10 2:01:01 PM PST 3/30/11 11:46:30 AM POT
- VR Seripts T support follow-up 2 3 Record(s) Collections; Support Follow-Up; Telemarketing  4/1/11 1:48:37 AM POT 4/6/11 1:35:33 AM PDT
% ZLDH";DE‘SMS T} Telemarketing SRecordls)  Collections; Telemarketing 11/7/10 Z0U20BMPST  5/24/139:04:10 AM POT
E Call varizbles ‘a test 0 Record(s) Collections; Telemarketing 11/14/12 10:30:58 AM PST
E Reason Codes ‘_a Training 10 Record(s) Collections; Support Follow-Up; Telemarketing..  11/10/10 6:01:03 PM PST 11/4f13 2:10:53 PM PST

[ [ ==

You can add, update, rename, and remove call lists. You can update a call list manually,
by importing a file, or using an API. You can schedule list updates by pulling lists from
an FTP server. Updating a list may create or update contact records in the contact
database.

You can organize your lists in any order prior to uploading. Unless a different sort order
is specified in a campaign profile, the system follows this order while dialing these
records for the first time. By default, the dialer processes a list in the uploaded order of
the records.

Disposition settings, campaign profiles, and other options may affect the dialing order
of list records. The List Dialing Mode option in campaign properties defines how the
dialer handles the dialing process. You can use a campaign profile to change the dialing
order of a call list based on any of the contact fields or filter list records that are dialed
in a campaign by adding filters. See Filtering Contacts.

You can use work flow rules to automatically reset the dial position to the top of the list
based on specified conditions, or manually reset the dial position by right-clicking on
the outbound or autodial campaign and selecting Reset List Position.

Updating Call Lists for Telemarketing Campaigns

Important

For telemarketing campaigns, you are required to check each list against the
appropriate Do Not Call lists before you import a list into Five9.
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Lists are not automatically checked against your domain’s DNC List during the upload
process. Phone numbers in a list are checked against your local DNC list before they are
dialed. See also Managing Do Not Call (DNC) Lists.

Managing the Size of Lists

When lists are very large, sorting and dialing automatically can slow down list
processing. The dialing queue is limited to 20 concurrent calls. If you do not sort the
list, the maximum suggested number of records is 500,000. If you sort the list by using
more than one field, Five9 recommends that the list not exceed 10,000 records.
Smaller lists are quicker to upload; campaigns start faster.

You can process your list for upload at any time. Files larger than 50,000 records will
upload in 50,000 increments in the background. Five9 processes 50,000 records from
each file in the job queue before returning for another 50,000 records. This is to make
certain that upload speeds are not compromised and that all jobs have enough
numbers to begin any production campaign. This may cause interruptions to running
campaigns as additional 50,000 row increments are uploaded.

To maximize performance, periodically remove from the list all records that are not
new or in progress. When records from a list, proceed as follows to avoid losing data:

Prepare a custom report of the leads that you want to remove from the list.

1 Transfer those leads by FTP to a local server.

2 Delete the data from the list.
For more information on removing records from lists, see Removing Records and Call
Lists.

Understanding Field Mapping and Unique Keys

A list that you import may contain duplicate records, and duplicate records may already
exist in your contact database. The same contact may appear in multiple lists, so you
can have multiple records for the same contact.

If a contact was entered into the database with the same unique key, that one record
can point to multiple lists. The unique key enables you to identify and remove duplicate
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records so that each record is unique. Records are considered duplicates if the unique
key matches more than one contact record.

You set the unique key in the field mapping step of the update wizard.

e In the Basic mode, the unique key is Numberl (primary phone number). When

you encounter duplicates during updates, only the first duplicate record is
processed.

% List Update
Please set mapping from source fields to Contact Fields

Delimiter:[ Comma  w| Custom:],
Source Fieid Name | Contact Field
= rumber
= rumber2
:llﬂﬂberl
-j. first_name
;I last_name
= company

Mapping Templates I Smart Mapping | C

a <o [[C

1 Basic mode

¢ |n the Advanced mode, the unique key can be set to one or more contact fields.
The default unique key is Numberl+ first_name + last_name.

However, in outbound campaigns, you might prefer to use an account number
or email address. When multiple contact fields are selected as the key, all fields
must match for two contact records to be considered duplicates.

To dial multiple contacts at the same phone number, choose a unique key other than

only the phone number, such as the first and last names. In this case, the key might be
numberl+ first_name + last_name.
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Creating Call Lists

To add a contact record, follow these steps.

1 Right-click Lists and select Add List.

Actions Options View Help
€«> |3 X|r Bz
L Fived Demo Call Center 1 Lists 11 Object(s)
- Users List Mame Size

] E iser igﬁles Q Another test list 0 Record(s)
- gent Groups
i) skills Q Callbacks 0 Record(s)

Q Collections 0 Record(s)
Q Infodev 6 Record(s)

T "B D X Remove List(s) Q Retention 0 Record(s)

(- Campagrs

Q Salesforce 1Record(s)
Q Support Follow-Up 1Record(s)
Q support follow-up 2 3 Record(s)
. ﬁ ———— Q Telemarketing 5 Record(s)

-3 call variables Q test 0 Record(s)
' ﬁ Reason Codes Q Training 10 Record(s)
L T 3

==

2 Name your list.

3 To add the list to the system, click OK.
You can rename a list at any time. To do so, right-click the list and select
Rename.

4 To access the properties of the list, double-click the list in the main pane, or
right-click and select View Properties.
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Actions Options View Help

€«> |3 Xx[ro|ez

L Fived Demo Call Center 1 Lists 11 Object(s)
00 Users List Name || size | Associated Campaigns
?g z::;:gj:z;s m Another test list 0 Record(s) Collections
JE: Skills Q Callbacks 0 Record(s) Callbacks; Collections; Telemarketing
ﬁ m Collections 0 Record(s) Collections; Telemarketing
E3 Contacts
g Eisposiﬁons Q Retention View Properties of Infodev l} n; Telemarketing
8

ampaigns )
Campaign Profiles Q Salesforce Remove Infodev ting; Salesforce

ﬂ Workflow Rules m Support Foll Rename Infodev Follow-Up; Telemarketing
-2 IVR Scripts m support follg ) Follow-Up; Telemarketing
H-E3) Prompts m Telemarketi Update List Infodev

1 Connectors Scheduled Uploads (0 enabled, 0 total)
17 call variables T test a ’
t-£7) Reason Codes m Training Cancel Update Follow-Up; Telemarketing. ..

< 1} 3

-
-
-
-
-

The new list does not contain any data. To add information, you have to update
the list by entering records manually, by importing a file, or by scheduling an FTP
update. Later, the list records are displayed in the list properties. If the list
contains many records, you may browse through multiple pages.

Infodev

number 1 number2 number3 first_name last_name company street city
9255551333 sarah young
9995551212 Moon Fie 4000 Execut. .. |5an Ramon
8168739822 (8168665706
9255551333 (9251234567 zarah young
0112234567.., (2112223333 |4445556666  |Mary Lamb
2345673555 4445556656 (John Lamb

4 LU

Showing 1 to 6 of 6 records

[ Export ] [ Refresh ] Previous
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Importing and Updating Call Lists

You need to update call lists to add records to lists and update existing records. You can
update lists by importing files or single records, by scheduling an automatic FTP
transfer, exporting contacts from reports into lists, or by using an API (see
Configuration Web Services).

Formatting a Call List Before you Import
Preparing Your Call List for Importing
Importing a List from a CSV File
Mapping Fields During List Update
Converting a Spreadsheet to CSV Format

Formatting a Call List Before you Import

The most common format for a list is comma-separated values (CSV) list. The other
supported options for delimiters are colon, semicolon, or a custom delimiter.

The phone number can contain special characters, such as spaces, dashes, and
parentheses, but should be limited to ten digits. For example, (925) 555-1212 is valid,
but (925) 555-1212 x123 is not.

International Dialing

If you are dialing international numbers from either the U.S. or Canada, include the exit
code 011 in front of each number. The international phone numbers are between 10
and 20 digits long. The format is 011 + country code + phone number.

All phone numbers must be entered into lists by using the format in which all numbers
begin with a plus (+) sign. Numbers can contain up to 15 digits, not including the plus
(+) sign.

The VCC dialer automatically includes the plus (+) sign for all outbound calls; the plus
(+) sign signals to the carrier that an international number follows, an standard call
possibly to another nation without needing to include the originating country's prefix.

If you have lists which are not currently in format, you must convert them before you
attempt to use them.
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Outbound Telemarketing

If you are conducting outbound cold-call telemarketing, you might need to check your
lists against the appropriate state or national Do Not Call lists before you import them
into your Virtual Contact Center (VCC).

Note

While Five9 makes no specific recommendations, compliance vendors can
assist with list scrubs. For more information, see suppliers, such as Contact
Center Compliance.

Preparing Your Call List for Importing
1 Openyour list in a spreadsheet application.

2 Be sure your list has a row of column headings.

You may also use source files without column headings. In this case, in the Field
Mapping step of the List Update Wizard, do not check Has Header. For files
without column headings and when scheduling list updates, use column
numbers to map fields.

3 If your list contains fields that are not associated with contact field, add the new
field (see Managing Contact Fields).

The field must exist before importing the file, but the names of columns in your
file do not need to match the names of corresponding fields in the VCC. If you
have fields in your list that you do not want to import into Five9, you can ignore
them during the import process.

4 Check the phone number field and other fields for commas.

If your list shows zero records after the import, the phone number field may not
formatted properly, or one of the fields contains a comma.

5 Check your data:

° If the system encounters duplicate records and invalid phone numbers
during the update process, all records may not be imported. Therefore,
the VCC list may show fewer records than your original list.

° The system does not import numbers with fewer than 10 digits and
numbers that begin with a 1.

6 Delete any blank columns in the list, unless the blank column is needed.

7 After you import the list, apply a dialing order by using campaign profiles.
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Importing a List from a CSV File

Use this method if you already have a list of numbers in a comma-separate file.

1 Right-click a call list, and select Update List.

Select type of update and mode

{+ Basic Mode (one Record per primary number)
" Advanced Mode

I Next > Cancel

2 Inthe wizard, select your List Update options.

° Type of Update: Add records to list

New contact records are added if records matching the key fields do not
already exist in your contacts. Existing records are also updated with
information in your source file. Disabling this option allows only existing
contact records that match the values in the key fields to be added to the
list. Records with keys that do not match existing records are not added
to the list or Contacts.

°© Mode: Basic Mode

One record for each primary number. Use only if your contacts have
unique primary numbers (number1 field).

— Records with keys that do not match records in your contact are
added to your list and to the database.

— Records with keys that match existing records in your contact are
updated with the information in the source file. If multiple matches
occur in your contact, only the matching record that was created
first is updated.
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°© Mode: Advanced Mode

Multiple unique keys and manually set mapping. The Advanced Mode
contains an additional step. The unique key of a record (field mapping
step of the wizard) may be changed to any combination of contact fields.

If you enable Add records to list, disable Update Contact, and enable
Advanced mode contacts are not updated. Instead, any records in the
source file with keys that do not match any records are not added to the
list or to your contacts. However, records with keys that match existing
records are added to your list as they appear in your contacts.

This step appears only if you selected the Advanced mode.

Please select action for fist update

Action for list update
(@ Add first (oldest) matching Contact Record to the list
(71 Add all matching Contact Records (in case of multiple records) to the list

() Skip list record if multiple matches are found in Contact

|| Delete all list records before update. Warning: Some reporting data will be lost.

< Back ]| Mext > [ Cancel

3 Select your Record Update options:

° Add first (oldest) matching Contact Record to the list: Add only one
record to the list if multiple matches are found for a record in the contact.

° Add all matching Contact Records (in case of multiple records) to the
list: Add all matching records from the contact to the list.

o Skip record if multiple matches are found in Contact: If duplicate records
are found, skip the record and do not apply any changes to the record in
the list. The match is based on the unique key defined on the next step.

° Delete all list records before update: Use this option to clear the list
before adding new records. This feature removes all records in the list
before adding the new records. When enabling this option, reporting data
about the deleted list records is lost.

4 Click Next to begin adding records.

° If you are using Advanced Mode, Add records to list, and Add/Update
Contact, you can select the action for contact update.

° If you are using the Basic mode, this step is not available.
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5 Define how the records are updated:

To update records, you must check at least one box.

° Add new record if matching key is not found in Contact - new records are
added to your contacts if they are not already found.

° Update existing Contact record(s) with matching key - existing records are
updated with the data from the source file.
— First (oldest) matching record: Only the record that was created
first is updated.

— All matching records (in case of multiple matches): All matching
records are updated.

— Only if single match in Contact: Records are updated only if other
matching records are not found.

° Action on data type format error: This setting determines how to treat
records with field values that do not conform to data types selected in the
Contacts folder.

— Report as error and skip: The error is reported, and the record is
skipped.

— Leave field blank: The non-conforming field is left blank; the other
fields of the contact record are added or updated.

6 Click Next to open the Contact Update screen.

7 Select either manual import or a file in CSV format.

° Manual import: to edit a number of existing fields or add a few records.
You can update the call list by manually entering data in the fields of the
table.

° File in CSV format: to add or update large numbers of records. See also
Importing and Updating Call Lists and Converting a Spreadsheet to CSV
Format.
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Please choose upload source fle

" Input records manually

{* Local file

Fle name: | >> I

[~ Skap preview of uploaded records (recommended for large fle<)

™ Send the report summary to the following e-mal address(es)

|

8 Optionally, to skip the last step of the wizard, check Skip preview of uploaded
records (recommended for large files).

9 Optionally, check Send the report summary to the following e-mail address(es),
and enter a comma-separated list of the email addresses.

10 Click Next to open the List Update screen.

Set Field Mapping from Source Fields to Contact Fields
If you do not select a field for the displayed contact fields, they are not updated.
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Please set mapping from source fields to Contact Fields

Delimiter: Custorn:|, | [¥] Has header

Source Field Name Contact Field Key

number 1

number2

number3

first_name

w | last_name

1|=EEO=E

| COMOSENY

Remove Selected Items [ Add Mapping Item ] Contact Field:’numberl - ]

Mapping Templates H Smart Mapping ] Clear Mapping

| <Back || Finish | | Cancel |

1 From the Delimiter menu, select a delimiter to separate the fields in the file:
comma, colon, semicolon, or custom (you select the character(s) used as
delimiters in the source file).

2 If the first row in the file contains the column headings with the names of the
fields, check Has header.

Column headings are listed in the Source Field Name column menus. Smart
Mapping is now enabled.

3 To quickly map fields by using the existing configuration, click Smart Mapping.

The system remembers your last mapping and applies it: the mapped fields are
highlighted and a notification message appears.

Message R R

i 4 ibemn{s) have(s) been successiully mapped.
Al sffected itams have bean selactad,

([——)

4 Map the file fields to the contact database fields.
See Mapping Fields During List Update.
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5 When done, click Finish.

A message indicates the number of records read from the file. The preview
screen shows the records read by the system. The preview screen appears only if
the Skip preview of uploaded records (recommended for large files) option was
not selected on a previous step.

6 Check the list to make sure all fields are correct.

This list contains only the records you are going to import. For the manual
update type, the list of records is empty.

Records for addition to the kst "Outbound Campaign List”

number 1 (key) I

insert 5ol | ¥ Check for non-ASCII symbols before saving

[sove | oo |

Insert a Record into Your List
1 Toinsert a record, click Insert.

Phone numbers must be either 10 digits for dialing within North America or
begin with 011 for International numbers. International numbers length should
be no more than 20 digits.
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% Conlact Properties

Phone numbers must be entered in standard format beginning with the plus (+)
sign. The plus (+) sign indicates to carriers that an international number follows.

% Conlact Properties

4112111112

2 Enter the key fields to insert into the list and click Apply or Save.

A new line appears.
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= Add records to the list “Outbound campaign ist™ X
General |
Records For addition to the kst “Outbeund campaign lst”

3 To edit data for that record, double-click a row.

Check for Non-ASCIl Symbols

This section is optional. To prevent errors, this option checks for non-ASCIl symbols
entered into any fields. To update large lists more quickly, disable this option.

Add Records to the Database
1 To add the records to the database, click Save.

% Add records to the list "Dutbound campaign kst™

"(‘Eiiiiii|
Records For addition to the kst “Outbound campaign list”
rumber ] (key) I first_name last_name I
2252012000 Jennifer Brown
9252182325 e ander Green
665511455 Michsil White
2 Click Yes.

3 Click OK twice.

You can see the new number of records for the updated list in the Size column of
the list pane. The list is now ready to be added to an outbound or autodial
campaign.

249 Basic Configuration ¢ Administrator’s Guide



Call Lists

Importing and Updating Call Lists

Mapping Fields During List Update

Mapping the Source Field Name

1 In step 14 of the wizard, associate the columns in your file with the fields in the
contact database by using the menus under the Source Field Name column.

In this example, we select the Phone Number field from the menu to match the
numberl Contact Field.

% List Update E

Flease set mappng from source fields to Contact Felds

Dcin-h':lSemr.c-...:I Cl.ﬂ:ln:l [ Has header

Source Field Name Contact Field Key

ﬂ -

Frs
Last Name
Email

2 If the file does not contain column headings, specify the field order in the file
instead. Field number1l is the first field from the left in your file.

The order of the fields in the source file are set using the Up and Down arrows in
each Source Field Index field for the Contact Fields that is mapped with columns

in your file.

Flease set mapping from source fields to Contact Felds

anm:lnmncu...:] Custom:| [ Has header
Source Field Index Contact Field | Key |
1= rumber 1 . [ ﬂ
| ﬁ_m:-bef: | [ |
il number 3 r
2o first_name l r
3
& company _ " |-
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3 To remove fields from the mapping list, optionally click Remove Selected Items.

1 List Update x|

Please sat mapping from source flelds to Contact Fields

Delrllu':lkmco.. ﬂ cm:| [T Has header
Source Fieid Index [ Contact Field | Key
12 number 1 F i’
= rumber2 W
= rumber3 | ]
.’il:ﬁ's:'_'\ar'u: 1]
Ejjl.a;t_nm ] |
ﬂl:mv | ] tl
(Wﬂmum | Add Magong Ttem Icmta:tﬁ*l'.l-'u..rrbel vi)
MappngTemplates | © (" . | CearMapong |

4 Add Mapping Item is used to add the fields from the Contact database to the
mapping list.

These options are useful to remove contact fields from the mapping list that you
do not typically use. For example, if you do not use alternate phone numbers,
you can remove the number2 and number3 fields. Removing unmapped fields
from the list is not required but can be used for convenience, especially if your
system contains many contact fields.

5 To restore the current mapping, click Clear Mapping.

Smart Mapping

1 If the first row in the file contains the column headings with the names of the
fields, check Has header.
Column headings are listed in the Source Field Name column menus. Smart
Mapping is now enabled.

2 To quickly map fields by using the existing configuration, click Smart Mapping.

The system remembers your last mapping and applies it: the mapped fields are
highlighted and a notification message appears.
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essooe Y

4 itern{s) have(s) been successfully mapped.
Al sffected itams have bean selactad,

([——)

Using Mapping Templates

You can create Mapping Templates to save frequently used mappings.

1 To create or apply a mapping template, click Mapping Templates.

Aemove Sderted [teme I Add Mapping Item [mm]w; E,

Ciear (4 anona I

<Back | Foeh | cael |

2 Enter a name for the mapping template, and click Save.

x
ternplate:

s ——

Template ... . Source |  Target | Has Header

Aoty Template I Remove Selected [tems I Cancel

3 To use a mapping template, select it from the list and click Apply Template.

4 To remove a mapping template, select it from the list, and click Remove
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Selected Items.

% Mapping Templates x|

SvE CLITENt MADEING 45 templabe:

Joutbound campaign #1 [Save |

Apply Template (nmsaemnm\b cancel |
. —

Selecting the Fields to Form the Unique Key

The unique key identifies duplicate records in the contact database and in the list when
importing a list. The key enables you to specify how duplicate records are identified.

When updating a contact or a list from a file that contains duplicate records, the first of
these duplicate records are processed. Records are considered duplicates if the key
matches more than one of the records in the file.

The unique key for outbound campaigns can be a phone number when you want to dial
only one contact per number. However, for example, you can create a unique key by
combining the phone number, first name, and last name.

To dial multiple contacts at the same phone number, the unique key must be
something other than phone number, such as first and last names. Otherwise only one
contact record for each phone number are added.

In the Key column, check the boxes next to the fields that you want to use as the
unique key. In the Basic Mode, the number1 field is always selected as the key. You can
select keys only in the Advanced Mode. By default, the numberl, first_name, last_
name fields are selected keys.
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% List Update B

Flease set mapping from source fieids to Contact Fields

Del-nt-r:i:orm --| l:m:| ¥ Has header
Source Field Name | Contact Field |
;[*mb-e' . F i
ll,wr _
;|_mm‘:-r3
llfrs:_'lar'\e
:['.asr_nm .
ﬂlswwm . |
Items I Add Mapong Ttem |::muctﬁeld:|wber1 :J

Mappng Tenglates | SmartMaopng | |

Converting a Spreadsheet to CSV Format

To convert a spreadsheet (XLS file extension) to a CSV file, follow these steps. You may
need to convert each worksheet separately. After conversion to a different file format,
you may lose some of the formatting, data, and other features.

1 Open the list in your spreadsheet application.

2 Select File > Save As.

3 Select the Comma Separated Value (CSV) file type.
4 Click Save.

Scheduling Call List Updates

When using a scheduled update, the system pulls a list from an FTP server at a
scheduled time and date. If you need to frequently update lists, automate the process
by using an FTP server to store the lists and then schedule routine updates according to
your needs. You must have an FTP server to use this option. You may want to schedule
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list updates to add contacts to new lists and update contacts in existing lists. You can
schedule contact record export from reports to call lists.

You can add, modify, delete, copy, or disable a schedule at any time.
To create a scheduled update for a call list, follow these steps.

1 Right-click a list name, and select Scheduled Uploads.

Actions Options View Help
€«> |3 X|r o2
L Fived Demo Call Center 1 Lists 11 Object(s)

-] Users List Name size Associated Campaigns

]ﬁ Sl = Q Another test list 0 Record(s) Collections

Jﬁ Agent Groups
kills Q Callbacks 0 Record(s) Callbacks; Collections; Telemarketing

Q Collections 0 Record(s) Collections; Telemarketing
Contacts
Dispositions
Campaigns
Campaign Profiles
£ workflow Rules
H-E7 IVR Scripts
H-E3 Prompts

#-E7 Connectors
17 call variables
H-[7] Reason Codes

View Properties of Infodev ; Retention; Telemarketing

Remove Infodev 5; Telemarketing; Salesforce

Rename Infodev s; Support Follow-Up; Telemarketing

8
8
8
fal
8
8

-
H-
H-
H-
H-
-

s; Support Follow-Up; Telemarketin
Update List Infodev ESs i :

5; Telemarketing
Scheduled Uploads (0 l:§abled, 0 total)

5; Telemarketing
Cancel Update

s5; Support Follow-Up; Telemarketing...

cdagaaas

I 2

==

2 Click Add to create a new schedule update.

Update State MName Update Type Days of Week Time Start Date End Date

Remove Edit Copy Enable Disable Cancel Update
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3 Set the date and time options.

=)
Please schedule the update date and time

Schedule Name:  |Scheduled update|

Days of Week: [#]5un [#]Mon [#]Tue [¥]Wed [W]Thu Fri Sat

Start On: 1:19 PM |5 (GI\"I'I'-EIS 00) US Pacific, PST
Start Date End Date

February 2014 February 2014

2
]
8
3

wom oM

P oo
P oo

4 Click Next.
Type of update: Add records to list

° Add/Update Contact - new contact records are added if records matching
the key fields do not already exist in your contacts. Existing records are
also updated with information in your source file. Disabling this option
only allows existing contact records that match the values in the key fields
to be added to the list.

© Remove records from list
Mode:

© Basic mode: one record for each primary number. Use only if your
contacts have unique primary numbers (number1 field)

— Records with keys that do not match records in your contact are
added to your database.

— Records with keys that match existing records in your contact are
updated with the information in the source file. If multiple matches
occur in your contact, only the matching record that was created
first is updated.

— Advanced mode: multiple unique keys and manually set mapping.
See Understanding Field Mapping and Unique Keys. The Advanced
Mode contains an additional step. The unique key of a record (field
mapping step of the wizard) may be changed to any combination of
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contact fields.

& Schedule Editor S

Select type of update and mode

Type of update
(@ Add records to list

Add/Update Contact

() Remove records from list

Mode
(@ Basic Mode (one Record per primary number)

() Advanced Mode

’ < Back ]| Next = ’ Cancel

5 Click Next.

This step appears only if you selected the Advanced mode.

Please select action for list update

Action for list update
@ Add first (oldest) matching Contact Record to the list

(™) Add all matching Contact Records {in case of multiple records) to the list

(7 Skip list record if multiple matches are found in Contact

[7] Delete all list records before update. Warning: Some reporting data will be lost.

< Back l| Mext > l Cancel

6 Select your options:

Adding records to list:

° Add first (oldest) matching Contact Record to the list - Add only one
record to the list if multiple matches are found for a record in the contact.

° Add all matching Contact Records (in case of multiple records) to the list -
Add all matching records from the contact to the list.

© Skip record if multiple matches are found in Contact - If duplicate records
are found, skip the record and do not apply any changes to the record in
the list. The match is based on the unique key defined on the next step.
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° Delete all list records before update - Use this option to clear the list
before adding new records. This feature removes all records in the list
before adding the new records. When enabling this option, reporting data
about the deleted list records is lost.

Removing records from list:
© Remove all matching records from list

° Remove all matching list records, and add first (oldest) matching Contact
Record to list - Recommended only for cleaning a list with duplicate
records.

7 Select your FTP file upload settings.

All fields are required. Verify that the entries are correct to avoid FTP connection
problems.

° File name - The name of the file containing the list updates.

© FTP address - The FTP server address.

© Login - The user name that is used to access the FTP server.

° Password - The password that is used to access the FTP server.

& Schedule Editor =

Please choose upload source file

@ FTP () 5FTP
File name:
Hostname:
Username:
Password:

Use User Key Edit User Key

[7] send the report summary to the following e-mail address(es)

I < Back I[ Mext = ] I Cancel I

8 Optionally, check Send the report summary to the following e-mail address(es),
and enter a comma-separated list of the email addresses.
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9 Click Next.
If you do not select fields for the displayed contact fields, they are not updated.

Swwee . L=

Please set mapping from source fields to Contact Fields

Delimiter: Comma  w | Custom: , [7] Has header |
Source Field Name Contact Field Key

- |number1 -

» | number2 &l (3

» | number3 [l

« | first_name

»  last_name

omnAnY Il el

Remove Selected Items Add Mapping Item | Contact Fheld:-rurberl =1

Mapping Templates | | SmartMapping | Clear Mapping

[L<eek |[ Fren | [ concel |

10 From the Delimiter menu, select a delimiter to separate the fields in the file:
comma, colon, semicolon, or custom (you select the character(s) used as
delimiters in the source file).

11 If the first row in the file contains the column headings with the names of the
fields, check Has header.

Column headings are listed in the Source Field Name column menus. Smart
Mapping is now enabled.
12 Map the file fields to the contact database fields.

See Mapping Fields During List Update. When the updates occur, fields are
mapped by using column position numbers instead of the column headings.

13 When done, click Finish.

The new schedule appears in the list of schedules. You can edit or remove the
schedule at any time.
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A Schedules for Outbound Campaign List m I

Scheduledupdate  |Add Records

Actions Options View Help
€> B X|p B2
=, Fived Demo Call Center 1

-] Users

-7 User Profiles
JE Agent Groups

Lists 11 Object(s)
Aszsociated Campaigns
Collections

Update State Created
4/25/13 9:48:09 AM PDT

o[£ skills
=
H-£7 Contacts
7] Dispositions
i3 Campaigns

Callbacks; Collections; Telemarketing
Collections; Telemarketing

Collections; Retention; Telemarketing
Collections; Telemarketing; Salesforce

N

11/710 2:00:04 PM PST
11/7/10 2:00: 11 PM PST
11/14/13 10:40:41 AM PST
11/710 2:00:51 PM PST
6/3/11 10:14:40 AM POT

JD Campaign Profiles
£ workflow Rules

+-E VR Scripts

-3 Prompts

+-E3] Connectors

17 call variables

-7 Reason Codes

Collections; Support Follow-Up; Telemarketing 11/7/10 2:01:01 PM PST
4111 1:48:37 AM PDT
11/7/10 2:01:20 PM PST
111412 10:30:58 AM PST
1110410 6:01:03 PM PST
4 1

==

Collections; Support Follow-Up; Telemarketing
Collections; Telemarketing

Collections; Telemarketing

Collections; Support Follow-Up; Telemarketing. ..

Removing Records and Call Lists

When deleting list records, you have these options:

e Deleting records by using a CSV file: delete large numbers of records from the
list. To use this option, you need to prepare a list of records to delete.

¢ Deleting records manually: manually enter the key fields of the records to
delete.
You can also delete records in the Contacts folder. See Removing Contacts.

Removing Records

All records, including duplicates, with keys that match existing records in your contacts
are removed from the list, but not from the contact database. Records are deleted only
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from the list. To permanently delete contact records from your system, see Removing
Contacts.

1 Right-click a list name, and select Update List.

2 See Importing and Updating Call Lists and follow the steps.

a In Type of update, select Remove records from list.
b If you select the Advanced mode, choose a record removal option.
© Remove all matching records from list.

° Remove all matching list records, and add first (oldest) matching
Contact record to list: Recommended only for clean a list
containing duplicate records.

Please select action for list update

Action for list update

@ Remove all matching records from list

(7 Remove all matching list records, and add first (oldest) matching Contact Record to list

’ < Back ]| Next > | [ Cancel

¢ Follow the rest of the steps in the wizard.

As a result of records removal, the new number of records for the updated list appears
in the Lists page. If the number of list records does not change, the phone number field
may not be formatted properly, or one of the fields may contain a comma. For more
information, see Formatting a Call List Before you Import.

Removing Call Lists

Follow these steps.

Deleting Single Lists

1 Right-click a list name, and select Remove List.
2 Click Yes.
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Preparing International Dialing Lists

Deleting Multiple Lists

1 In the navigation pane, right-click Lists, and select Remove Lists.

Actions Options View Help
€«> |3 X|r B2
L Fived Demo Call Center 1 Lists 11 Object(s)

. m Users List Mame Size Associated Campaigns

E m i = Q Another test list 0 Record(s) Collections
ﬁ Agent Groups

-6 skils

Q Callbacks 0 Record(s) Callbacks; Collections; Telemarketing

Q Collections 0 Record(s) Collections; Telemarketing

S¢  Add List
¥ Infodev 6 Record(s) W 2Ctest

X Remove List(s Q Retention 0 Record(s) Collections; Retention; Telemarketing

Infodey Q Salesforce 1Record(s) Collections; Telemarketing; Salesforce

Retention Q Support Follow-Up 1Record(s) Collections; Support Follow-Up; Telemarketing

Salesforce Q support follow-up 2 3 Record(s) Collections; Support Follow-Up; Telemarketing

Suppor:fioullow-L.lpz Q Telemarketing 5 Record(s) Collections; Telemarketing

support follow-up

Telemarketing Q test 0 Record(s) Collections; Telemarketing

test Q Training 10 Record(s) Collections; Support Follow-Up; Telemarketing...

Training < | b

==

Please select the object(s) to remove:
m Another test list

T4 Calbacks

Q Collections

Q Infodewv

Q Retention

m Salesforce

m Support Follow-Up

Q support follow-up 2

ok || Cancel

3 Click OK, and Yes to all.

Preparing International Dialing Lists

Outbound calls follow the same default settings as domestic calls. To change dialing
hours for a campaign, associate a campaign profile with the campaign. International
call rates can change frequently. Currently, over 2,000 international dialing locations
exist.
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Toll-Free Numbers and International Calls

The origin of your inbound calls determines the type of toll-free numbers that you
need. Typically, toll-free numbers cannot receive inbound international calls. Some toll-
free numbers are geographically specific; others are country specific.

¢ Universal International Freephone Numbers (UIFN) allow calls between
countries participating in the UIFN program. Currently, 65 countries participate.
¢ International Toll-free Freephone Numbers (ITFN) are country specific.

e Toll-free Numbers for U.S and Canada
To receive calls from international callers, speak with your account representative
about ordering local toll circuits at the Five9 data center:

e Order international toll service from other providers, such as Sprint, AT&T, and
MCI, which are forwarded to the Five9 toll circuit.

e Request that your international customers call you at a U.S. local number.
With international calls, ANI delivery is not guaranteed. Generally only about 10% of
calls placed or received internationally have a caller ID.

If an error message states that the billing ID cannot be found, you have dialed a
number that is currently not supported by the VCC.

Because the Five9 VCC is located in the U.S., you must use the North America
Numbering Plan for numbers outside the United States and Canada. International
numbers contain a maximum 20 digits, for example: 01144207929476598

e U.S. international access code: 011

e Country code, such as 44

¢ National destination code, such as 207

¢ Subscriber number, such as 929476598

Convert your Call List to the Correct Format

If the numbers in your calls list include the country call-out code (011), and you are
converting an existing list to conform to international number format, replace the call-
out country code (011) with the plus (+) sign. numbers may contain up to 15 digits.

Note

Excel sometimes removes leading zeros (0). Be sure to check your numbers and
replace them if necessary.
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1 Open the call list in your spreadsheet program.

2 Remove leading and trailing spaces in the Phone Number column.
a To highlight the phone number column, click the column letter.
b Select Edit > Replace.

¢ Inthe Find What text box, press the <Backspace> key to make sure there
are no extra spaces and press the <Space Bar> once.
Al - f number

B Cc D | E
irst_name last_name company street

Kav Tiimar Mnndlite Linit ?a Cana Industrial Estate
2| x| pven G
Park
Find Replace | ha Este

113224 -

113 230 Fird Nhatl (u ) _I
113231 Replace withi| =l ting E<

. a7 We
113 234 _ owtions > [ | e
113 236
113237 ( Replace #IID Replace | Find Al | [ Find Next | Close | |mack F

1132392379 |Steven Buck Moda In Pelle Education Road
1132393025  [Mel Whiteley  Mel Whiteley Kent Road

32000400 | . Malone _Michael A Malone qundhay Road

d Click Replace All.
3 Add the international and country codes.

To facilitate processing, group numbers in the list by country code.

a Insert a new column to the right of the phone number column.
Highlight the new column.

T A N ¢ | 0 | 3 |
_1 |number ﬁtst_nama last_name company

_2 1132040430 Kay Turner Moodlite

3 |1132168200 Mark Stead Cygnet Papers Limited
4 1132193460 lan Stones  Mesh Computers Plc

L5 [1132242086 Mark Mulheron |Cutting Edge

_B |1132242526 CN Greasley Midgleys

7 |1132306050 J A Daccus  Mind Shop

_B |1132311454 s Mcfadden Mcfadden Construction Li
_9 32344104 Alan Brown Middlemark Investments |
101132346211 Dawd hlillard Millard Design Partnershij
1132351481 Donald Mitchell  Mitchell Hill Associates
1211132379800 Phillip Mothard  Minster Jaguar

13 1113731 0R1 Mz Rlakar Maakin Transnnd Limited
H 4 M Hmetl,(SheetE,fSl"eer

g

¥

¢ Right-click the column heading, and select Format Cells.
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d In the Number tab, click Text and OK.

'

Category: Sarmple

General

Murmber

Currency

Accounting Text format cells are reated as
Date text even when a number is in the
Tirte I cell, The cell ic deplayed exactly as

entered,

Percentage
Fraction
| Custiom

liox IHr:omuI

e Inthe second line below the header line, enter 011 and the country code.
f Copy this value to all the cells below.

B2 - £ 01144

A

el e

number

1132040430
1132168200
1132193460
1132242086
1132242526
1132306050
1132311454
1132344104
1132346211
1132351481
1132379800
1132381281
1132392379
1132393025
1132400400
1132401515

I B | C | D

first_name last_name
¥ Tumer

Aark Stead
E Slones
ark Mulheron
N Greasley
A Daceus
) Mcfadden
Alan Erown
David Millard
Jonald Mitchell
Phillip Nothard
D avid Blaker
Bteven Buck
el Whiteley
Malone

ohammad Ahmed

« » n)\Sheetl / Sheet2 [ Sheetd /

i
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4 Combine the codes and number columns.
a Insert another column to the right of the 011+ country code column.
b Inthe second row, enter this formula: =B2&A2

CONCATENATE ~ X of & =B28A7

1 A | B c D
1 |number first_name
2 [1132040430 __ipi14d ﬁzar&f\:i J<ay
3 (1132168200 01144 b Mark
4 |1132193460 01144 lan

5 1132242086 01144 Mark
B |113224252% 01144 CN
7 [1132308050 01144 JA

B8 1132311454 01144 S

9 1132344104 01144 Alan
10 |1132346211 01144 David
111132351481 01144 Donald
121132379800 01144 Phillip
13 (1132381281 01144 David
141132392379 01144 Steven
151132393025 01144 Mel
161132400400 01144 M

17 |1132401515 01144 Mohammad
18

4 » w)\Sheetl {Sheet2 { Sheet3 /

Fairk

¢ The new cell now contains 011 + country code + phone number.
Copy the formula to all the cells in the new column.

5 Replace the formula with the value or result of the formula.

a Select the column with the combined phone number (the column with
the formula).

b Right-click the column, and select Copy.
Right-click the column again, and select Paste Special.
From the Paste Special window, select Values, and click OK.

Paste

O Validation

O Al except borders

O Column widths

) Fogmulas and number formats
() alges and number Formats

© tuleiply
) Dpide

e Delete the original number and 011+country code columns.
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Enter a name for the new phone number column in the first line.

Al * X J /& Phone Number
B B | c
1 {Phone Numbed ) lfirst_name last_name
2 OTTaaT30ad3)  Kay Tumer
3 |011441132168200  Mark Stead
4 011441132193460  lan Stones
5 |011441132242086  Mark Mulheron
6 |011441132242526 CN Greasley
7 011441132306050 JA Daceus
8 011441132311454 S Mcfadden
9 011441132344104  Alan Birown
10 |011441132346211 Dawd Millard
11 011441132351481 Donald Mitchell
12 |011441132379800  Phillip Nothard
13 /011441132381281  Dawd Blaker
14 |011441132392379  Steven Buck
15 |011441132393025  Mel Whiteley
16 |011441132400400 M Malone

17 |011441132401515  Mohammad Ahmed
18
4 » n)\Sheetl { Sheet2 [ Sheet3 /

Enter

g Save the file as CSV format.

Exporting Call Lists

Follow these steps.

If you reopen a file as created above after saving it, the application removes the leading
zero in the phone number. It is important to complete all editing before closing the file.
You may a text editor to edit the file after saving it.

The file can now be uploaded as a list. See Importing and Updating Call Lists.

1 Double-click a list, or right-click a list and select View properties.

Depending on the size of your list, you may need to wait a few minutes.
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number 1 number2 number3 first_name last_name company street dty
9255551333 sarah lyoung
19995551212 Moon Pie 4000 Execut... San Ramon
8168739822 |B168665706
9255551333 9251234567 sarah lyoung
0112234567...|2112223333 (4445556666 Mary Lamb
12345678555 4445556666  John Lamb
< (1 |
Showing 1 to 6 of 6 records

2 To export the list, click Export.

3 Save the file on your computer.

4 Click Save.

5 Check the boxes of the fields that you want to export.

ast_name

comaany

sireet
last_dispostion

| | Down

[ Load Templste H Gave Template ]

[ex ] [ cont

6 To arrange the order of fields, click Up or Down.

Exporting Call Lists
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Exporting Call Lists

7 Choose a template:
° To open an export template, click Load Template.
° To save the current template for future use, click Save Template.

8 When done, click Export.

A message with the export results appears.
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Contact Data Fields

Adding Contact Records

Filtering Contacts

Updating Contacts

Scheduling a Contact Database Update
Removing Contacts

Managing Contact Fields

Data Types

Your Virtual Contact Center (VCC) contacts are stored in a database that you update by
importing a list, importing contact records, or updating individual contact records.
When a call is connected to an agent, the information for that contact is displayed to
the agent.

Contact Data Fields

The contact database has eight default data fields that cannot be deleted, but you can
add custom fields as needed. This table describes the default fields:

Number fields Enter up to three phone numbers for a contact.
first_name First name of the contact.
Text field; up to 250 characters

last_name Last name of the contact.
Text field; up to 250 characters

Company Company name.
Text field; up to 250 characters

Street Street address of the contact’s company.
Text field; up to 250 characters

City, State Text field; up to 250 characters
Zip Code Text field; up to 250 characters
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Contact Data Fields

Add Mew Contact

InDNC  No

number 1
number 2
number3
first_name
last_name
company
street

dty

zip
email

last_agent

l Save ] [ Cancel

Multiple records can contain the same number.

If your lists or contact records contain one or more fields that do not currently have an
associated contact field, add the new field your the Virtual Contact Center (VCC)
domain definitions before you update your lists and contact record. You may configure
custom contacts fields to accept only certain text formats.

To display records, use the Lookup Contact Record function. Contact records matching
search criteria appear in the List pane on the right. See Filtering Contacts. You can use
Lists to add, edit, or remove a contact record or work directly in Contact folder.
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Adding Contact Records

1 Open the Contacts folder, and right-click the Search folder.

Actions Option: View Help
> |3 XK |rB|2
. qaenv01_common Specify look-up filter for obtaining Contact R

number 1 || number2 | number3

#1-[£3 User Profiles
&£ Agent Groups
&£ skills

#-f Lsts

2-E5 Contacts

...} Add Contact
Contact Lookup

Export

Contact Update

Scheduled Uploads (0 enabled, 1 total)

Cancel Update

2 Select Add Contact.

3 Enter the details of the new contact record.

You can use standard and custom fields.

4 Click Save.

A new row appears in the list.
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£ Virtual Contact Center - Administrator v35.608.0

Acticns Opticns View Help

Filtering Contacts

€3> & X p0|e

% gaenvl1l_common
-3 Users
-3 User Profiles
E Agent Groups

£ skils

+- ) Lists

Eﬁ Contacts

- £3] Fields

-] Dispositions
]E Campaigns
]E Campaign Profiles
3 workflow Rules
B0 IVR Scripts
-3 Prompts
73 Connectors
17 Call variables
-] Reason Codes

Specify look-up filter for ok

Contact R

A

number2
9994442323

number 1
[ 9995551212

number3

first_name
Sarah

last_name
Young

Filtering Contacts

fields in the main window.

Both options are highlighted in this figure.

You can see all contact records or only records with specified criteria. The results of a
search are limited to 1,000 contact records.

1 Select Contacts > Search, and select Contact Lookup, or click the line above the
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| Virtual Contact Cnter - Administrator v8.122

Actions Options View Help
€«>|aX|ro|e

L. Fived Demo Call Center 1 Specify look-up filter for obtaining Contact Records
- Users number 1
+-[E1) User Profiles
]f] Agent Groups
=) skills

i-E0 Lists

=-E3 Contacts

m

number2 number3 first_name last_name .|| street city
E 9995551212 9994442323 9993334545 Sarah ‘Young 123 Maple Yourtown

=+ EJ Field «#  Add Contact

Contact Leckup

Export

Contact Update
Scheduled Uploads (0 enabled, 0 total)
Cancel Update

[T st ;ge_nt ][«

2 To define your search options, check the appropriate boxes and enter a value.

To display all existing records, do not define values. To define a subset of all
possible characters, use wild cards:

° To match zero or more characters, use the percent sign (%), for example:
$555% to find 9255572000, 9289235552 or 9234555233,

° To substitute a single character, use underscores (_), for example: to find
1235551234, use 555 (3 underscores + 555 + 4 underscores).
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Search through the following records:
Include

[7] search In DNC List only

Please select criteria for Contact lookup:

Specify Lookup Conditions

records from DMC List

[] Number:
[ First Name:
[ Last Name:

[7] Company Mame:

Lookup ” Cancel

3 Optionally, search the DNC list:

Filtering Contacts

a Toinclude records with all numbers in the Do Not Call list, check Include
records from DNC List.

b To search only for records that have all numbers in your Do Not Call list,
check the Search In DNC List Only options.

4 Click Lookup.

Only complete matches appear. The number of matching records and the filters
appear in the line above the columns in the main pane.

% Virtual Contact Center - Administrator v1.1170.0

Actions Options View Help

| >3 xx

P D=

@ Fived Demo Call Center
= ([B) vsers

+ t] Uses Profies
@B Agent Groups

+ a Skils

wzm:hﬂu:&mn-'m')

number1 Cnumber? | 'numberl

[ 9255550019 Alberto Jackson
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Updating Contacts

You can update contact records in many ways:

e Editing the properties of individual records
e Importing a file

e Manually editing the table

¢ Scheduling automatic updates by FTP

e Importing/Updating Call Lists

¢ Enabling agents to update Contact records

Editing Individual Records
1 Search for the records that you want.
2 Select up to 10 contacts to edit.

3 Double-click a record, or right-click several records and select Edit Selected
Contact Record(s).

% Vinual Contact Center - Administralor v1.1170.0

Actipns  Options View Help
* > (3 X P D| 2

@ Frve9 Demo Call Center [ Contact 2 Object(s) for fiter; first_name = "Aberto” )
= @ Users rumber] number2 | number3 | first_name last_name  company

5 o s I

4 (B Agent Groups
(B S = 9255550019 Alberta Jackson
e D Lists
= B3 Contacts
&
- D Fradrds

The properties window appears. If you selected several records, each record
appears in a separate window.
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Conlact Properties

4 Modify the fields.

5 When done, click Save or Apply.

Importing Data Manually or from Files

Use this method to update your database.
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1 Right-click the Search folder, and select Contact Update.

| & Virtual Contact Center - Administra

Actions Options View Help
€«>|FXK| POz

% FiveS Demo Call Center 1 -

-] Users i

&[] User Profiles

E Agent Groups

i £ skills

; Lists

-G
= E Contacts
&

@ T
]

¢ Add Contact
Contact Lookup

Export

Contact Update
Scheduled Uploads (0 enabled, 0 total)
Cancel Update

Fig
i |
d
|
|
|
L
i

--{Ty] last_agent "” 4]

2 Inthe wizard, select your options.
Type of update: Add records to Contact/update records in Contact

Mode:

© Basic mode: one record for each primary number. Use only if your
contacts have unique primary numbers (numberi field).

— Records with keys that do not match records in your contact are
added to your database.

— Records with keys that match existing records in your contact are
updated with the information in the source file. If multiple matches
occur in your contact, only the matching record that was created
first is updated.

° Advanced mode: multiple unique keys and manually set mapping. See
Understanding Field Mapping and Unique Keys. The Advanced Mode
contains an additional step. The unique key of a record (field mapping
step of the wizard) may be changed to any combination of contact fields.
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Select type of update and mode

Type of update
(+ Add records to Contact [ update records in Contact
" Remove records from Contact

 Mode
= Basic Mode {one Record per primary number)
 Advanced Mode
II Mext > I Cancel |
3 Click Next.

This step appears only if you selected the Advanced mode.

Please select action for Contact update

Actions for Contact update
¥ Add new Record if matching key is not found in Contacts
¥ Update existing Contact Record(s) with matching key
(5 Frst (oldest) matching record
Al matching records (in case of multiple matches)
" Only if single match in Contacts
Action on data type format error
= Report as eror and skip
~ Leave field blank

4 Select your options:

To update records, you must check at least one box.

° Add new record if matching key is not found in Contact - new records are
added to your contacts if they are not already found.

° Update existing Contact record(s) with matching key - existing records are
updated with the data from the source file.

— First (oldest) matching record: Only the record that was created
first is updated.

— All matching records (in case of multiple matches): All matching
records are updated.

— Only if single match in Contact: Records are updated only if other
matching records are not found.

° Action on data type format error - This setting determines how to treat
records with field values that do not conform to data types selected in the
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Contacts folder.
— Report as error and skip - The error is reported, and the record is
skipped.
— Leave field blank - The non-conforming field is left blank; the other
fields of the contact record are added or updated.

5 Click Next.

6 Select either manual import or a file in CSV format.

° Manual import: to edit a number of existing fields or add a few records.
You can update the call list by manually entering data in the fields of the
table.

© File in CSV format: to add or update large numbers of records. See also
Importing and Updating Call Lists and Converting a Spreadsheet to CSV

Format,

Please choose upload source file

" Input records manually

* Local file
Flename: [ >> I
[~ Skip preview of uploaded records (; ded for large files)

I~ Send the report summary to the following e-mad address(es)

I

7 Optionally, to skip the last step of the wizard, check Skip preview of uploaded
records (recommended for large files).

8 Optionally, check Send the report summary to the following e-mail address(es),
and enter a comma-separated list of the email addresses.
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9 Click Next.

Please set mapping from source fields to Contact Fields

Deiw:ltomma :I MII:I

i
¢

Source Frekd Name Contact Field |

[
¥ rumbert
ﬂjw:
F rumber3
ll first_name

= tast_name _
] company . =
tod Ters | Add Mapping Ttem |cmmmd:|-mbe1 vI

<o |[Fa])] oo |

k1K il K1

10 In the Source Field Name column, select the corresponding columns or the
position number of the columns in your source file if your file does not have a
header that you would like to update.

11 Click Finish.

12 To add the records to the database, click Save.

Records for addition to Contact table

number 1 (key)
5533159
8665531459

meet | o | oo | ohed for non-ascrr symbo...

=

13 Click OK twice.

Scheduling a Contact Database Update

You can schedule the database update for a specific date and time.
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1 Right-click the Search folder, and select Scheduled Uploads.

Actions Options View Help

«> |3 X p 0|2

Fived Demo Call Center 1 + || specify look-up filter
-] Users number 1 numb
#-E0) User Profiles
10 Agent Groups
0B skils
i Lists |
=-E3) Contacts 2

E!g Fiel “¢ Add Contact

I E——

B egen

B comactupane

m Scheduled Uploads (0 enabled, 0 tota\)ll\\)

g Cancel Update

{7 last agent |1k +
| ==

2 Click Add to create a new schedule update.

Update State | Name | Update Type Days of Week Time Start Date End Date

Remove Edit Copy Enable Disable Cancel Update

See Scheduling Call List Updates. The next step in the process is the same.

3 Set a date and time.

Please schedule the update date and time

Schedule Name: | Scheduled update]
Days of Week: [#] Sun [#]Mon [#]Tue [¥]Wed [¥]Thu Fri Sat

Start On: 1:19 PM ) | (GMT-08:00) U Paific, PST
Start Date End Date

! February 2014 | ! February 2014 |

10 11 12 13 14 15 16
17 13 JEEN 20 21 22 23
24 25 28 27 28

4 Click Next.
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5 Select a type and mode.

& Schedule Editor

Select type of update and mode
Type of update
(@) Add records to Contact / update records in Contact

() Remove records from Contact

Mode
(@) Basic Mode (one Record per primary number)

(7 Advanced Mode

[ < Back ]\ Next > | [ Cancel

6 Select your FTP file upload settings.

All fields are required. Verify that the entries are correct to avoid FTP connection
problems.

° File name - The name of the file containing the list updates.

© FTP address - The FTP server address.

° Login - The user name that is used to access the FTP server.

° Password - The password that is used to access the FTP server.

[ ‘ x|

Please choose upload source file

@ FTP @) SFTP
File name:
Hostname:
Username:
Password:
Use User Key Edit User Key
[ Send the report summary to the following e-mail address(es)
[ < Back ] [ Mext = ] [ Cancel ]

7 Optionally, check Send the report summary to the following e-mail address(es),
and enter a comma-separated list of the email addresses.

8 Click Next.
If you do not select fields for the displayed contact fields, they are not updated.
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& List Update [ =]
Please set mapping from source fields to Contact Fields
Delimiter:| Comma  » Custom:, [V] Has header
| Source Field Name Contact Feld Key
v |number1 7 -
+ | number2
v | number3
+ | first_name ¥
» | last_name ¥
" — -
Remove Selected Ttems | Add Mapping Item | Contact Field: number 1 -
Mapping Templates ] | Smart Mapping
<Back | [ Fnish | [ concel |

9 From the Delimiter menu, select a delimiter to separate the fields in the file:
comma, colon, semicolon, or custom (you select the character(s) used as
delimiters in the source file).

10 If the first row in the file contains the column headings with the names of the
fields, check Has header.

Column headings are listed in the Source Field Name column menus. Smart
Mapping is now enabled.

11 Map the file fields to the contact database fields.

See Mapping Fields During List Update for instructions. When the updates
occur, fields are mapped by using column position numbers instead of the
column headings.

12 When done, click Finish.

The new schedule appears in the list. The status of the update is indicated in the
Update State column.

Removing Contacts

You can also delete Contact records from a particular call list.
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Removing Records Manually or from File

You can use this method if you have contacts in a file in CSV format. This method is
appropriate for removing large numbers of records in the database. See Importing and
Updating Call Lists for more information about this file format.

1 Right-click the Search folder, and select Contact Update.

Actions Options View Help
€«>|&Xg|r 0|2
£ Fived Demo Call Center 1 -

-] Users

#-£7) User Profiles
70 Agent Groups
77 skils

-5 Lists

=3 contacts

ez

=By Fi

m

Add Contact

_“
m
5

R

Contact Lookup
Export

Contact Update
Scheduled Uploads (0 enabled, 0 total)

Cancel Update

IEIEIEIEIEEIEIEIE]

il last agent "“ all

2 Select your options.
Type of update: Remove records from Contact.

© Basic mode: one record for each primary number. Use only if your
contacts have unique primary numbers (number1 field). All records,
including duplicates, with keys that match existing records in your contact
are removed.

° Advanced mode: multiple unique keys and manually set mapping. The
Advanced Mode contains an additional step. The unique key of a record
(field mapping step of the wizard) may be changed to any combination of
contact fields. See Understanding Field Mapping and Unique Keys.
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Contact Update x|

3 Click Next.
This step appears only if you selected the Advanced mode.

Contact Update

Phease select action for Contact update

4 Select your options:
© Remove all matching records from Contact.
° Remove all but first (oldest) matching Contact Record - Recommended
only for cleaning up a database with duplicate records.
° lIgnore record if multiple Contact matches are found, report as error in
report summary - Recommended only if checking report emails to see
which records are duplicates.
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5 Click Next.

6 Select either manual import or a file in CSV format.

° Manual import: to edit a number of existing fields or add a few records.
You can update the call list by manually entering data in the fields of the
table.

° File in CSV format: to add or update large numbers of records. See
Importing and Updating Call Lists and Converting a Spreadsheet to CSV
Format
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7 Click Next.
Please set mapping from source fields to Contact Fields
Delmiter:|Comma  w | Custom:], [V Has header
Source Feid Name [ Contact Fiekd [ e
;I-u-\be.". [- ﬂ
¥ number2 r
| rumber3 r
_:] frst_name ~
=] last_name ~
= company | r =
. | addmapongrtem [contact Fed:[rmbert ~]

8 In the Key column, select the boxes next to each key field.

By default, the number1, first name, and last name fields are checked.
9 Click Finish and OK.

10 Check the list to ensure that the fields are correct.

For the manual update type, the list of records is empty. This window enables
you to manually add records to be removed from the list.

[e=e=e]
Records for removal from Contact table
| numberigen) |
mset | o0 | 00 | I Chedefor non-ASCH symbo...
[ | _onew |

11 Toinsert a record, click Insert.

12 Enter the key fields to insert into the list and click Apply or Save.

Phone numbers must be either 10 digits for dialing within North America or
begin with 011 for International numbers. International numbers length should
be no more than 20 digits.
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" Conlact Propesties [ x|

Md'

Add New Contact

| w(’="W D)

A new line appears.

" Add records to Contact lable B

=]

Records for addition to Contact table

number 1 (key) |

8005538159
8665531459

st | o0 | 00 | T Greck for non-ASC symbo. .

==

13 To modify the information, click a row and Edit, or double-click the row.
14 When done, click Save.
15 To delete the listed records from the database, select Yes.

16 Click OK twice.

You see messages about the results of the removal. In the following example,
the process results with a warning: one of the entered records did not match an
existing entry in the Contact database.

i Contacts update has been successfully completed,
Nothing was changed during the update
No errors found.
1 WARNNG FOUND
There were 0 matches found in Contacts for 1 input ine.

dC =D

To see the updated record information, see Filtering Contacts.

Removing Contact Records with the Search Option

Use the search option to delete records.

289 Basic Configuration ¢ Administrator’s Guide



Contacts

Managing Contact Fields

1 Search for the records that you want.
2 Select up to 10 contacts to edit.

3 Double-click a record, or right-click several records and select Remove Selected
Contact Record(s).
Agtions Options View Help
[€ >| 3 Xxx|» 0|2

& Fived Demo Cal Center | Contact 2 Object(s) for fiter: first_name = “Alberto”

_' (3 users number 1 number2 number3  first_name last_name

4 okt

=[5 Agent Groups i

= () sk [3 9255550019 Alberto

3G Usts

= Contacts

ta Add to DNC List
5 [ Felds Remove from DNC List

4 Click Yes.

Managing Contact Fields

Your contacts are stored in a database that you can update by importing a list or when
an agent updates a contact record. The contact database has eight standard data fields.
You can access the contact fields under Contacts > Fields. The list contains these
columns:

¢ Field Name
* Data Type: See Data Types for a list of data types.
e Field Type (System, Mapped, Custom): See the descriptions of each type below.

* Display As: How fields appear in the agent application. Custom fields may be
hidden or displayed as long or short fields on the agent’s Current Call window.

CONTACT  HISTORY 1 Long Field Display

2 Short Field Display

Personal Info

4085551212 .

3035551212 .~

9255551212 .

First Name Last Name o
Brian

Company Name

Fived
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The Contacts folder contains 10 system contact fields, which you cannot modify or
delete. You can only choose how to display them.

number company
number2 street
number3 city
first_name state
last_name zip

Adding Contact Fields
Removing Custom Contact Fields

Adding Contact Fields

You can have a total of 125 contact fields. Because you already have 10 system fields,
you can create up to 115 contact fields.

Before importing a list or adding contact records, check for any new fields that you may
need to add. If your dialing list or contact list contains one or more fields that do not
currently have an associated contact field, add the new field.

Example

Email is not a default field. Therefore, you need to add a custom contact field if
you want to store this information. It is important that you create only one
field with the email field type for digital engagement use.

% New Contact Feld Propesties E

General |

Map the Field to: [tone
Display as: fshort

cata Tyoe: SN - |

Restrictions | -t 110- |

11111

Ll L«

I~ Requred

™ Predefined List
™ Min Length [ =
I~ MaxLength [ =
I~ Regular Expression |
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A field must exist before you can import data, but the names do not need to match
exactly. In addition, if you have fields that you do not want to import into Five9, you
can ignore them during the import process. Fields are not set until the record is
assigned a disposition either by an agent or with a system disposition.

Important

If you are enabled for the multi-channel features and plan to use the email
functionality, you must create a contact field labeled email and of Data Type:
Email.

1 Open the Contacts folder.

2 Right-click the Fields folder, and select Add Contact Field.

Actions Options View Help
«> & X|r 0|2
£ Fived Demo Call Center 1

o7 Users

-] User Profiles

Fields 37 Object(s)
Field Name

[ account_balance  ~
]E Agent Groups - —

o £ Skill m account_id
]E Lists m acct_num
=3 Contacts [ actve
E Sﬂ-ea:dﬂ [ agendd E

7 Dispositi =¢ Add Contact Field L\) ntid
o £ Campai¢ X Remove Contact Field(s) |™e

]E Campaigrrromies [l ehurn_reason
-3 Workflow Rules ﬁ dity
-] IVR Scripts
#-E) Prompts E S he L
-3 Connectors m contactTime
72 Call Variables m created_on
jﬁ Reason Codes F amail

4 D

General!

New Contact Field

Map the Field to: |None -
Display as: _Short -
Data Type: |String -

Restrictions | List Items

[ Required

[ Predefined List

[ Min Length i]=
[C] Max Length 0

[7] Regular Expression
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4 |If needed, select an automatic mapping for the field.

Mapped fields can be used to store information about the last system and agent
dispositions, the last attempted phone number, last campaign, last list, dialer,
and last agent to use the record, with the fields being updated at the time that a
disposition is set. Fields can be configured to save time stamps for when the
record was last modified or originally created. These fields can be used with
campaign profile filtering and sorting criteria for optimal dialing of your contacts.
They can also be used for reporting. Some of the options for mapped fields, such
as Last Disposition, are available as variables or functions in campaign profile
filter configuration and do not need to be added as Contact Fields to be used for
filtering.

i +: Mew Contact Field Propertis

General

—
'H';:' Mew Contact Field

Map the Field to: iNOI‘lE
Display as:
Last Dispasition (System or Agent)

Data Type: ' Strinl-ast Disposition (System or Agent) Date/Time
- Last Attempted Number
Last Attempted Number Index (number 1 / number2 { number3)
Last Agent Disposition
D Required Last Agent Disposition DateTime

Last System Disposition
[ Predefined List

Restrictions

[] Min Length
[] Max Length

|:| Reqgular Expression

[ Save ] [ Cancel ]

° None: Custom fields that you do not want the system to automatically
populate or is filled in manually by list upload.

° Last Disposition (System or Agent): Last call disposition recorded for the
contact record. It does not matter if the disposition is set by an agent or
the system. This information is updated the next time that a disposition is
set.

© Last Disposition (System or Agent) Date/Time: Date and time that the last
disposition is set. This information is updated the next time that a
disposition is set.
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Last Attempted Number: Phone number last attempted by the dialer.
Useful if dialing multiple phone numbers for contact records. This
information is updated the next time that a disposition is set.

Last Attempted Number Index (humberl/number2/number 3): number1,
number2, or number3 indicating the phone number last dialed. This
information is updated the next time that a disposition is set.

Last Agent Disposition: Only dispositions selected by agents are populated
to the field. System dispositions are excluded. This information is updated
the next time that a disposition is set.

Last Agent Disposition Date/Time: Time and date that the last agent
disposition is set. This information is updated the next time that a
disposition is set.

Last System Disposition: Only system dispositions are populated to the
field. Agent dispositions are excluded. This information is updated the
next time that a disposition is set.

Last System Disposition Date/Time: Time and date that the last system
disposition is set. This information is updated the next time that a
disposition is set.

Last Campaign: name of the last campaign that dialed the contact record
(if using multiple campaigns). This information is updated the next time
that a disposition is set.

Number of Attempts for Last Campaign: Number of dial attempts made to
the contact record for the last campaign that dialed it. This information is
updated the next time that a disposition is set.

— This mapping supports Number and String data types. Number data
type is the default value for new contact field mappings.

— Number data type can be used for number-based sorting and
filtering.

Contact Record Created Date/Time: Date and time that the contact record
was created. This field is populated if the record was created by an agent,
APl or Web2Campaign request, or manually by an administrator with List
Update or Contact Update.

Contact Record Last Modified Date/Time: Date and time that the contact
record was last modified. Modifications performed by using List Update or
Contact Update are displayed.
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© Last List: Last list from which the record was dialed. This information is
updated the next time that a disposition is set.

° Last Agent: Last agent to process a call for this contact record. This
information is updated the next time that a disposition is set.

5 Select the display mode.

This option enables you to control how contact fields appear in the Agent
Current Call screen by default. Settings in User and Campaign Profiles can
override this setting.

° Short - length of the field as seen in the agent screen.
° Long - length of the field as seen in the agent screen.

° Do Not Display - Hides the field from the agent’s view. This option can be
used for information that is not needed by agents for processing calls but
is needed for reporting or contact criteria in a profile. For example, it may
not be necessary to display some of the mapped contact fields to agents.

6 Select the data type and the options (display format) for the selected data type:
String, Number, Date, Time, Date/Time, Currency, Boolean, Percent, Email, URL,
Phone, and Duration.

See Data Types.
7 Define the Restrictions options.

° Required - required for every contact record. Fields marked Required are
visible and editable in all user profile and campaign profile screens.

° Predefined List - Not available for Date, Time, Date/Time, Boolean,
Duration data types. This option enables the List Items tab.

Note

If the type is string, you cannot use the custom field as report
criterion.

°© Min Length/Min Value - minimum number of characters that may be
entered in this field. Not available for predefined list. Not available for
Phone and Boolean data types.

°© Max Length/Max Value - maximum number of characters that may be
entered in this field. Not available for predefined list. Not available for
Phone and Boolean data types.
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© Regular Expression - Not available for predefined list. Not available for
Date, Time, Date/Time, Boolean, and Duration data types. Regular
expressions are an option to use for input validation to ensure consistent
data entry. For instance, a regular expression can be used to validate that
a record locator in a travel reservation conformed to a specific pattern or
combination of alphanumeric symbols (for example, ABC123). Patterns
are defined using POSIX, Perl, or ASCII regex syntaxes. For example, using
the ASCII syntax, a pattern with three upper-case letters, followed by
three digits, could be configured as:

[A-Z][A-Z][A-Z][0-9][0-9][0-9]

8 Define the List Items that users may select.

You can add up to 80 list items.

Restrictiong List Items

[[] User can select several values

Item Name Status

Add Remove Ip Dow

Save Cancel

9 To create a value, click Add.

10 Enter a value, and click OK.

Add Value X

new value:

( 0K q\) Cancel
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11 Configure possible values and answer criteria.

Restrictions List Ttems
[[] user can select several values

Item Name Status
From 0 to S Enabled
S Enabled
More than 5 Enabled

Save Cancel

12 Optionally, to allow users to select multiple items from the list, check User can
select several values.

For example, for a Pets field, you may allow users to select Cat and Dog values.
13 To arrange the values, click Up and Down.

14 Click Save.

A new row appears in the list. It is marked Custom or Mapped.

Removing Custom Contact Fields

You can remove custom contact fields but not default contact fields. Before removing
contact fields, stop all running campaigns.

Important

Before deleting a custom contact field, ensure that the field is not used in any
campaign profile. Otherwise you see an error message.
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1 Open the Contacts folder, and click the Fields folder.

2 In the list, right-click a field and select Remove.

% Vinual Contact Center - Administrator v80.2.0

Actions Options View  Help
% » G X | p DO 2

[@ Fives Demo Cal Center | Fekis 30 Object(s)
- Users Name
#- () User Profies pelt e e
+-[5 Agent Groups & ot S
5B Sds [ company Sting
4[5 usts [ frst_name String
Bg:h [i5] last_name String
arch
s & e o
+- ) Dspostions [ rumber2 R

ades
-l Reason Codes

3 Click Yes.

Data Types

Five9 supports multiple field data types. Data types apply to worksheets, variables, and
contact fields. This table contains all options for each data type. Use these data types
to simplify data consistency control.

Data Type View Type Other Options Display Format *
(not predefined
lists)
String e Multi-line
¢ Single Line
Number ¢ Single Line ¢ Digits before decimal
point (1-16)
¢ Digits after decimal point
(0-15)

Total available number of
characters = 16.
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Data Type View Type Other Options Display Format *
(not predefined
lists)
Note: The system
doesn't support
negative numbers.
Date e Multi-line e yyyy-MM-dd
¢ Single Line e MM/dd/yyyy
¢ MM-dd-yyyy
¢ MM-dd-yy
e MMM dd
® YYYY
e dd MMM
e dd-MM
e MM-dd
Time e Multi-line ¢ HH:mm:ss.SSS
¢ Single Line e HH:mm:ss
e HH:mm
e hhomma
e HH
e hha
e H:mm
e hmma
Date/Time ¢ Single Line Same as Date and
Time
Currency ¢ Single Line ¢ Digits before decimal
point (1-16)
¢ Digits after decimal point
(0-15)
Total available number of
characters = 16.
e Currency Type (S, €, £)
Boolean ¢ Single Line
Percent ¢ Single Line ¢ Digits before decimal

point (1-16)
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Data Type

Email
Phone

Duration

View Type Other Options

(not predefined
lists)

¢ Digits after decimal point
(0-15)

Total available number of

characters = 16.

¢ Single Line
¢ Single Line

¢ Single Line

Display Format *

hh:mm:ss.SSS
hh:mm:ss
hh:mm

hh

mm:ss.SSS
mm:ss

mm

$5.5SS

ss SSS

* The display format for custom date, time, or date and time fields doesn't affect the
format used in connector parameter values:

¢ Date values use the yyyyMmMdd format.

e Time values use the HEimmssSsss format.

e Date/Time values use the yyyyMMddHHmmssSSS format.
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Dispositions

Types of Dispositions

Accessing Disposition Properties

Changing System Dispositions

System Dispositions

Adding Custom Dispositions

Configuring Custom Dispositions

Email Notifications for Dispositions

Instant Message Notification for Dispositions

A disposition is used by agents to set the status or result of an interaction. Dispositions
appear in reports. Two types of dispositions are open and closed. Both system and
custom dispositions are available:

e System Dispositions - System dispositions are provided by Five9 to help you
improve the reporting results of your campaigns. You cannot remove or add
system dispositions, but you can modify some of the parameters.

e Custom Dispositions - Created by you and assigned to campaigns by agents.
Custom dispositions can be added, changed, or removed. Each disposition may
be configured with its own parameters. For example, you may configure a
disposition so that Busy numbers are redialed at five-minute intervals for up to
ten times.

For outbound campaigns, you can reset dispositions for numbers that have already
been dialed. When deciding on dispositions for outbound campaigns, consider these
categories:

e Successful Calls (sale, lead, application taken, appointment set)
* Negative Calls (not interested, hung up, add to DNC List)

e Unknown Result (call back scheduled, left message, recycle, answering machine)
Inbound call dispositions depends on your business application. Start by creating a
master list of dispositions for all campaigns. Then assign specific dispositions to
campaigns from this list.
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Types of Dispositions

Dispositions are always closed for voice interactions, but may be open or closed for text
channel interactions. Each disposition is one of these disposition types, which may also
include the Digital Channel Disposition type:

Redial Number Dispositions

Do Not Dial Number for Campaign Dispositions
Final Disposition For Contact Record Dispositions
Add Number To DNC List Dispositions

Digital Channel Disposition Types

Global Dispositions

The disposition type affects the behavior of the dialer. Select the type in the Type tab
of each disposition. Any disposition type can also be flagged as a Digital Channel
Disposition. For more detail, see the Digital Engagement Administrator's Guide.

[~ ‘Waiting for Status Propertie

| General| Type | Answering Machine | Recordings I Reporting
Call Disposition Types Digital Channel Disposition Types
@ Closed
() Open
Digital channel disposition type cannot be changed once saved.

() Redial Number
Use Redial Timer
Redial After (DD:HH:MM): 00:00:01
Number of Attempts: 15

Allow Agents to Change Redial Time
() Do Mot Dial Mumber for Campaign
Apply to All Numbers in This Contact Record
Use Timer to Reactivate Number
Activate After (DD:HH:MM): 00:00:01

Allow Agents to Change Reactivation Time

(@) Final Disposition for Contact Record

[ Apply to Campaigns Using This Disposition
() Add Number(s) to DNC List
(@ Add Active Number
Add Active Number and Finalize Record for Campaign
Add All Numbers and Finalize Record for Campaign
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Redial Number Dispositions

With this option configured without a redial timer, the number is dialed again when the
dialer completes the list and starts over from the top. The redial time is unpredictable
because you do not know when the dialer completes the first pass through the list.

When using this option without a timer, the Minimum Duration Before Redialing
Number setting in Campaign Properties applies. See also Number Redial Timeout
(Campaigns).

However, you can specify the redial time by selecting Use redial timer and entering the
time you want to wait before trying the number again. The system attempts to dial the
number as soon as possible, after that time (without first waiting to pass through the
rest of the list). You can also specify the maximum number of attempts for a number
when this disposition is selected consecutively.

When using redial with a timer, the Minimum Duration Before Redialing Number
setting in Campaign Properties is ignored, until the maximum number of redial
attempts for the disposition is reached. You can set these additional parameters:

e Redial After (minutes) - The dialer redials the number as soon as possible after
the specified time.

e Number of Attempts - The dialer redials up to the value defined in Number of
Attempts if the same disposition is set sequentially.

e Allow Agents to Change Redial Time - Can be enabled only if Redial After is
enabled. In the Agent application, the disposition displays an additional menu to
select a redial time. The time configured in the Redial After setting is also shown
to Agents as the default option for this disposition. When an agent specifies a
redial time, the phone number is redialed by the campaign at the designated
time and the call is delivered to any available agent that is qualified for the
campaign.

This feature is useful for outbound customers whose agents work in shifts, such as
when agents in the morning shift need to schedule campaign-related callbacks for
agents in the evening shift.

campaign Profiles count all attempts to any of a contact record’s numbers as a dial
attempt, including redials due to disposition settings. The Campaign Profile Number of
Attempts option overrides disposition counters, rather than work with them, in cases
where the Campaign Profile option is set lower than a disposition option.
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The profile and disposition counters restrict dialing to individual numbers within a
record, rather than to the entire record.

1 Redial Type

P S

& Redial Number & Redial Number
I~ [ise Redial Timer 7 Dse Redal Timer
fiter (OO | —i Redial After (DD:HH:MM): [ 00:00:10=
dsreber = Number OF Attempts: [ 1=
e edial T [~ Allow Agertts To Change Redial Time

When using redial dispositions, consider these points:

Numbers without a redial timer is considered for dialing by a campaign on next
cycle through the list.

Number with a redial timer is dialed again after the time specified.

If a number was assigned a disposition with a redial timer and the dialer reaches
the number again while making a new pass through the list BEFORE the redial
time has been reached, it is not dialed. The number is redialed at the time
specified in the disposition as opposed to the list.

If a number receives the same Redial disposition consecutively, the dialer stops
attempts when the Number of Attempts has been reached.

When using Redial with a redial timer, the alternate phone numbers for the
contact record are not dialed until this redial number is tried again. The concept
is that we do not know the outcome of the original number yet, so we try it
again first before attempting other numbers for the contact record.

When using Redial without a redial timer, the alternate phone numbers for the
contact are dialed without waiting for the redial number to be tried again.

If Allow Agents To Change Redial Time is selected, the redial timer set by agents
works in the same way and follows the same rules as the redial timer set by
administrators.

Example
Redial without redial timer: the campaign starts at 10:00AM; records are dialed
consecutively.

1 At 10:10AM, the campaign dials a number that is assigned a disposition
by a Redial Number disposition without a redial timer set.
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2 By 2:00PM, the campaign has covered all records in the list. The first
cycle of dialing took 4 hours.

3 By 2:30PM, the campaign reaches again the number that was assigned a
disposition with a Redial Number disposition: the campaign attempts to
dial the number again 4 hours 20 minutes after the first attempt.

First E

Numi | Numl | Num3 Num1 | Num2 | Num3 First

\/.\/. \/ Jonh
v

Jonh

Rolf

v v

\/ J ‘ Rolf
\/ Bob

v

v

Bob

<K&

CKIKK
KKK

\/ | \/ | \/ [ Cindy [ | Cindy

1 Dial list (first pass)
2 Dial list (second pass)

Example

Redial with redial timer: the campaign starts at 10:00AM; records are dialed
consecutively.

1 At 10:10AM, the campaign dials a number that was assigned a
disposition as Busy (the Busy system disposition is a Redial Number
disposition with the Redial After = 5 minutes and the Number of
Attempts = 5).

2 By 10:15AM, the campaign tries the number again (5 minutes after
receiving the original Busy disposition). It receives Busy again.

3 Four more attempts are made at 10:20AM, 10:25AM, 10:30AM, and
10:35AM. The number continues to be busy. The dialer stops dialing the
number because the maximum number of attempts (5) has been
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reached with this disposition.

Vi
\/\/\/ Rolf
VIV ][>
VIV IV
vivi

Do Not Dial Number for Campaign Dispositions

The number is not dialed by the campaign, but other numbers from the contact record
can be dialed unless the Apply to All Numbers in This Contact Record option is enabled.
If the number is met in other contact records in the list, it can be dialed without
restrictions.

‘/o\ 1 DND Type
(= Do Mot Dial Number for Campaigri = Do Not Dial Number for Campaign
™ Apply to All Numbers in This Contact Record ™ Apply to All Numbers in This Contact Record
™ Use Timer to Reactivate Number [~ Use Timer to Reactivate Number]
tvate Afie / E kWal:AﬂBM:PH.'Nﬁ):I DD:»JC;O:E
[T Al Agert e ne ™ Alow Agents to Change Reactvation Time

This type of disposition has three options:

e Apply to All Numbers in This Contact Record - If enabled, the dialer restricts all
the contact record’s numbers from being dialed, not only the number for which
the disposition was set.

e Use Timer To Reactivate Number - The dialer does not dial the number in the
current campaign. When this option is checked, you can set the additional
parameter Activate After and set the time. This parameter means that the
number becomes available again for dialing after the activation time. When
using the Activate After selection, the number is dialed on the next pass through
the list, assuming the activation time elapsed.
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¢ Allow Agents to Change Reactivation Time - Can only be turned on if the Use
Timer to Reactivate Number option is enabled. For the agent, the disposition
enables an additional menu to select a reactivation time. The time configured in
the Activate After setting is also shown to agents as the default option for this
disposition. When an agent specifies a reactivation time, the phone number is
reactivated by the campaign at the designated time and the dialer may later
deliver the call to any available agent that is qualified for the campaign.

Example

Without an activation timer:

A record contains three numbers. The first number is assigned a do-not-dial
disposition. Because every contact record can have up to three numbers to

dial, the other two numbers can still be dialed. However, if Apply to All
Numbers in This Contact Record is enabled, none of the numbers can be dialed.

Example

With an activation timer:

A called party asks not to be called again for at least 2 hours. The dialer
considers the number on next pass in 1.5 hours but does not call, as this is
before the 2-hour timer has expired. The next pass is in 3 hours. The number is
redialed in 3 hours.

The vertical dialing mode does not wait until the next pass through the list to
check if the timer has expired. The vertical dialing mode emulates a redial timer
and redials the record when the time has expired, regardless of list position.

Final Disposition For Contact Record Dispositions

When you apply a final disposition, the contact record, including alternate phone
numbers, is not dialed again by the campaign. A final decision has been made, such as
Application taken or Not interested.

(+ Fnal Disposition for Contact Record
v Apply to Campaigns Using This Desposition

This type of disposition has one option: Apply To Campaigns Using This Disposition.
When this option is enabled, the contact record is not dialed in any campaign that
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contains this disposition. A final disposition can be applied to multiple campaigns when
the other campaigns are using this same disposition.

Campaigns that were created after a final disposition with the Apply To Campaigns
Using This Disposition enabled was assigned to a contact record may still attempt to
dial this contact record if the record exists in any lists assigned to the new campaign.

Note: If the disposition is set to Final Disposition and if "Apply to Campaigns
Using This Disposition" is enabled, the option "Apply to Campaigns Using This
Disposition" does not work in the Campaign Profile Disposition menu. The
disposition must be added to the Campaign Properties for "Apply to Campaigns
Using This Disposition" to work.

Add Number To DNC List Dispositions

When using the Add Number to DNC List option, the customer's individual number or
entire contact record is placed in the local Do Not Call list for the domain.

(+ Add Number(s) To DNC List
{* Add Active Number
" Add Active Number And Finalize Record For Campaign
" Add All Numbers And Finalize Record For Campaign

The option to assign only the contacted phone number can be used for cases when
only one or two of a customer’s phone numbers (for example, work or cell) should be
avoided.

Example

A called party asked for one or all phone numbers to not be called again. There
are the following options:

¢ Add Active Number - Adds only the current number (the number dialed)
to the DNC list. Other numbers for the contact record can still be dialed.

¢ Add Active Number and Finalize Record for Campaign - Adds the current
number and makes the record final for the campaign. This option stops
dialing this record for this campaign but does not add the contact’s
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other phone numbers to the DNC list. This option allows you to dial the
other numbers from another campaign.

e Add All Numbers and Finalize Record for Campaign - Adds all phone
numbers for the contact record to the DNC list. This option prevents
dialing to any of the contact’s phone numbers from any campaign.

Digital Channel Disposition Types

Digital channel dispositions allow an agent to select a disposition on interactions, such
as chat or email interactions, without closing the text interaction. This has no impact on
voice calls.

Important

Digital channel disposition types cannot be changed once they have been
saved.

Global Dispositions

You can create unified dispositions to use globally for text channel and voice
interactions. These dispositions can be defined as open, enabling your agents to track
the status of an interaction without closing that interaction, or closed to assign the final
result of that interaction. This is different from voice channel dispositions, which are
always closed.

Example

You can create a disposition named Waiting for Status that can be applied to
an email interaction when the agent is waiting for a customer reply. The ability
to keep this interaction open helps to track an issue without creating a new
interaction for a continuing conversation, such as “Would you like for me to
issue you a refund for the entire purchase price or would you prefer that | send
you a replacement part?”

Digital channel dispositions may not be changes once they are saved. When converting
campaigns using SCC dispositions to using global dispositions, Five9 recommends that
you use identical naming to prevent duplicate dispositions in reporting. To enable your
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VCC dispositions for global use in text channel interactions, or to create dispositions
specific to text channel interactions, see the Digital Engagement Administrator's Guide.

Accessing Disposition Properties

1 Click Dispositions in the navigation pane, and click the dispositions folder in the
main pane.

or

Open the Dispositions folder in the navigation pane, and open or select a
dispositions folder.

Actions Options View Help
€>|FX|ro|e
% Fived Dema Call Center 1 Dispositions 2 Object(s)
£3 users Disposition Group Description

4 b
3 Agent Groups
£ skils £3) custom Dispositions User-defined dispasitions
£ Lists
3 Contacts
=
ﬁ System Dispositions
[+- (£ Custom Dispesitions
i3] Campaigns
]m Campaign Profiles
£ workflow Rules
i) VR Scripts
i-[£3) Prompts
i3] Connectors
-2 Call Variables
i1 Reason Codes

2 To open the properties window, double-click the disposition, or right-click the
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disposition, and select View Properties.

& Add to DNC Properties [
General | Type I Answering Machine | Recordings | Reporting
@ Add to DNC
Description:
[] Agent Must Confirm =

[T] Agent Must Complete Workshest Flag as "No Party Contact - Agent

[7] Worksheet Cannot Be Used With This Disposition

[] Send Email Motification

[] Send IM Notification

[ Track as First Call resolution

[7] Reset Attempts Counter

[] Allowed Only for 3rd-Party Transfers and Conferences

When Calls are Sent to This Mumber:

[ Apply ]’ Save ][ Cancel

Changing System Dispositions

You cannot create, delete, or rename system dispositions. You can adjust some of the
properties to make outbound or autodial campaign dialing more effective or keep users
informed about campaign events. Some examples of changes you might make include:

e Change the redial parameters in the system disposition Busy to tune the dialing
process for outbound and autodial campaigns.

e Configure email or instant message notifications for the system disposition Sent
To Voicemail to keep users informed of new messages recorded during inbound
campaigns.
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Changing Disposition Flags

Some system dispositions allow changing Agent Must Confirm, Send Email Notification,
and other options on the General tab. For enabled Email and IM notification, specify
the recipients on the Email Notification and IM Notification tabs accordingly. See Email
Notifications for Dispositions.

"~ Recycle Properties | x|

General | Type | | | Reportng |

I~ | Alowed Only for 3rd-Party Transfers and Conferences

Changing Type and Options

The default disposition type can be changed for some system dispositions. You can do
so on the Type tab.
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I T O e e =
Call Disposition Types Digital Channel Disposition Types
(@) Redial Number (@) Closed

[7] Use Redial Timer Open

Redial After (DD:HH:MM):

MNumber of Attempts:
[] Allow Agents to Change Redial

Time

() Do Not Dial Number for Campaign

Apply to All Numbers in This Contact Record
Use Timer to Reactivate M
Activate After (DD:HH:MM): [
[] Allow Agents to Change R-aacﬁvanon Time

(7) Final Disposition for Contact Record

7] Apply to Campaigns Using This Disposition
() Add Number(s) to DNC List
(@ Add Active Number

Add Active Number and Finalize Record for Campaign
Add All Numbers and Finalize Record for Campaign

Type cannot be changed once disposition is assign

Changing System Dispositions

€ Approved Properties

General Type il N stion | IM N stion

Call Disposition Types

Use Redial Time
Redial After (DD:HH:MM):
Number of Attempts:
Allow Agents ko Change Redial Time

(0) Do Not Dial Number for Campaign

00:00:01 3 |

Answering Machine Recordings Reporting

Digital Channel Disposition Types

Closed
Open

1:}

Apply to All Numbers in This Contact Record

Use Timer to Reactivate Number

Activate After (DD:HH:MM): 00:00:01 3

Allow Agents to Change Reactivation Time

(®) Final Disposition for Contact Record

] Apply to Campaigns Using This Disposition

() Add Number(s) to DNC List
Add Active Number

Add Active Number and Finalize Record For Campaign

Add All Numbers and Finalize Record For Campaign

Type cannot be changed once disposition is assigned to campaign.

Cancel

o
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System Dispositions

Generally, system dispositions are used by the dialer to generate a report on dialing

activity and control the dialing process. System dispositions have the same options and

properties as the custom dispositions, but some options and properties cannot be
changed. System dispositions cannot be created, deleted, or renamed.

Email notification and instant messages are available for most system dispositions.
Reporting Call Variable configuration is available for all dispositions. You can configure
different types (Redial, Add to DNC, and so on) for many system dispositions. Other
options, such as timers, can be enabled for all system dispositions.

System Disposition Descriptions

The table below lists all the default system dispositions along with a description.

Note: You can create a custom disposition along with a description. See
Adding Custom Dispositions.

Name

Abandon

Agent Error

Answering
Machine

Busy

Call Screening

Description

Caller hangs up when the call is in ACD queue, or queue
time has expired for an outbound call that was not
answered by agent.

Agent session terminated before a call is completed, which
occurs when the agent’s connection to the VCC is severed
during a call.

Called party identified as answering machine.

Busy signal when number was dialed.

Called party identified as call screening.

Note: This feature is currently available for early
adopters and may not be visible in your domain.

Contact your Five9 representative for additional

information.
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Name Description
Caller Caller hung up while inside the IVR but not in an ACD queue
Disconnected (see abandon). Seen when caller disconnects during the IVR

process or when listening to a prompt. Default disposition for
many IVR modules.

Declined Default disposition for records skipped by agents during
preview.

Dial Error Carrier failed to dial a number. A specific form of a system error.

Do Not Call Call blocked by carrier or other operator service due to number

identified on Do Not Call List. May be assigned by the system or
IVR. Do Not Call disposition may also be assigned by agent
request. SIP response codes for DIAL_BLOCKED and DO_NOT _
CONTACT are mapped to this System disposition.

Fax Called party identified as fax machine.

Force Stop Call is disconnected because a campaign is force stopped by an
administrator or supervisor.

Forward Used for the forwarding leg of the call when a call is forwarded

Participant to an agent’s alternate phone number when using call

forwarding and the agent is not logged in.

A call to the campaign is forwarded to a specific agent (not to
skill), this agent is not logged in and VCC forwards this call to

the external number. So the VCC sets this disposition for the

second call (from VCC to agent’s call forward phone).

Forwarded Used for the initial leg of calls that are forwarded to agents’
alternate phone numbers when using call forwarding.
Disposition for the first call (from customer to VCC).

Hangup On telecom level we send DialEvent CONNECT_HANGUP when
outbound call is disconnected before ISDN connect or after it if
channel performs Answering Machine Detection on this call. It is
not similar to OPERATOR_INTERCEPT: no reason to repeat call
to this number. Repeating call after CONNECT_HANGUP could
be successful.

Five9 dials a number. If the call is disconnected by the dialed
party or the party's carrier, the Five9 dialing timeout was not
yet expired when the disconnect occurred unlike a NO_ANSWER
disposition.

On further processing higher level (Campaign) DialEvent
CONNECT_HANGUP cause HANGUP disposition to be set.

Hardware System encountered a timeout from the phone dialing
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Name
Timeout

Internal Call

No Answer

No Disposition

No Response
From Caller

Operator
Intercept

Queue Callback
Assigned

Queue Callback
Timeout

Recycle

Resource
Unavailable

Sent To
Voicemail

Station Session

System Error

System
Shutdown

Transferred To
3rd Party

Unknown
Connection

Voicemail
Dump

Description
hardware.

Special disposition for internal calls (internal calls do not belong
to any campaign).
Rang but no answer (dial timeout is set in profile).

Default disposition selected by agents when no dispositions are
defined for a campaign.

Caller did not provide a response to a prompt, such as entering
digits. The disposition can be assigned to a module in an IVR
script.

Called party was preempted by a telecom operator or other
operator service due to invalid, unknown, or unidentified
number or other operator blocking services.

Queue callback request created and delivered to an agent in
place of the call.

Queue callback request created in place of the call, but no
agents were available during the specified time.

Agent requested to redial this number.

Inbound call arrives in the system, but it is not handled because
no virtual inbound lines are available.

Applies to inbound campaigns only. No campaign lines or
domain lines were available when the call was received. Call
was rejected.

Caller was directed to Five9 VCC voicemail.

Used for calls by a PSTN telephone. The agent’s connection time
is billed as long distance for the leg between the agent’s phone
and the VCC.

System failure, such as lost database connection.

Domain host shut down during a call.
Caller transferred to as third-party participant.

System disposition used when a digital phone line is identified
during call progress detection.

System disposition used to indicate when a voicemail recording
must be discarded by the system. Bad voicemail that should be
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Name Description

deleted.
Voicemail Voicemail completely processed by agent. No further action
Processed required.
3rd Party Recipient of a third-party transfer. 3rd party transfer participant
Transfer - called party the first caller was transferred to.

System Disposition Parameters

You can change the type of some system dispositions. The default options can be
modified. For example, you can change the redial timer or number of attempts or
disable and enable timers for Redial or DND disposition types.

The limitations for the redial type are as follows:

e Timer limitations: minimum = 1 min and maximum 60 days (2 months).

e Number of attempts: minimum =1 and maximum 99
The limitations for the DND type are minimum = 1 min and maximum 60 days (2
months).

Name Editable Options Default Type Default Set By
Parameters
IVR System Agent
No Disposition Agent Must FINAL - X X X
Confirm
All types
System Error All types REDIAL Timer=1 min. - X -
Attempts=5
Declined Agent Must FINAL - - - X
Confirm
Send Email
Notification
Send IM
Notification
All types
Dial Error All types DND Timer=5 min. - X -
Busy All types REDIAL Timer=10 min. - X -
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Name Editable Options Default Type Default Set By
Parameters

IVR System Agent

Attempts=5

No Answer All types REDIAL No Timer - X -
Abandon All types REDIAL No Timer - X -
Fax All types DND No Timer X -
Answering All types DND Timer=120min. X X -
Machine
Do Not Call Agent Must DNC - X X X

Confirm

Send Email

Notification

Send IM

Notification
Recycle Agent Must REDIAL Timer=30 min. X - X

Confirm Attempts=3

Send Email

Notification

Send IM

Notification

Redial Number
Agent Error Send Email REDIAL No Timer - X -

Notification

Send IM

Notification

Redial

Do Not Dial

Number
System Redial REDIAL No Timer - X -
Shutdown Do Not Dial

Number
Caller All types REDIAL, all No Timer X X -
Disconnected Types

unlocked

Unknown All types REDIAL, all No Timer - X -
Connection Types
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Name

Editable Options Default Type Default

Set By

Parameters
IVR System Agent
unlocked
No Response Send Email REDIAL No Timer X - -
From Caller Notification
Send IM
Notification
All types
Sent To Send Email FINAL - X X -
Voicemail Notification
Send IM
Notification
All types
Operator All types DND No Timer X X X
Intercept
Station Session Redial Number REDIAL No Timer - -
Transferred To Send Email FINAL - X -
3rd Party Notification
Send IM
Notification
All types
3rd Party Send Email FINAL - - X -
Transfer Notification
Send IM
Notification
All types
Hardware Send Email REDIAL No Timer - X -
Timeout Notification
Send IM
Notification
Redial Number
Do Not Dial
Number for
Campaign
Hangup Send Email REDIAL No Timer X X -
Notification
Send IM
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Name Editable Options Default Type Default Set By
Parameters

IVR System Agent
Notification
All types

Voicemail All types FINAL - - - X
Processed

Voicemail All types FINAL - - - X
Dump

Forward Send Email FINAL - - X -
Participant Notification

Send IM

Notification

Final Disposition

for Contact

Record

Forwarded Send Email FINAL - - X -
Notification
Send IM
Notification
Final Disposition
for Contact
Record

Internal Call Final Disposition  FINAL - - X -
for Contact
Record

Force Stop Send Email REDIAL No Timer - X -
Notification
Send IM
Notification
All types
Resource Send Email REDIAL No Timer - X -
Unavailable Notification
Send IM
Notification
Redial Number
Do Not Dial
Number for
Campaign
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Adding Custom Dispositions

You can see information about changes to custom dispositions by viewing the Event

Log.

1 Inthe VCC Administrator application, click Actions and select View Event Log.

2 Inthe resulting Event Log window, in the Filter By menu, select Dispositions.
Select a row in the table of events. To see details about the event, hover over it or click
Details at the bottom of the window.

€ Event log - O X
Date/Time Type Message

Aug 17, 2020 8:53:55 AM ... |Disposition Declined disposition has been saved manually A
Aug 17, 2020 8:51:24 AM ... |Disposition Declined disposition has been saved manually

Aug 12, 2020 6:17:49 PM ... |Disposition apo_done disposition has been saved manually

2, 2020 6:17:13PM ..

2, 2020 6:04:24PM ...
2, 2020 6:02:1SPM ...
, 2020 6:01:26 PM ...
2, 2020 5:57:26 PM ..,
2, 2020 5:56:12PM ..,
2, 2020 5:55:59PM ...
2, 2020 5:51:06 PM ..

AR~ L AR e

. Disposition apo_done disposition has been saved manually
2, 2020 6:08:53PM ...

Disposition apo_done dispositigitias iEen savend Manisiv
Disposition apo_done disposifid User: apolygalin_lab01
Disposition apo_done dispositid Application: DomainAdmin
Disposition apo_done di ifi¢ Disposition: apo_done
Disposition apo_done di iti Reset Attempts Counter: Off
Disposition apo_done disposific Type: Final Disposition For CRM Contact
Disposition apo_done dispositi Apply to Campaigns Using This Disposition: Off
. Disposition i
[T T -d - v

User: apolygalin_labo1
Application: DomainAdmin
Disposition: apo_done
Reset Attempts Counter: OFf
Type: Final Disposition For CRM Contact
Apply to Campaigns Using This Disposition: OFf

Showing 1 to 100 of 118 log messages

Filtering Options

Gilter By:  Dispositions

v) Page Size: 100 %

Refresh

Previous Next Close

You can create a new disposition or modify an existing one.

Ensuring that Dropped Call Percentages Comply with
FCC Regulations

FCC regulations require that the percentage of dropped calls from all outbound
campaigns fall within specified guidelines. The maximum percentage allowed for the
call abandonment is currently 3% for each campaign every 30 days. However, you
should refer to the FCC regulations for requirements and call abandonment rate
calculation to ensure that you have the up-to-date information.
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Five9 modified the calculation for the dropped call percentage to ensure that custom
dispositions are not included in this calculation.

Note: The abandon rate 2-second rule calculation option allows you to use a
gueue time of 2 seconds or higher to identify outbound calls as abandoned.
The Outbound Campaign Abandon Rate % 2 Seconds Rule standard report
shows these values.

Agents can use the No Party Contact disposition when connected to a non-live entity
(for example, an answering or fax machine). Because the FCC calculation for
abandoned calls excludes calls connected to non-live parties, using the No Party
Contact disposition for reasons other than not connecting to live parties increases the
dropped call percentage and Dialer Drop Call % rates (abandoned call rates).

Creating Custom Dispositions

You can create a custom disposition for calls passed to an agent when no person is
reached, such as when calls reach an answering machine. In these cases, agents should
use the appropriate custom disposition to indicate that they did not reach a person.

1 Inthe Dispositions folder in the navigation pane, right-click Custom Dispositions
and select Add Disposition.

& Virtual Contact Center - Administrator v

Actions Options View Help
> | Xz

[EN=")custom Dispacition 1L fintom Rinnasitions 71 Object(s) H-
[B 1stcal| <F  Add Disposition

fne
B stcal oo
[ 15t Contact No Benefi = | | [ 15t Call Left Message
[ 1st Contact Not Qualf| | |[E2 15t Call Not Available

m

[ 3rdParty Transfer -C | |12 1=t Contact No Benefit- prepay pa...
IE Account Balance Inqui

I Add to DNC [B 1st Contact Not Qualfied- creditin...

B Agresd to Pay [Bs 3rd Party Transfer - Copy an "3rd Party Tran
B Answering Machine - ¢ | |[E2 Account Balance Inquiry
& Application Taken [ Add to DNC

B Appra?sal Ordered B Agresd to Pay
= Appraisal Received

E Archive E Answering Machine - Agent
B automatic Dialer Failur | |[B2 Application Taken

{E Bad Lead COMMENTR || Appraisal Ordered

& call Bad Phone Numbe _
[T

[ Appraisal Received -
e m v < [ mn b

[ 15tCall 3¢ Remove Disposition(s) 1 phane Number

2 Name the new disposition.
3 Click OK.

4 Configure the disposition as needed.
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By default, the disposition type of a new disposition is Final Disposition for Contact
Record. For more information, see Configuring Custom Dispositions.

Duplicating Dispositions

To copy a disposition, follow these steps.

1 Right-click a disposition, and select Create Duplicate.

The property window of the duplicate campaign opens, showing the name in this
format: <original object name> - Copy. The copy of a system disposition is
created under Custom Dispositions. All disposition options are available for the

copy.

| S Virtual Contact Center - A

Actions Options View Help
«> |3 Xg|ro|e

= B3 Custom Dispositions » || Custom Dispositions 71 Object(s)
- [B 1stCall Bad Phone Nu Disposition Name
B stcalLeft Mes.sage [ 1st Call Bad Phone Number -
B istCall Not Available
[E® 15t Contact No Benefi = | [B2 15t Call Left Message
~[B 1stContact Not Qualf| | |[B 1st Call Not Available
[ 3rd Party Transfer - C 1st Contact No Benefit- prepay pa..
{2 Account Balance Inqui [& ist Contact Not Qualfied- creditin...

[ Add to DNC
e [E5 3rd Party Transfer - Copy on "3rd Party Tran

m

E
[E "X View Properties of Agreed to Pay ke Inquiry
B X Remove Agreed ta Pay
: E & Rename Agreed to Pay
[E 45 Creste Duplicate of Agreed to Paf}y ine -Agent
[ Automatic Dialer Faiur | [[&2 Application Taken
B Baﬁ LEZd EOMMENT; Appraisal Ordered
B calgad e one Numbe | i Appraisal Received -

_ =T
< [0 » « n r

2 Make your changes to the duplicate, and click Save.

Renaming Custom Dispositions

To rename dispositions using the right-click menu. You can also rename dispositions in
their properties window.

1 In the navigation pane, select Custom Dispositions in the Dispositions folder.
2 Right-click a disposition, and select Rename.

3 Enter a new name for the object instead of the old one, then Click OK to save
your changes.
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Configuring Custom Dispositions

By default, after a call is assigned a disposition with a final type disposition, the phone
number is not dialed again by that campaign, even if that number appears in another
list. By setting flags, you can adjust this behavior and/or extend the functionality.

Set General Properties for Custom Dispositions

Choose and Configure the Disposition Type

Configuring Dispositions for Answering Machine or Call Screening
Define the Target FTP Server to Upload Recordings

Configure Call Variables used for Reporting

Set General Properties for Custom Dispositions

Set the basic properties for custom dispositions in the General tab. The name of a
disposition can contain up to 255 characters.

@ disp1 Properties X

General Type Action on Disposition Recordings Reporting
= =

Description:

(] Agent Must Confirm O

[ Agent Must Complete Worksheet Flag as "No Party Contact - Agent”
[j Worksheet Cannot Be Used With This Disposition

() send Email Notification

() send M Notification

(] Track as First Call resolution

[j Reset Attempts Counter

[j Allowed Only for 3rd-Party Transfers and Conferences

When Calls are Sent to This Number:

e Description - statement or purpose that identifies the disposition.

e Agent Must Confirm - requires that agents confirm the choice of disposition.
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e Agent Must Complete Worksheet - for campaigns that contain worksheets,
requires that agents complete a worksheet before this disposition can be
selected.

e Worksheet Cannot Be Used With This Disposition - for campaigns that contain
worksheets, ensures that agents cannot use this disposition if they have
completed a worksheet for the current call. This option works as a safeguard
against accidentally setting incorrect dispositions when a completed worksheet
indicates that a different disposition should be set.

e Send Email Notification - sends an email every time this disposition is selected.
The email can contain details about the call, such as agent name, time, date,
contact details, comments, and worksheet data (see Defining Email
Notifications). The email can be sent to a fixed email address or an email
address specified in a contact record.

Note

Email notification for dispositions is not currently supported for
text interactions.

e Send IM Notification - Similar to email notification except that call details are
sent as an instant message. Use this option if call details must be immediately
received by one or more users in your VCC.

e Track as First Call Resolution - primarily for inbound campaigns, includes the call
in your first call resolution statistics for supervisors or reports: the customer’s
needs were addressed in the first call.

e Reset Attempts Counter - dispositions reset the dial attempts counter back to
zero. Use for agent-selected redial dispositions when a contact has requested a
callback after several failed attempts to reach the number (making the contact
record at risk for reaching the dial attempts limit and not being dialed again).

e Allowed Only for 3rd-Party Transfer and Conferences - agents can use this
disposition only for third-party transfers and conferences. If this option is
enabled, you may optionally type a specific number to which calls are
transferred or conferenced before assigning the disposition.

e No Party Contact - Agent indicates that no contact occurred with a person
during the call. Because custom dispositions for No Party Contact or Abandoned
Calls can affect FCC compliance, they are excluded from the abandoned call
percentage calculation.
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You must acknowledge that such dispositions are not included in the calculation
of the abandoned call percentage: after you check the box, a pop-up window
asks you to acknowledge that this disposition is not used in abandoned call
percentage calculation. When a custom disposition is used, the check box
appears. You select the custom disposition from the disposition list and
acknowledge that the disposition is excluded from the abandoned call
percentage calculation.

Choose and Configure the Disposition Type

You can choose and configure the disposition type. See Types of Dispositions.

@ disp1 Properties X
General Type Action on Disposition Recordings Reporting

Call Disposition Types Digital Channel Disposition Types
() Redial Number Closed

pen

© Einai Disposition for Contact Record

D Apply to Campaigns Using This Disposition

() Add Number(s) to DNC List

Apply Cancel

Configuring Dispositions for Answering Machine or
Call Screening

To configure dispositions for answering machine or call screening, go to the Action on
Disposition tab and set the appropriate options.
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@ disp1 Properties X

General Type Action on Disposition Recordings Reporting
Action on Disposition Selection

Do Not Leave Message v

Apply Cancel

These options resemble those found in the Dialing Options tab of outbound campaign
properties, specifically for handling answering machine and call screening detections.

e Do Not Leave Message - The system selects this as the default option to prevent
leaving a message when an answering machine or call screening is detected.

e Play Prompt - The system plays a message when an answering machine or call
screening is detected, based on the specified time conditions.

e Play IVR Script (Advanced) - The system runs an IVR script when an answering
machine or call screening is detected, based on the specified time conditions.

Define the Target FTP Server to Upload Recordings

Specify an FTP server to which a call recording file is automatically transferred for calls
assigned the Recordings disposition. See Configuring Default FTP Settings for more
about transferring call recordings by FTP.
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@ disp1 Properties X

General Type Action on Disposition Recordings Reporting

O Use This FTP Site to Send Recordings tc:

Hostname:
Username:

Password:

Apply Save Cancel

Configure Call Variables used for Reporting

You can specify reporting call variables that are affected and whose values should be
written to the database when this disposition is set. Any variable with the Apply to All
Dispositions option enabled cannot be removed from this lit. Use the call variable

properties to edit the dispositions for which a reporting call variable value must be
written.
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@ disp1 Properties X
General Type Action on Disposition Recordings Reporting

Reporting Column - Call Variable or Value

Custom.CCF_test Custom.CCF_test

Custom.Cumulative Longest Queue Time ‘Custom.Cumulative Longest Queue Time

Custom.ResponseCode Custom.ResponseCode

Custom.uuid ‘Custom.uuid

Add Remove Edit
Apply Save Cancel

Multiple call variables may be added for each disposition. To add or edit a reporting call
variable whose value must be saved in the database and appear in reports when this
disposition is set, click Add or Edit. Configure what should be done with the variable
when this disposition is set:

IVR.Iast_state

Siring
Disposition: Answering Machine - Agent
Default Value:  IVR.last_state
[] Overwrite Default Value with

Call variable

Constant
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* Name - Select the call variable to add or edit. Only variables with the reporting
call variable option selected is shown. Once selected, the data type and the
default value appear.

e Overwrite Default Value with - Enable this option if the value of the call variable
must be different from its default value when the disposition is set. You may
choose the desired value of the call variable:

° Call Variable - Enables you to overwrite the value of the call variable with
that of another reporting call variable of the same data type.

° Constant - Enables you to overwrite the value of the call variable with a
fixed value. Depending on the data type, you may select or type a valid
value.

Email Notifications for Dispositions

You can configure email notifications for dispositions. This option applies to custom
dispositions and to some system dispositions. You can enable and disable notifications
as needed.

You can add the email addresses that receive notifications when the disposition is
selected. As soon as the disposition is set for a call, an email can be sent to a fixed
email address, such as an administrator or supervisor, or a contact record. The email
address can be taken from a contact record field. The name of the disposition can be
used as the subject in the email or a custom subject can be specified. Variables can be
used to populate call or customer information in the email using a standard or custom
HTML template. Up to five attachments can also be included in the email notification.
You can add as many notifications as you need.

Configuring Email Notifications for Dispositions

Creating Custom HTML Templates for Email Notifications
Selecting a Custom Template for Email Notifications
Adding Attachments to Email

Configuring Email Notifications for Dispositions

After enabling the email notification feature in the General tab of properties, configure
the notifications in the Email Notification tab.
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Important

The combined maximum size for email templates and attachments is 100 Mb

1 Inthe General tab, check Send Email Notification.

This option enables you to receive an email every time that this disposition is
selected.

& Approved Properties

General Type
E Approved

Description:

IM Notification Answering Machine Recordings Reporting

[] Agent Must Confirm

O
D Agent Must Complete Worksheet

Flag as "No Party Contact - Agent"
[] Worksheet Cannot Be Used With This Disposition

[[] Send Email Notification

[] Track as First Call resolution

[ Reset Attempts Counter
[] Allowed Only for 3rd-Party Transfers and Conferences

When Calls are Sent to This Number:

Apply Cancel
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2 Select the Email Notification tab.

Send Email To:

Email Address:

"From" Address:

Email Subject:

Template to Use:

Attachments:

Add File(s)

Caller's Email Address, taken from the following Contact Field: [None -
Reply To Address for Email:
Reply To Address:

Displayed "From™ Address for Email:

(@) Use Disposition Name as Subject

(T) Custom Subject:  |Agreed to Pay

(@ Standard Disposition Email Template
Include: Contact Details Call Details

() Custom Template Select T

Send up to five (5) files, no maore than 5Mb each:

Add/Edit Email Add|

-notification@fives.com

Call Comments Worksheet

ate Selected File:

i

File Name: File: Size:

Test Email Notification ] [ Save ] [ Cancel

3 Click Add.

4 Define these

settings.

° Send Email To

Email Address - address where the email notification is sent, which
can be a specific address or to the contact for whose call the
disposition is set. To send the notification to the same email
address every time, type in a valid email address in the Email
Address text field. To send the notification to the customer, select
a contact field for the Caller’s Email Address. If you select both
options, two separate notifications are created. After initially
saving the notification for both email addresses, edit each
notifications.

Caller's Email Address Taken from the Following Contact Field -
customer email address can be set as a contact field. The contact’s
email address is taken from a contact field. If sending an email to
the caller or customer, select the contact field from which the
email address is taken. If you leave the Email Address field empty,
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the notification is sent to the customer’s email address. If both of
the Send Email To options are used, two email notifications is
created.

Reply To Address - to automatically send email messages, enter a Reply
To address. This address is used when the recipient of the notification
replies to this email. The Reply To address is not used as the From address
for notification emails. All notifications is sent from <custom

text>notification@five9.com.

Displayed From Address for Email - origin of the email address disposition
notification email in this format: <custom
text>.notification@five9.com. The text entered in this field appears
also as the name of the sender. If this field is empty, the default
notification@five9.com address is used.

Email Subject: name of the disposition used as the subject of the email or
specified in the Custom Subject field.

— Use Disposition Name as Subject - Contains the disposition name,
such as 3rd Party Transfer, No Answer, or Do Not Call.

— Custom Subject - Instead of using the disposition name as a
subject, you can create a subject text suitable to your needs.

Template to use:

— Standard Disposition Email Template - the default template is used
as the email body in the email notification.

Disposition NAME has been received
Customer Details (optionally)

Call Details (optionally)

Call Comments (optionally)

Worksheet (optionally)
— Custom Template - You can create a custom HTML template. For

more information, see Creating Custom HTML Templates for Email
Notifications.

° Attachments: optionally add up to five attachments to the notification

email.

5 To test that the email notification can reach all email addresses in the list, click
Test Email Notification.

If your template contains call or customer information, test values are used.

333

Basic Configuration ¢ Administrator’s Guide



Dispositions

Email Notifications for Dispositions

a Enter the destination email address.

b Confirm the email address, and click OK.

If the test is successful, you receive a confirmation message.

6 Click Save.
The new email notification appears in the Email Notification tab.

General | Type Emal Notfication | 1111271 | Recordings | Reporting |

Eat | Remave | Testemsinotibcaon |

soly | sae | cace |

7 Click Save or Apply in the Disposition properties window.

Creating Custom HTML Templates for Email
Notifications

You can use a file in HTML format in the body of your email notifications. The total file
size of all uploaded email template files may not exceed 100 MB; individual HTML files
may not exceed 1 MB. To populate call or customer information in the email, use these
variables in the format svariable Name%:

* 3%DISPOSITION NAME% - hame of the disposition.

* %CUSTOMER DETAILSS - customer’s contact data.

* 3CALL DETAILS% - call Information: caller’s number, contact name and company,
session ID, call duration, call type, agent name, and campaign name.

* SCOMMENTSS - notes made by the agent during the call.
* SWORKSHEETS - answers entered by the agent during the call.

* Scontact field name$ - value of the caller’s contact fields. Enclose the name of
the contact field with % symbols: 3first names.

° %first_name%
° %last_name%
° %company%
° %street%

° %city%

° %state%
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° %zip%

° %custom_contact_field_name%
To use these variables, edit the HTML email template in a text editor and place the
variables where the system should substitute the information. For example, Hello
$last_name$ is substituted with Hello Joseph in the email.

Example
Content of an email:

Disposition Application Complete has been received.

Customer Details:

number: 9252012000 first name: Bill last name: Jones company:
street: 123 main street city: Anytown

state: CA zip: 94123

Call details:

Number: 9252012000

Customer: Jones, Bill - Acme Parts

Session Id: 0706EFFDA74DD16ABDCA38438D05B2A2
Call Duration: 0:0:24

Session Duration: 0:15:38 Call Type: Agent
Agent: Annie Agent Campaign: Outbound Sales

Call Comments:
Interested in Refi

Worksheet:

1st Mortgage Balance: 250000

1st Mortgage Lender: Wells Fargo
Borrower Name: Bill Jones

Monthly Income?: n/a

Do you have a second mortgage?: No
Estimated Home Value?: $376k - $400k
How would you rate your credit?: Good
Interest Rate on first mortgage?: 5.6
Loan Purpose?: Lower Rate

Property Type: Single Family

Purchase year: 2005

Type of Mortgage?: Fixed Rate

Instead of using the standard disposition template, you can upload a custom HTML
template, which would be used for the body of the email.
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Selecting a Custom Template for Email Notifications

1 Select the Custom Template option, and click Select Template.

You can view all template files you have previously uploaded.

x4
Select a HTML file up to 1Mb,
'ou have used:
Upload File... | Kb of 100 Mb
for disposition email templates and attachments.
Templates: ‘\
Fie Nare | Fie Size
veng.htenl [ss0b
S J
Dl ] I I Close: I

2 To add afile, click Upload File.

l
Select a HTML file up to 1Mb.
‘ou have used:

(_twostrie.. ) o0k ot 100w
~— 7 |for disposition email templates and attachments.
Uploaded Templates:

File Name | Fie Size
besnp. htrl ‘ssob

ected | usesetecredrre | Close |

3 Select your template.
4 Confirm the file name.

5 Click OK.

You can view the file and its size in the Select Template window.
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x4
Select a HTML file up to 1Mb,

‘ou have used:
__Uhadre., | ls24kb  oftoors

For dispasition email templates and attachments.
Uploaded Templates:

File Name: Fie Size

e, html b
Delote selected | Use Selected Fie | Close

6 At the bottom, click Use Selected File.

The custom template file appears in the Selected File field.
x|

Send Emai To:
Emal Address:  [sdmin@fived.com
Caller's Email Address, taken from the following Contact Field:  |None =l
Reply To Address for Email:
Reply To Address: [admin@fived.com
Displayed From" Address for Emal:
From® Address: | admin .notification @fives.com
Email Subject:
(% Use Disposition Name as Subject
" Custom Subject: l-«‘rr,:ﬂ

Template to Use:
¢ Standard Disposition Emad Template
Indude: |7 ContactDetzls 7 C

Adding Attachments to Email

You can add up to 5 attachments to an email.

1 In the Attachments section of the Add/Edit Email Address window, click Add File
(s).
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Send up to five (5) files, no more than SMb each:
et ]
T FieName | Fie Size |

REmove Selected Tiems

Test Emai Noticaton | Save | Cancel |

In the window, you see all the attachments files previously uploaded.

x
Select up to five (5) files per emad, no more than SMb each:
‘ou have used:
Upload File... |sz.u:b of 100 Mb
for disposition email templates and attachments,
Files: \
File Name Fie Size
tured. png 19.7 kb N
bur &g, png 25.8Kb /]
Deleteselected | addseece [ Close |

2 To add afile, click Upload File.

3 Select a file.

The file can have any extension, but the maximum file size is 5 MB.

4 Click OK twice.
You can view the uploaded file in the Select Attachments window.

Select Attachments ﬂ

Select up to five (S) files per emai, no more than 5Mb each:

'ou have used:

Upload File... | 1.3kb of 100 Mb

for disposition email templates and attachments,

Delete selected | Add Selected Fie(s) | Close |

5 Select one or more files to attach to the notification email.
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6 Click Add Selected File(s).

You return to the Add/Edit Email Address window. The files appear in the
Attachments section.

Attachments:
Send up to five (5) files, no more than SMb each:
[_AddFiels) |
| Fie Size |
lpsc03854. PG 46,2Kb §i.
Test Email Notfication | Save Cancel

Instant Message Notification for Dispositions

Instant message notification is similar to email notification except that the call details
are sent as a message in the Five9 system. As soon as the agent selects a disposition for
the call, the message is sent to one or more Users in your VCC.

1 Inthe General tab, select Send IM Notification.

& Approved Properties

General Type
E Approved

Description:

IM Notification  Answering Machine Recordings Reporting

[] Agent Must Confirm O

[[] Agent Must Complete Worksheet Flag as "No Party Contact - Agent

[[] worksheet Cannot Be Used With This Disposition
[[] Send Email Notification

(% i

[] Track as First Call resolution

[ Reset Attempts Counter

[:| Allowed Only for 3rd-Party Transfers and Conferences

when Calls are Sent to This Number:

Apply Cancel

2 Click the IM Notification tab.
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3 Add or remove users:

Adding users:

Instant Message Notification for Dispositions

a To add one or more users, click Add.

Add User(s)

£, diakovlev_utfg
&, dsolnit_utfs

& ek_utfe
& eric_utfg

& eutoval utfg
E:, eutovaZ_utfs
& eutova_utfg

Q Please select the users to send notification to:

£, eborochkin_utfg

oK

Cancel

b Click OK.

The users appear in the list.

Removing users:

a Toremove one or more users, select the users and click Remove.

b Click Yes.

4 To test an instant message, click Test IM Notification.
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5 Click Yes to send a test instant message notification to the users in the list.

| a’ Message

o Results:

Going to send disposition notification for
Approved

Sending test notification to
dsolnit utf8....Success

6 Click Save or Apply.
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Campaign Profiles

Maximum Number of Characters

Creating Campaign Profiles

Renaming Campaign Profiles

Editing the Properties of Campaign Profiles
Assigning a Campaign Profile to a Campaign

You create campaign profiles for inbound, outbound, and autodial campaigns to define
the behavior of campaign components and define the campaign characteristics.
Campaign profiles enable you to override campaign defaults such as the default ANI.

You can assign a profile to a campaign when you start the campaign in Advanced mode.
The campaign uses the properties you define in the profile. You can create as many
profiles as you need, but you can only associate one Profile per campaign. A profile can
be used simultaneously by more than one campaign. You can automatically change the
profile for the campaign by using workflow rules.

With campaign profiles, you can filter and sort lists, control pop-up windows in the
agent interface, and manage disposition counts. You can create, edit, and delete
profiles.

Maximum Number of Characters

If you are operating text channels in your domain, or plan to in the future, you must
adhere to character limitations when assigning names to campaign components or the
text server will not communicate with the Virtual Contact Center (VCC) server.

Text Profile and VCC Campaign 32 characters

Text Group and VCC Skill 255 characters
User (also email address) 50 characters
Password 64 characters
First Name 32 characters
Last Name 32 characters

ed
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Creating Campaign Profiles

You can create a profile or duplicate an existing one.

Creating Profiles

1 Right-click Campaign Profiles, and select Add Profile.

& Virtual Contact Center - Administrator v130.178.0

Actions Options View Help

€ > | ¢ X PO 2 Y

—% qaenv0l_utfg
-3 Users

User Profiles
Agent Groups
Skills

O
[P
O
£ Lists
]
(=
]
O

Contacts
Dispositions
Campaigns

Campaign Profiles
3 workflow Rules @L  Add Profile

3 VR Scripts -
D Prompts X Remove Profile(s)

£ Connectors
£ call variables
£ Reason Codes

- F- - -

E-F-F-E-E

2 Enter a name for the campaign profile.

3 Click OK.

The new campaign profile with default properties is added to the list. To configure the
Campaign Profile, see Editing the Properties of Campaign Profiles.

Duplicating Profiles

Follow these steps.
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1 Open Campaign Profiles.

2 Right-click a profile, and select Create Duplicate.

& Virtual Contact Center - Administrator v130.178.0
Actions Options View Help
€«>|(FXZ|(r0|2YT

=3 Campaign Profiles ~
"o N

- ACon| "4 View Properties of ACME

i O diakot < Remove ACME

) EnDis

@ eu &’ Rename ACME

BN EZ G}- Create Duplicate of ACMID

B3 EZ_24x7=CopY

-3 pp_CP

-3 sms_bilingual

Properties are copied to a new object called <original object name> - Copy. The
duplicate object’s Property window opens.

Renaming Campaign Profiles

To rename a profile, follow these steps, or open the properties of the profile.

1 Click Campaign Profiles.

2 Right-click a profile, and select Rename.
Actions Options View  Help
|« > |3 X2|» 0|2

% Fived Dema Call Center 1 | Campaign Profiles 4 Object(s)

+ User N I
" E usersprnﬁes gﬂ h '
+-[E Agent Groups )

4 D Shlls D Flatmrban

4 (Gl usts

- [B Contacts © Telems L View Properties of Sales
# (@) Dwoositions 75 Remove Sales

¥ [B Campaigns

+ D ampasgn Profies

3 Replace the object name with a new one.

4 Click OK.
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Editing the Properties of Campaign Profiles

If the profile is assigned to a running campaign, the changes are applied immediately.

1 Right-click a profile and select View Properties, or double-click the profile.

% Virtual Contact Center - Administrator vB80.5098.0

Actions Opbtons View Help
|« |3 X | » 0|2

4[5 User Profies 2| | campaign Profiles 41 Object(s)
4 (B Agent Groups
5 G Sds Pmﬂeﬂame Description
T m Lists B AS00r o
+ (@ Contacts B 2sdorov
+ (& Deposibons 6 asdorov
+ & Copaors ® i
5 a_.. 0 hurtesua ANT
) _Ezrofie-CAv ) dsubbotin_aracon_profie_24x7
) _EZProfie-Criteria

0 _E2-ProfleRedsl —

o ashov_pr ) exctova

) ADee_alDAYIong D Health Net Fil : it
) alDees0C ) mameln_profi u:
) albLong ©) nefes orofie =p Create Duplcate of dsutkevich

2 Make your changes in these sections:

Selecting General Settings for Campaign Profiles
Selecting ANI Settings

Filtering and Sorting Lists

Managing Disposition Counts

Configuring a Campaign Profile Layout
Configuring and Grouping Dispositions

3 Click Save.

You can see information about changes to custom dispositions by viewing the Event
Log.

1 Inthe VCC Administrator application, click Actions and select View Event Log.
2 Inthe resulting Event Log window, in the Filter By menu, select Profiles.
3 Select arow in the table of events. To see details about the event, hover over it
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or click Details at the bottom of the window.

& Event Log

Date/Time

Message

yv profile has been changed and affects run campaigns

Refresh Previous

Aug 18, 2020 2:18:44 PM ... |Profile yv profile has been changed and affects run campaigns
Aug 18, 2020 2:11:56 PM ... |Profile v profile has been changed and affects run campaigns
Aug 13, 2020 1:37:30 PM ... |Profile v profile has been changed and affects run campaigns
Aug 3, 2020 1:08:51 PM UTC |Profile vs profile has been changed and affects run campaigns
Jul 8, 2020 4:22:12 PMUTC  |Profile vs profile has been changed and affects run campaigns
Jul 8, 2020 4:07:30 PMUTC |Profile vs profile has been changed and affects run campaigns
Jul 8, 2020 3:47:28 PMUTC |Profile vs profile has been changed and affects run campaigns
Jun 11, 2020 2:45:32 PM ... |Profile sq_24x7 profile has been changed and affects run campaigns
Jun 8, 2020 9:23:44 AM UTC |Profile ak_pr profile has been changed and affects run campaigns
Jun 5, 2020 4:31:58 PM UTC |Profile mbarabanova profile has been changed and affects run campaigns
Jun 4, 2020 3:00:28 PM UTC |Profile yv profile has been changed and affects run campaigns v
e T WP T T R e e T P T S ————
User: yvo' ~
Application: vomanaamin
Profile: yv
General settings:

Default Outbound ANI: 6546546546

Initial call priority: 60

Max charges: 0 v
Showing 1 to 52 of 52 log messages

Filtering Options
Filter By:  Profiles w Page Size: 100 -5

Next << Details Close

Selecting General Settings for Campaign Profiles

Several options are initially

set to the campaign defaults. If you do not use a profile, a

campaign runs with the default settings shown on the General tab.
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P ——
General |Jani | Filter | Disposition Count | Layout | Dispesition Menu
“'h-...-/

e demo_bw

Description:

Initial Call Priority:

Max Charges {in whole dollars):

Dialing Timeout {in seconds):

Number of Attempts:

Dialing Schedule

Indude Mumber: Number 1 Mumber2 Mumber3
Start At 3100 AM 8:00 AM 8:00 AM
Stop After: 9:00 PM 9:00 PM 9:00 PM

Dialing Crder: :Number 1, Number2, Number3

Dial ASAP List Record Queue for Web AFIs
Timeout: 1= :hour(s)
Sort Order: :LIFO(Iast in, first out)

Mumber of dial attempts for ASAP record: 0

¢ Name and Description: Name and optional description of the profile.

e Initial Call Priority (inbound or outbound): Inbound calls have a default priority of
60 on a scale of 1 to 100. Calls with a higher priority (100) are answered first,
regardless of their time in a queue. If a campaign uses a profile with a higher
priority, calls belonging to that campaign are answered first. For calls from a
campaign to be answered before calls from other campaigns, increase the
priority by one.

e Max Queue Time (Outbound): Maximum time that the dialed party is held by the
dialer if no agents are available to process the call. After the maximum queue
time expires, the action selected as the Action on Max Queue Time Expiration
under the Dialing Options tab is taken. The default value is one second. Counting
from the end of the called party’s greeting, the maximum value allowed by the
FCC for dialed calls is two seconds before the call is considered dropped. The
remaining second is used by call analysis, if enabled, and for routing the call
across the network.
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Important

Do not increase the default value, except in specific cases, such as when
using a dialer to connect calls to remote employees.

e Max Charges (Inbound or Outbound): Dollar amount for Maximum Long
Distance Charges. The campaign stops automatically when this amount of long
distance charges is reached. A setting of zero means no limit.

e Dialing Timeout (Outbound): Enables the administrator to configure how long
the system waits before an unanswered call is disconnected and logged as No
Answer. In other words, this is how long the dialer rings a number. Sometimes
this time period is equated to number of rings but it is actually measured in
seconds. The default is 20 seconds.

Dialing timeout allows the administrator to increase the ring time (not the
number of rings) in an effort to reach more answering machines or give the
called party more time to pick up the phone. For autodial campaigns it is
sometimes beneficial to increase the dialing timeout in an attempt to capture
more answering machines.

Warning

This setting has a direct effect on how answering machines and no
answers are reported. If the timeout is increased, expect to receive
more answering machines and fewer no answer dispositions. More
importantly, if your list is producing a lot of unanswered calls, increasing
this setting means it takes longer to process the list and potentially
increase the agent idle time.

Telemarketing regulations in the U.S. require that calls ring for a minimum of 15
seconds. If you are running telemarketing campaigns, do not reduce this setting
to less than 15 seconds.

e Number of Attempts (outbound, autodial): This is an outbound dialer setting.
The counter for the Number of Attempts counts all dial attempts for phone
numbers in a list record, including redials due to disposition settings.

The campaign profile option overrides disposition counters, rather than working
with them, in cases where the Profile option is set lower than a disposition
option. See also: Disposition Settings/Options (Type tab > Redial Number >
Number of attempt.)

The profile and disposition counters restrict dialing to individual numbers within
a record, rather than to the entire record.
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For campaign profiles with very low values for the Number of Attempts setting,
Five9 recommends increasing the values.

Campaigns running in Basic Mode (without an assigned Profile) use a default of
five attempts.

e Dialing Schedule:

° Include Number: Using the check boxes, you can define which contact
number the dialer should consider.

© Start At (outbound): Sets the dialing hours for an outbound campaign. The
default dialing hours are 8:00 AM to 9:00 PM based on the time zone of
the phone number being dialed, not your local time zone. To change the
default starting time when the dialer begins dialing numbers based on
local time for an outbound campaign, change the Start At setting. The
time when the dialer dials to the states can be also defined by State
Dialing Rules.

° Stop After (outbound): To change the default stopping time (when the
dialer stops dialing numbers based on their local time) for an Outbound
Campaign, change the Stop After setting. When changing this setting,
keep in mind that the time is based on the time zone of the phone
number being dialed. The time when the dialer dials to the states can be
also defined by State Dialing Rules.

° Dialing Order: This field specifies the dialing order for multiple phone
numbers on contact records. If your lists contain multiple phone numbers
for contact records, you can change the order in which the numbers are
dialed.

e Dial ASAP List Record Queue for Web APIs: The options allow you to specify the
sort order and timeout for the newly added ASAP records (Web2Campaign or
APIs). For more information, see Five9 Web2Campaign Developer's and
Administrator's guide: Five9Administrator Setup.

° Timeout: The default value is one hour. The time-sensitive ASAP list
records are removed from the ASAP queue after the timeout period.
Following the time-out period, any leads not dialed are treated normal
records in the list.

© Sort Order: The dialer follows the selected list order for the new ASAP
records.
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— FIFO (first in, first out)

— LIFO (last in, first out): Select this order if your last lead has the
best chance of closing business.

— Contact Record Field(s): Select this order if you want the campaign
profile’s sort order to be used. For example, sorting by contact first
name applies a different sort order than using LIFO or FIFO sort
order.

° Number of dial attempts for ASAP record: The default value is zero (0).
This option indicates the number of dial attempts for the time-sensitive
ASAP record, after which it loses the ASAP flag (priority) and becomes a
normal (priority) record.

The default value of zero (0) indicates that the dial attempt number of the
time-sensitive ASAP record should not be tracked. Only the timeout
option value dictates when the ASAP records lose the ASAP flag (priority)
and become normal (priority) records.

If the value assigned to the ASAP records is any other positive integer, the
records lose their priority flag and become normal priority records after
reaching the assigned number of dial attempts.

Note

Campaign profile rules may affect the number of records available to dial that
is displayed in the Supervisor application. Because these dialing rules may apply
to future calls, they may not match reports reflecting numbers immediately
available to be dialed.

Selecting ANI Settings

ANI settings provide additional flexibility for dynamically selecting an appropriate
phone number for displaying to clients and to business partners who may expect to see
particular number formats during transfers and conferences. See also Priorities of ANI
Settings.

ANI for Outbound Calls

ANI for Transfers and Conferences
ANI for Queue Callbacks

Priorities of ANI Settings
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& ACME Properties x

General ANI Filter Disposition Count Layout Disposition Menu
ANI For Outbound Calls (in order of priority)
1) Contact Field to ANI Mapping:  |[None]
Apply to Manual Calls Associated to Campaign
2) ANI Group: [None] v
Apply to Manual Calls Associated to Campaign
3) Agent DID Number |
4) Default Outbound ANI:
*5) Default ANI For account is used if above values are empty,
ANI For Transfers & Conferences (in order of priority)

1) Contact Field to ANI Mapping:  [None] v
*2) Contact's number is used if agent selects "Include Caller Info", the "Use Contact's Phone Number as Caller ID" setting is enabled in
Campaign Properties, or for transfers from inbound calls.

3) ANI Group: [None] v

4) Default ANI for Transfers:

Default ANI for Conferences:
*5) Default Outbound ANI (from the section above) is used if the above values are empty,
*6) Default ANI for account is used if above values are empty,

ANI For Queue Callbacks

(O Use Inbound Campaign DNIS as Outbound ANI (default behavior)

(®) Assign Queue Callback Outbound ANI:

(0) Use default Outbound ANI from account setting

Apply Cancel

ANI for Outbound Calls

This section applies to most outbound calls associated with the campaign.

Note

These settings do not apply to queue callback calls. For more inform-
ation, see the ANI for Queue Callbacks section below.

Contact Field to ANI Mapping. Contains the list of custom contact fields with the
phone data type, excluding number1/2/3. [None] is chosen by default. If enabled, this
option uses the value of a specified Phone-type contact field (excluding multi-pick-list
Phone fields) as the ANI for a call to the record. Toll-free numbers may be used as ANlIs
only if a DID ANl is configured for the domain (see Managing Automatic Number
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Identification (ANI)). If not, such numbers are not valid and the next-priority ANI
settings apply.

Apply to Manual Calls - This option allows the custom contacts to be used for manual
calls that are assigned to the campaign, including callbacks.

ANI Group. You can choose the ANI group from the drop-down list. The [None] option
can be selected in the ANI Group menu if the campaign does not have requirements to
show local presence by displaying a local prefix.

Apply to Manual Calls Associated to Campaign. This option allows the ANI Group
settings to be used for manual calls that are assigned to the campaign, including
Callbacks.

Agent DID Number. This number is used only if the call is a manual or campaign
preview call.

Default Outbound ANI. When you run an outbound campaign without a profile, all
outbound calls use the default ANI number set in the Actions menu (see Managing
Automatic Number Identification (ANI)). To override the default ANI for a campaign,
enter the number here. If you use a Profile for other purposes, you must still enter an
ANI. If you do not want to change the default ANI, enter your default ANI in this field.
The Default Outbound ANI would be used when a campaign dials a number without a
prefix/area code that has an assigned ANI within the ANI Group. You can configure ANIs
starting with a + sign. The maximum number length for international numbers is 17
digits, plus prefix. The prefix may be 011 (for a total of 20 digits) or + (for a total of 17
digits and a + sign). Default ANI for account is used if above values are empty.

ANI for Transfers and Conferences
This section applies only to transfers and conferences associated with the campaign.

Contact Field to ANI Mapping. Contains the list of all contact fields with the Phone
data type, including number1/2/3. [None] is chosen by default. If enabled, this option
uses the value of a specified Phone-type contact field (excluding multi-pick-list Phone
fields) as the ANI for a conference/transfer that is initiated while an agent or IVR script
is working with the record.

Toll-free numbers may be used as ANIs only if a DID ANI is configured for the domain
(see Managing Automatic Number Identification (ANI)). If not, such numbers are not
valid and the next-priority ANI settings would apply.
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Contact's number is used if agent selects Include Caller Info, the Use Contact's Phone
Number as Caller ID setting is enabled in Campaign Properties, or for transfers from
inbound calls.

ANI Group. You can choose the ANI group from the drop-down list. The [None] option
can be selected in the ANI Group menu if the campaign does not have requirements to
show local presence by displaying a local prefix.

Default ANI for Transfers. The Default ANI for Transfers option is equivalent to
Default Outbound ANI but applies only to transfers. A similar check is performed for
transfer ANIs as for the Default Outbound ANI to see if there is a campaign using this
ANI as the DNIS. If not, a warning message is displayed when you attempt to save the
campaign profile:

the Transfer ANI you are attempting to use for this Campaign is not being used in any
currently running inbound campaign for your domain. Please double-check your
configuration to ensure calls can be received on this number, or The Transfer ANI you
are attempting to use for this Campaign does not match any assigned numbers for your
domain. Please double-check the number you entered to ensure its accuracy.

The Default Transfer ANI follows the same number restrictions (for example, no
9999999999 or Five9 ANIs) as the Default Outbound ANI.

Default ANI for Conferences. The Default ANI for Conferences option is equivalent
to Default Outbound ANI, but applies only to Conference Calls. The same check is
performed for conference ANIs as for the Default Outbound ANI. It shows if there is a
campaign using this ANI as the DNIS; If not, a warning message appears when
attempting to save the campaign profile:

“The Conference ANI you are attempting to use for this Campaign is not being used in
any currently running inbound campaign for your domain. Please double-check your
configuration to ensure calls can be received on this number” or “The Conference ANI
you are attempting to use for this Campaign does not match any assigned numbers for
your domain. Please double-check the number you entered to ensure its accuracy.”

The Default Conference ANI follows the same number restrictions (for example, no
9999999999 or Five9 ANIs) as the Default Outbound ANI. Default Outbound ANI (from
the section above) is used if the above values are empty. Default ANI for Account is
used if both default values are empty.
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ANI for Queue Callbacks

This Campaign Profile setting enables you to configure the outbound ANI to be
displayed as the Queue Callback for Outbound ANI parameter for outbound calls.
Enable these settings by assigning the configured campaign profile to an inbound
campaign.

Outbound ANI for Queue Callback may also be configured dynamically using the Set
Variable function in Engagement Workflow. An IVR Group variable for Queue Callback
ANI may be set and overrides options configured using a Campaign Profile for the
specific Inbound Campaign.

Note

The Queue Callback ANI variable may be used independently of Cam-
paign Profiles.

The ANI for queue callback configuration settings (select one):

Use Inbound Campaign DNIS as Outbound ANI (default behavior). Select this
option to use the inbound DNIS associated with the original inbound campaign as the
outbound ANI for queue callback.

Assign Queue Callback Outbound ANI. Select this option to assign a specific
outbound ANI for queue callback.

Use Default Outbound ANI From Account Settings. Select this option to use the
outbound ANI configured for your domain as the queue callback outbound ANI.

Note

The Queue Callback Outbound ANI setting may be overridden at run-
time using the Set Variable function in the associated IVR script. IVR
scripts may be shared by multiple campaigns and may not be the ori-
ginating inbound campaign that the customer dialed. The desired out-
bound ANI for queue callback may only be known/set at runtime.

Priorities of ANI Settings

Configure ANI settings in campaign profiles and in campaign properties. The behavior
varies slightly by campaign type.
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Priorities of ANI settings for outbound calls when no values are available for
the highest-priority settings.

e Contact field mapping: If the specified contact field has a valid, non-null value
for the contact, it is used as the ANI for the call.

e ANI Group (using a local prefix): Valid prefix-to-ANI mapping that must be
configured for the dialed phone number in the selected ANI Group.

e Agent DID Number: DID number that must be defined for the agent.

e Default Outbound ANI: Campaign Profile setting. See Editing the Properties of
Campaign Profiles.

* Default Domain ANI: See Managing Automatic Number Identification (ANI).

Priorities of ANI settings for transfers and conferences.

¢ Contact field mapping: If the specified contact field has a valid, non-null value
for the contact, it is used as the ANI for the call.

» Use Caller Info / DNIS-as-ANI: If the Agent enables Use Caller Info, a campaign
properties setting forces the contact's phone number to be used as the ANI, or a
call transfer is initiated from an inbound call.

e ANI Group (using a local prefix): Valid prefix-to-ANI mapping that must be
configured for the phone number being dialed in the selected ANI Group. It only
applies if an ANI Group is selected in the ANI for Transfers and Conferences
section. An ANI Group configured in the outbound calls section does not apply.
See Editing the Properties of Campaign Profiles.

o Default ANI for Transfers / Default ANI for Conferences: Can be configured
from the ANI for Transfers and Conferences section. See Editing the Properties
of Campaign Profiles.

e Default Outbound ANI: Campaign Profile setting. See Editing the Properties of
Campaign Profiles.

e Default Domain ANI: See Managing Automatic Number Identification (ANI).

Filtering and Sorting Lists

Use campaign profile settings to organize the dialing order of a calling list based on the
contact fields. For more information, see also Dialing Rules and Dial Order. This tab
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applies to outbound campaigns. It allows you to filter a list based on information in the
contact database. If the contact details for a phone number match the criteria you
enter, the phone number is dialed. If not, the number is skipped. By default, all records
are dialed.

% new_profile Properties EI

Records can be filtered by created or last modified timestamps, time zones, last
dispositions, last disposition times, last attempted numbers, the number of dial
attempts, and so on Calling list operator filters include Starts with, Contains, and Ends
with comparison types for dialing list filters. You can also define the contact data
sorting, which allows you to specify the order by which the list records will be arranged.

Applying a Filter

Applying a Sorting Order
Removing Contact Filter Criteria
Removing Sorting

Applying a Filter

Follow these steps to filter a list for outbound dialing. Filters are not case sensitive.
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1 In the Filter tab, click Add.

2 Select a criteria type: Contact, Variable, or Function.

In the following steps, an example is created with a constant: state equals CA.

~Criteria Field
~ Constanf  Varisble  ( Funchion
Name:
|S-Hesl‘or-:eD _:I
Funchon Arguments:

Args Ikgnu'rtTml Ikgtnu'lt‘ll'dnl

3 From the Name menu, select the field to use as filter.

You can filter your lists on the basis of mapped contact fields which can store
information about the last system and agent dispositions, the last attempted
phone number, last campaign, last list, and last agent to use the record, with the
fields being updated at the time that a disposition is set. The mapped fields can
contain time stamps for when the contact record was last modified or created.
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A Condtion E

(= Constant " Variable ¢ Function
MName:
Salesforce ID =]

last_name 3
company

[sreet

4 Select the comparison type:

° Like: Find a string fitting a certain description. A wild card character can
be used.

° Equals (=): Test the equivalence of two values. Cannot use wild cards.

° Does Not Equal (!=): Test the negated equivalence of two values.

° s Less Than (<): Left expression is less than that of the right expression.
° |s Greater Than (>): Left value is greater than that of the right value.

° s Less Than or Equal to (<=): Test if the value of the left expression is less
than or equal to that of the right expression.

° |s Greater Than or Equal to (>=): Test if the value of the left expression is
greater than or equal to that of the right expression.

© Contains: Cannot use wild cards.

© Starts with: A wild card character can be used (an implied % at the end).

° Ends with: A wild card character can be used (an implied % at the
beginning).

° Empty: The set contains the items. Available for predefined lists.

° |s Not Empty: The set does not contain the items. Available for predefined
lists.

° Only Contains: The set only contains the items. For example, of four
possible items, two are selected (and only those two - no other items, and
not only one of those items). Available for multi-pick predefined lists.

° Does Not Only Contain: The set may or may not contain the items, but it is
not the only selection. For example, of four possible items, a particular
combination of two of the items is not selected; all other combinations
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are valid. Available for multi-pick predefined lists.

Criteria Field

(% Constant (" Variable " Function
Name:

|state =]
Function Arguments:

age | ArgumentType | Argument value |

Comparing
Comparison Type:  |Equals =l
= ~1-
Criteria Value
Value:
I5 Less Than
15 Greater Than
[Is Less Than or Equal to
Is Greater Than or Equal to
IContains -

5 Inthe Value field, enter the text you want as your filter.

A wild card character can be used to substitute for any other character or
characters in a string. You can use % and _ characters as a wild card in the
criteria fields. The percent sigh matches zero or more characters. For example,
use “%555%” to find numbers like 9255572000 or 9289235552 or 9234555233,
The underscore substitutes a single character. For example, search for 555
__(3 underscores + 555 + 4 underscores) to find numbers like 1235551234,

Wild card characters can be used only in Like, Start with, End with expressions.
Start with has an implied % at the end, and End with has an implied % at the
beginning.

Example
To find any string that begins with the letter “S” type “S%.”
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Criteria Feld

(~ Constant (" Variable  Function
Mame:

|5:.=te
Funchion Arguments:

[

Arge | ArgumentType | Argument value |

Comparing

Comparison Type: IE-:p.a's

Criteria Yalue

=

P Y
value: En| )

=]

Cancel

6 Click OK to add a criterion to the list.

7 Repeat these steps to add more criteria.

8 Choose a value from the Condition Grouping.

A Telemarketing Properies m

General Fiter | Disposition Count | Layout |

The supported operators are: AND, OR, or NOT.

You can add up to 20 contact field conditions when defining contact filtering.
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Example

(1 AND 2 AND 3) OR (4 AND 5 AND 6 AND 7) OR 8 OR (10 AND 11 AND 12
AND 13 AND 14 AND 15)

Example

Use the an expression like the following to skip numbers with the
specified area code: 1 AND 2 AND (NOT 3)

9 Click Apply or Save.

The previous examples indicate how to filter using a constant. You can filter by
variables and functions as well:

e Constant: for example, if your list contains contacts from several states, but you
want to dial California only, you can use a filter to dial only the numbers where
the state field equals CA.

e Variable: you can choose from these variable options:
© Contact Record Last Modified Date/Time
© Contact Record Created Date/Time

The filter would include list records that are more than 3 days old, compared to
the current date:
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Conktion

L J & »

Contact Record Created Date/Time

I_I_l—

e E—|

¢ Function: In the example below, the records are selected if the number of dial
attempts is less than 10. In some cases, you have an additional function
argument like in the example below.

362 Basic Configuration ¢ Administrator’s Guide



Campaign Profiles

Editing the Properties of Campaign Profiles

Applying a Sorting Order

Follow these steps to sort a list for outbound dialing. If you set two lists to the same
priority, both lists are sorted together as one list. Five9 does not recommend that you
sort lists larger than 50,000 records. Large list sorting results in longer campaign startup
and list recycling, which may negatively affect agent productivity. You can select up to
three Sort-by fields.

1 Inthe Filter tab, click Add.

The set (multi-pick) fields cannot be used for order by parameters in campaign
profiles.

2 From the Contact Field menu, select the column to use for sorting.

Order by:
Rark Contact Feld Order
Salesforce ID =] Ascendng -
UM _Neason -
jcompany J
lreated_on

Add i - |
I first_name

form_of_address
ammar _type -

You can sort on the basis of custom mapped contact fields which can store
information about the last system and agent dispositions, the last attempted
phone number, last campaign, last list, and last agent to use the record, with the
fields being updated at the time that a disposition is set. The mapped fields can
contain time stamps for when the contact record was last modified or created.

3 Select the order type: Ascending or Descending.

Order by:
Rank Contact Field Order |
aty w | Ascendng =

4 Change the order up or down as needed.
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Removing Contact Filter Criteria

1 In the Filter tab, select Criteria #. To select multiple criteria, use <CTRL> or
<SHIFT>.

General Fiter | Disposition Count | Layout |
~Filter:

Condition Grauping: |41 =l
Expression:
J1anD 2

2 Click Remove.
3 Click Yes.

4 Click Apply or Save.

Removing Sorting

When you remove the sort order, the list is reset to the default sort state.

1 In the Filter tab, click the line you want to remove at the bottom of the window.
To select multiple lines, use <CTRL> or <SHIFT>.

Rank Contact Feld Ordar
aty w l| Ascandng -

2 Click Remove.

3 Click Apply or Save.
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Managing Disposition Counts

This tab applies to inbound and outbound campaigns. The Disposition Counts tab is
used to stop a campaign based on how many times a disposition is selected. See also
the Campaign Administrator's Guide, Stopping a Campaign.

Disposition count allows you to automatically stop an Inbound or Outbound Campaign
after the specified disposition has been selected a specified number of times. For
example, if you have 100 items to sell, use Disposition Count to automatically stop
dialing after the Sales disposition has been selected 100 times. To do this, set a
Disposition Count equal to your product inventory.

This feature can be used for things such as controlling inventory, mailing applications or
fliers of which you have a limited amount printed, limiting appointments based on
staffing, and so on. The Disposition count is an event.

€ ACME Properties X

General ANI Filter Lavout Dispasition Menu

Set Disposition Counts For Profile:

Count | Disposition(s)

Remove Count Add Disposition Remove Disposition

Apply Save Cancel

Creating a Disposition Count
To create a Disposition Count, follow these steps.
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1 In the Disposition Count tab, click Add Count.

Disposition Count | | ayout

Set Disposition Counts For Profile:

Count I Disposition(s)

il

Add Count Remove Count Add Disposition

Remove Disposition

[ Apply ][ Save ][Cancel l

2 Enter the number at which to stop the campaign, and click OK.

Set Count X

Please enter the max count for new entry:
1000

Cancel

i

3 Highlight the count that you entered, and click Add Disposition.

® ACME Properties X

General ANI Filter Disposition Count Layout Disposition Menu

Set Disposition Counts For Profile:

Count Disposition(s)

Add Count Remove Count ‘ Add Disposition ) Remove Disposition

Apply Save Cancel
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4 Select the dispositions you want to use.

Add Dispositions X
e Please select disposition(s) to add:
Busy COPY OF A

[E Charge Dispute

[E® Chatbot Disposed

[Bs chatbot Session Ended

[ churn Risk

[E® Close Chat

[B Denied v
< >

Cancel

5 Click OK.

6 Click Apply or Save.

Removing a Disposition Count

1 Inthe Disposition Count tab, select one or several lines to remove. For multiple
choices, hold down the <CTRL> or <SHIFT> keys.

General | Fiter Disposition Count | Layout |
Set Disposition Counts For Profile:

Desposition(s)

1] |

Add Count k Remove Count |) Add Disposition | Remove [isposition |

S
Apply I Save | Cancel I

2 Click Remove Count.

3 When done, click Apply or Save.

Configuring a Campaign Profile Layout

You can control which contact fields and variables are shown to the agents and which
fields can be edited by them. Additionally, you can control how the fields are displayed.
You can configure the width of the fields. A variety of call variables are configured for
the profile. Some of them are read only. For the editable fields, agents can add or
change data. For example, you might have a sales campaign and a support campaign.
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These probably are two different variable groups and two different sets of variables
that you want to display, using the Campaign Profile Layout configuration.

[~ e protte properies ———— — x4
Geudlw[ﬁwlmﬁunm

Visible Data Fislds:

" Apply Default Contact Field Settings
(" Custom Campaign Settings

Field

| Tite [ une | wdm [ Read-oniy

CT1 Web Services

| | cancel

1 Inthe Layout tab, select one of these options:

o

Apply User Profile Settings - Select this option to use the layout settings
for the user profiles associated with agents handling calls for this
campaign. Note that the user profile layout settings do not include call
variables; therefore, all call variables are displayed to agents for calls
associated with campaigns using this profile.

Apply Default Contact Field Settings - Select this option to use the default
settings configured for all contact fields. Note that the contact field layout
settings do not include call variables; therefore, all call variables are
displayed to agents for calls associated with campaigns using the
Campaign Profile.

Custom Campaign Settings - Select this option to apply the Campaign
Profile layout configured in the Data Fields table described below. This
option activates for integrations only Enforce Users to View Call Variables
under CTl Web Services:

— Enabled: call variables are always displayed to agents.

— Disabled: call variables are displayed to agents only if they have
enabled Show Call Attached Variables in their softphone settings.
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Custom campaign settings take priority over those configured in user
profiles. Both configurations also take priority over the default contact
field settings configured in Contacts > Fields.

x|
General | AN | Filter | ouposmnc.um
Vishle Data Fields:

" Apply User Profile Settings
" Apply Default Contact Field Settings
(+ Custom Campaign Settings

e | Tite | une | win | Readony |
|Customer .number 1 Primary 1 35::| ~ 2
ICustomer .number2 Alternate 1 1 35::’ [
ICustomer number 3 Alternate 2 1 30::| [
[Customer . form_of_address (form_of_address 2 0= O
ICustomer .2 Zp 5 5= r
ICustomer . emal emad 5 1004 O
ICustomer last_agent Campaign 7 5= v
ICustomer last_campaion  last_campaion 7 5= 172
ICustomer last_dsposition  last_dsposition 7 25 12 =l

Add | prevew |
CTI Web Services
[~ Enforce Users to View Call Variables

Data Fields - This table shows the contact fields and call variables that will be
displayed to agents when handling calls for campaigns associated to the
Campaign Profile.

° Add - opens the New Data Field window where you can define a contact
field or call variable. If all fields are added, New Data Field is not available.

° Edit - change the contact field or call variable properties.

° Delete - remove the field from the allowed fields list.

° Up - move up the field in the form for contact filed lookup.

° Down - move down the field in the form for contact filed lookup.
° Preview - preview the form.

° Line - indicates the vertical position of each field in the layout, with line 1
at the top. Lines are calculated based on the width of each field,
described below.

° Width - relative width of each field displayed in the layout. Values can be
set in increments of 5%, ranging from 5 to 100.
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© Read-Only - property of each field that indicates whether agents can
change the value while handling calls.

2 When done, click Apply or Save.

Configuring and Grouping Dispositions

You can assign, group dispositions, and sort the order in which dispositions and
disposition groups are displayed.

% demo_bw Properties X

i
[ General | ant | Fiter | Dispasition Count | Layout{Disposition Menu )

Set Disposition Layout For Profile:

[Campaign Dispositions]

&
Eﬁ Group_C

----- [ Accepted Offer

[ Add Disposition ] [ Add Group ] [ Rename Group ] [ Delete ] [ Up ]

Down

[ Apply ] [ Save ] [ Cancel

¢ To create a disposition group, click Add Group and assign a name that best

identifies the group. The names of disposition groups must not exceed 255
characters.

6 Enter Group Marme:
iz Group |

CH | Cancel ]

e To rename a disposition group, select the group and click Rename.

To add dispositions to a disposition group, select group, click Add Disposition,
and select dispositions.

To remove a disposition or disposition group, select that object and click
Remove. To reorder the groups or the dispositions within a group, select that
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object and click Up or Down until your desired display order is defined.

Add Disposition- ﬂ
'0 Please select disposition(s) to add:

& T

B not Interested

B Number of Attempts

B other

[E reDIAL

[ Redail

B redial After

P T

| OK |’ Cancel ]

You can also assign dispositions in campaigns. For consistency, Five9 recommends that
you assign a disposition in a campaign profile or in a campaign, but not both.

In the agent application, dispositions are ordered as follows:

1 All dispositions assigned in the campaign, ordered alphabetically but with all
uppercase letters preceding all lowercase letters.

2 All dispositions and groups assigned in the campaign profile, in the order
specified in the profile. Dispositions contained in a group are displayed in the
expanded menu of the group.

In the following example, No Sales, dbs A-Group 2, and redial9 are assigned in the
campaign, and Group B, Not Interested, Group A, and no answerl are assigned in the
campaign profile. Notice that Group b would follow Group A alphabetically, but here it
precedes because it is identified that way in the profile:

Q
ht + Add to DNC Co N6 Sales
NECTOR dbs A-Group 2
red 'al
dbs B-Group y Grq\-].‘;ﬁn . '
dbs B-Group X Mot Interested
~ Group A b
no answer 1
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You can reorder or remove any dispositions or disposition groups to best display a list
from which your agents can rapidly select the appropriate disposition.

Example

You have defined GroupA, GroupB, and GroupC and discover that your agents
are using GroupC most often. Use the Up button to move GroupC to the top of
the agent display.

& demo_bw Properties X

General ANI Filter Disposition Count Layout Disposition Menu

Set Disposition Layout For Profile:
[Campaign Dispositions]
£33 set Disposition Menu

£ Group_A

&
=-E3 Group_C
Accepted Offer
Closed Sale
Customer requested callback

Add Disposition Add Group Rename Group Delete

oy concl

To reorder the groups or dispositions within a group, select an object and click Up or
Down until your desired display order is defined.

Assigning a Campaign Profile to a Campaign

You can use workflow rules to change the active profile when certain events take place.
To use a campaign profile, you must associate it with a campaign.

1 Open properties window of a campaign.

See the Campaign Administrator’s Guide, Configuring An Outbound Campaign.
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2 Inthe General tab, select Advanced Mode.

lTelemarketing Properties [—

2

r
- |

3 Select a campaign profile.

Telemarketing Properties
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4 Click Apply, or click Save to apply the changes and close the window.

The campaign profile is applied the next time you start the campaign. If you do
not want to use a campaign profile, start the campaign in Basic mode.
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Managing Voice Prompts

The Prompts folder in the Five9 Administrator is used to upload sound files to use in
IVR prompts, custom hold music, and skill group audio files. Audio files are used also
for voicemail greetings, but they are uploaded directly to the User or Skill Group
properties window.

A voice prompt is an audio file used in IVR scripts to play a greeting or give callers
instructions or information, for example: Thank you for calling Acme Company. Please
hold for the next available agent or Please press 1 for Technical Support or 2 for Sales.

Audio files require this format: WAVE audio, ITU G.711 mu-law, mono 8000 Hz. In some
applications, the format may be listed as CCITT u-Law, 8.000 kHz, 8 bit, Mono, 7 kb/sec.

Create a prompt by using one of these methods:

e Use a professional voice-over service. Five9 recommends this option for a caller
friendly experience in your IVR.

e Record your own by using recording software such as Microsoft Sound Recorder.
e Use the built-in Text-to-Speech engine.
Import audio files into the Prompts folder in the Administrator’s desktop. An imported

prompt can be used in multiple inbound campaigns. Prompts can be played
sequentially by linking multiple Play modules in the IVR. Prompts can be edited.

Types of Prompts

If you need to select a prompt, you can choose from default prompts, uploaded
prompts (voice audio files), and TTS prompts.

Default Prompts

IVR Prompts

Text to Speech
Modes
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Elements

Default Prompts

Five9 provide a few default prompts but, for best results, recommends that you record
and import custom prompts. The default prompts are displayed in the same list as any
of your imported prompts in the Play module.

Several prompts can be saved sequentially to achieve the message that you need, for
example: Extension two three four five is not available, and Please leave a message
after the tone. This table contains the default prompts:

Zero Nine

One Extension

Two Please hold while | transfer your call
Three Is not available

Four Please leave a message after the tone

Five Or

Six Please enter the extension of the party you would like to reach
Seven Hold for the next available agent

Eight

IVR Prompts

These modules can have prompts:

Play Module Query Module

Get Digits Module System Info Module
Input Module Conference Module
Menu Module Voice Input Module

Lookup Contact Record Module Skill Transfer Module
Agent/Voicemail Transfer Module

In the IVR properties, you can select the prompts that will be played to callers while the
module is executed. The list of prompts includes the default prompts and the prompts
you added to the Prompts folder. You may also use Text-to-Speech (TTS) for dynamic
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prompts. However, Five9 recommends that you limit the use of TTS to short phrases,
such as call variable values or contact field values. For example, you may want to
provide the caller’s checking account balance by using TTS to say the current balance.

You can also make the selected prompts interruptible: the prompt stops as soon as the
background operation is completed.

Text to Speech

Text to Speech (TTS) functionality allows you to create a voice prompt from text using
different voice characters available from the library. TTS is the only way to provide your
customers with dynamic voice messaging being used in the IVR scripts. For example,
you can provide the inbound customers with information about their account balance
using the IVR script which asks the customer to enter their account number. The script
queries the database to get the current balance and finally generates the voice
message with the customer’s balance amount which is played to the customer.

Five9 does not recommend that you use this functionality as the main way to create
voice messages for your customers. Messages generated by TTS have a computer-
sounding voice, which is not suitable for extended messages. Five9 recommends that
you record real voice messages and combine the messages using the TTS only to say
the values of variables. For example, record the phrase Your balance is in a sound
recorder and upload it to the system. During the creation of the prompt, combine this
message with a TTS message that plays the balance amount.

The TTS Script Builder is designed to prepare the rendered text for the TTS engine. The
text may consist of predefined pieces of text and the content of variables.

The Builder can be used in Advanced Mode or in Simplified Mode (Default). The only
difference is allowing the SSML text to render with explicit use of the SSML tags. The
Advanced Mode check box is used to switch between modes.

Modes
Simplified Mode. The TTS Script Builder dialog consists of the three main panels:

e Bottom Panel: Shows the complete text cleared from any structuring insertions
(XML tags). This is a read-only text box intended for easy control and navigation
purposes. Click a word in the panel selects the left panel’s string, which contains
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the word (which in turn selects a substring in the bottom panel).

A TTS Builder B

I‘le)lt-lo—!needlms l’lncl:innal'ﬁ dhﬁﬁ to create a woice promgt from textusin Iﬁ

\\
\
hY
A\
A Y
P 1 B
Texz-to-Speech (I75) fumcticnelizy allows yeu to crests 3 vodce prompt from text using differsaz volce =

charactars availabls fren the Library. The use of TTS is the snly way £o provide ysur custcmsrs with dynamic
voice messaging being used in the IVR scripcs. Eor extmple, you cen provide the inbound customers with
infornacion about their account balance using the IVR script which asks the customer to enter their account
nusber. Then the sCript queries the database To et the carrent balance and finally gemerates the voice message
with whe custoecs’'3 balence ameunt which i3 pleyed to che customei. §eoataci.acceunt balancs

P

=
o ] _oma |

Types of Prompts

e Left Panel: Contains a table where each elementary piece of text (term) is on a

separate row. Click a string to display the element settings in the right panel.

Text-to-Speech (TT5) functionakty allows you to create a voice prompt from textusi T B
SContactaccount_balance 2 )

account_balance

s
’J
-~
e
-
Cd
L
P
ra
K1 — |
Text-to-Speech (ITS) functicnalicy allows you TO CTeate a vhice prompt from Text using different voice ]

charactera available from che library. The use of TTS ia the caly way to provide your customera with dynamic
voice mes=aging being used in che IVR scripts. For exemple, you can previde the inbeurd customers with
information about their account balance using the TVR script which asks the customer to enter their account
zumber. Then the acript queries the database o ges the currenc balance and finally generavea the voice message

with the customer's balance amount which is played ve the sustomer. fContact.ascomnt balanss

=
e =

e Right Panel: Displays the selected term type and definition. After you add a new
element, you can define the options for this element in the right panel. Select an
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element from the left panel to display its settings in the right panel.

Default Langusge:[Trgiah (U5] |

$Contact.account_balance

4

oun;_balance

o),

Text-to-Speech (TIS) functionality allows you to create a woice prompt from text uzing different voice
characters svailable £from the library. The use of TIS is the cnly way o provide your sustemers with dynamic
voice messaging being used in the IVR scripcs. For example, you CAT provide che inbound customers wich
information about their account balance using the IVR script which asks the custamer to enter their account
number. Then the seript queries the datsbase t.o get the currert balance arnd firally generates the voice message
WIiCh The CusTomer s BALANCE AMOUNC VHICH 18 PLAYed TO THE CUSTOMEY. SCODCACC.2ECOUAC Dalance

]

o ] _oma |

See the example of how it would look after clicking on some position between simple
and service words in the bottom pane. The corresponding string is selected in the left
panel and the settings for this text element are displayed in the right panel.

I
Dear |
§salutation Defaul Language: | Engish (LIS} i
§First_name
$last_name Text
. Please answer
i 1um simple questions about our senice
simple questions about our service,
iOur phone number is:
<break>
(650) 876-5432
Say as: [defouk =]
Format: |11/ =
Add w I Remove ™ Advanced mode
Dear fSalutation fficst_name flast_name . Plaase ansver flum simple gquestioms about our service. ;l
Our phone number is: <break> {£50) 876-5432
A
L]
[ ] _omi |

if the TTS Builder is started from an IVR Module Properties window, the Simplified
Mode allows you to add only three main elements:

e Text Element
e Break Element
¢ Variable Element
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If the TTS Builder is activated from the Add Prompt dialog in the Prompts folder, only
substrings and pauses are available:

e Text Element

e Break Element
These elements can be added by using the Add button.

Advanced Mode. Checking the Advanced Mode box enables the TTS advanced mode.
With this setting it is possible to improve the sound quality of the prompts by rendering
the text with the SSML (Speech Synthesis Markup Language) tags.

In this mode, the left panel contains the SSML tags along with text, variable, and break
elements. The tags should be visually distinguished from the term elements (in the
figure the last ones are displayed in Bold).

The tags appear in pairs (opening tag has the symbol > attached to the end of its name,
closing tag is marked by leading <). Click a string with the opening or closing tag to
select whole strings between them (shown red in the figure), so selecting the tag
means selecting all enclosed elements.

An additional column with check boxes serves to select elements that need to be
included inside a new tag pair. The customer can switch on several subsequent
elements (for example Dear, SSalutation, $first_name, Slast_name) and press the Add
button. After selecting the Add sentence command from the menu, the newly created
pair s>/<s appears around the selected terms (see the figure). Use the <CTRL> or
<SHIFT> keys to select more than one term. The Advanced mode allows you to add
these elements:

e Text Element

e Break Element

e Variable Element

e Additional elements shown in the figure

Forma: [F7a
Add w | Remove I [~
Add Variable ﬂ-
I Add Break J
E ﬁzﬁtﬂ;m e voice §
&ragr
Add Prosody 0K

_\ nddemphass J|
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The set of tags available for adding depends on the including and included tags. Each of
the tags can include the text, variable, and break elements. Each of the tags can be
applied to the root level elements.

Command Element Description Parent Child Elements
Elements
Add p Enclosed text as a voice, prosody voice, prosody,
Paragraph paragraph emphasis, s
Add s Enclosed text as a p, voice, voice, prosody,
Sentence sentence prosody emphasis
Add prosody Prosodic information for p, s, voice, emphasis,
Prosody the enclosed text prosody, prosody, voice,
emphasis p, s
Add emphasis  Enclosed text should be p, s, voice, voice, prosody,
Emphasis spoken with emphasis prosody, emphasis
emphasis
Add Voice voice Voice characteristics for p, s, voice, p, s, voice,
the spoken text prosody, prosody,
emphasis emphasis
Elements

Break Element. The Break element applies to the simplified and advanced modes.

Break

+ Strength: |rnedum j

" Time(ms): | 5:

The Break element is an empty element that controls the pausing or other stress and
intonation patterns between words. The use of the Break element between any pair of
words is optional. If the element is not present between words, the synthesis processor
is expected to automatically determine a break based on the linguistic context.

The alternative attributes in this element are Strength and Time. The corresponding
panel contains the options for the attributes selection, the Strength menu, and the
Time entry field. The last two controls are enabled with the corresponding selections.

The Strength menu has the following possible values. Duration in ms of the pause.
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e x-weak: 100
e weak: 200
¢ medium: 400
e strong: 700
e x-strong: 1200
The Time field explicitly specifies the duration of a pause to be inserted in the output in

milliseconds (ms). It can contain a non-negative integer. The spin button has a 250 ms
step.

Emphasis Element. The Emphasis element specifies that the enclosed text should be
spoken with emphasis. This element can be added in the Advanced Mode of TTS
Builder.

e Element tag: emphasis
e Parent elements: p, s, voice, stress and intonation, emphasis

¢ Child elements: voice, stress and intonation, emphasis
This element requests that the contained text be spoken with emphasis (also referred
to as prominence or stress). The synthesis processor determines how to render
emphasis since the nature of emphasis differs between languages, dialects, or even
voices.

The optional level attribute indicates the strength of emphasis to be applied. Defined
values are as follows strong, moderate, and reduced. The default level is moderate.

Emphasis

Level: Imo-der-:te j

Paragraph Element. The Paragraph element identifies the enclosed text as a
paragraph. It can be added in the Advanced Mode of TTS Builder.

e Elementtag: p
¢ Parent elements: voice, stress and intonation

e Child elements: voice, stress and intonation, emphasis, s
The sentence (s) and paragraph (p) tags have just one optional parameter, language.
The right panel contains the Language check box which enables or disables the menu
with the supported set of languages.
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Paragraph (p)

I Language: [Erghs =

Prosody Element. Prosody refers to the rhythm, pattern, and flow of sounds in
language. The Prosody element specifies stress and intonation information for the
enclosed text. This element can be added in the Advanced Mode of TTS Builder.

¢ Element tag: prosody

e Parent elements: p, s, voice, prosody, emphasis

e Child elements: emphasis, prosody, voice, p, s
This element permits the control of the speaking rate and volume of the speech output.
The attributes, all optional, are as follows:

e Rate - speaking rate for the contained text: x-slow, slow, medium, fast, x-fast, or
default.

¢ Volume - values: silent, x-soft, soft, medium, loud, x-loud, or default.

Prosody
Rate: [ =)
I~ Volume: [ 2

Sentence Element. The Sentence element identifies the enclosed text as a sentence.
This element can be added in Advanced Mode of TTS Builder.

e Elementtag:s

e Parent elements: p, voice, prosody

e Child elements: voice, prosody, emphasis
The sentence (s) and paragraph (p) tags have one optional parameter, language. The
right panel contains the Language check box which enables the menu of supported
languages.

Sentence (s)

[~ Language: I ik j

Text Element. The Text element can be added in the simplified and advanced modes.
For the text term, the panel contains the text box (allowing the text editing), the Say as
and Format menus. The Variables, Say as, and Format menus are related to the
selected variable.
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Text

Islmple questions about our service

Say o5 Idefuut

i

—

I~

Types of Prompts

The following table describes the relations between the variable’s type, say-as
interpretation, and formats supported by TTS engine. A warning appears if the
improper formatting is selected for the entered text.

Say as
acronym

address

cardinal

currency

date

Format
N/A

N/A
N/A

N/A

d, dm, dmy,

Description

Sequences of letters and digits are
spoken as words when this is
considered natural in the target
language. For example, NATO,
UNESCO for English. Otherwise,
letters and digits are pronounced
individually. For example, API for
English. Use detail strict to force
spelling mode. In that case
punctuation is also spoken (such as,
speaking a comma as comma).
Acronym with detail strict is
equivalent to letters with detail
strict.

Used for postal addresses.

Supported if relevant in the target
language. Roman cardinals are often
supported.

Contained text is a currency amount
(the currency symbol may be
present in the enclosed text).
Supports currencies as commonly
specified in the country
corresponding to the target
language, such as S and ¢ for US
English.

Data Type
STRING

STRING

INTEGER
STRING

CURRENCY
NUMBER
INTEGER
STRING

DATE
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Say as

decimal

digits

duration

fraction

letters

measure

name

net

Format
m, md, mdy,

my,y,ym,
ymd

N/A

N/A

h, hm, hms,
m, ms, s

N/A

N/A

N/A

N/A

email, uri

Description

Same as number with format
decimal. Use of the separator for the
integral part is optional. For
example, 123456.123 and
123,456.123 are pronounced in the
same way for US English.

Numbers must be read digit by digit.
Decimal periods or commas should
be pronounced as well. Same as
number with format digits.

Example: duration with format hms
is read out as <h> hour(s), <m>
minute(s), and <s> seconds.

Same as number; with format
fraction. For example, to pronounce
1/3 as one third.

Pronounce alphanumerical strings as
a sequence of individual letters and
digits. With detail strict punctuation
is also spoken (such as, speaking a
comma as comma). Letters with
detail strict is equivalent to acronym
with detail strict. For true spelling of
all readable characters, use the
interpret-as value spell.

Variety of units (for example, km, hr,
dB, Ib, MHz) is supported; the units
may appear immediately next to a
number (for example, 1cm) or be
separated by a space (for example,
15 ms). For some units, the singular
and plural distinction may not
always be made correctly.

Interpret a string as a proper name if
possible.

email can be used for email

Data Type
STRING

NUMBER
INTEGER

NUMBER

INTEGER

TIME
STRING
INTEGER

STRING

STRING

STRING

STRING

STRING
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Say as

number

ordinal

spell

telephone

time

words

Format

cardinal,
decimal,
digits,
fraction,
ordinal,
telephone

N/A

N/A

N/A

h, hm, hms

N/A

Description
addresses.

Only formats relevant in the target
language are supported. All the
format values are supported as
interpret-as values as well, behaving
the same for either syntax. See the
table entries for those aliases for
more details.

If relevant, see the language-specific
User Guide for a list of the
supported formats.

Same as number with format
ordinal.

Characters in the contained text
string are pronounced as individual
characters.

Supports telephone numbers as
commonly specified in the country
corresponding to the target
language. See the language-specific
User Guide for a list of the
supported formats.

Use detail="punctuation” to speak
punctuation (such as, speaking a
dash as dash).

Hour should be less than 24,
minutes and seconds less than 60;
AM/PM is read out only if explicitly
specified. See the language-specific
User Guide for a list of the
supported formats.

This biases the rendering of word
strings towards speaking them as
words instead of pronouncing them
as strings of individual letters and
digits. However, the characters of a
word may still be uttered
individually for particularly difficult
to pronounce character sequences.

Meant for acronyms to be read as
words.

Data Type

INTEGER
NUMBER
STRING

INTEGER

STRING

STRING
INTEGER

TIME
STRING
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The text should be split up if some of the words require applying a special treatment. In
our example, the phone number (650) 876-5432 is a separate text element because we
want to apply say as telephone rule to it.

x|
— -
Deat
alutation \ Defauk Luq.noo:lr_n;lsh (us) ;I

Text

simple quastions about our semvice

Say as: |de[-:d ﬂ
Format: [N/A =
add w | Remove | [T Advancedmode
1\ / e || y | ,. | L= |
Dear ${Salutation ffirst_name flast_name . Please ansver {Num simple gquestions about our service. =]
Our phone number is: <break> (650) 876-5432
=l

Lox | _coma |

Variable Element. The Variable element can be added in the simplified (in IVR
Modules properties only) and advanced modes. The Variables, Say as, and Format
menus correspond to the selected variable.

Variable

[first_name =]

Test value:

Ilohn

Say as: |defaul: j
7]

Ferrnat: [r.',m

Voice Element. The Voice element specifies voice characteristics for the spoken text.
This element can be added in Advanced Mode of TTS Builder.

¢ Element tag: voice
e Parent elements: p, s, voice, stress and intonation, emphasis
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e Child elements: p, s, voice, stress and intonation, emphasis
All parameters are optional:

e Language: Set of available languages.

e Gender: Possible values are male and female.

e Name: A voice from the set of available voices.

e Variant: Changes the voice (without complete specification of other parameters,
for example, male voice variant 1 and male voice variant 2).

Yoice

¥ Language: IE ngiish (US)

Lo Led Ll

I~ o |

[~ Variant: | E

Managing Voice Prompts

Selecting Recorded WAV Files

After saving your prompt, greeting, or custom hold music, upload it to the Prompts
folder.

Important

Before uploading audio files, you must save them in the supported format:
WAV audio, ITU G.711 mu-law, mono 8000 Hz. In some applications, the format
is also listed as CCITT u-Law, 8.000 kHz, 8 bit, Mono, 7 kb/sec.
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1 Right-click the Prompts folder and select Add Prompt.

Actions Options View Help
| > |3 x<|» o
@, Fives Demo Call Center
= 3 users
4 Cl) User Profiles
5 () Agent Groups
+ m Skl
+ [0 Usts
41 [ Contacts
% (B Dispositions
% () Campaigns
4 [) Campaign Profies
€3 Workfiow Rules
7 B IR Sopts

] D ompt

T —
& call v, \ —
o e Prompt(s)

2 Enter a name and description.

Managing Voice Prompts

3 Select the first option to select a previously recorded file on your computer, and

locate the file on your computer.

% Add Prompt

x|

Nane: Jaresting

Description; [Greeting|

AVE audio, ITU G, 711 mu-law, mono 8000 Hz

(' prompt file has to be in any of the following Format:

4 Click Select.

5 Click OK.

After a few seconds, the prompt is available for modules that support prompts in your

IVR script.
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Preparing Text-to-Speech Prompts

To create voice prompts from text, follow the instructions below.

Accessing the TTS Builder to Create Prompts

To create the voice prompts from text, use the TTS Builder that you can access from
two locations: the Prompts menu and these IVR modules:

¢ Agent/Voicemail Transfer Module ¢ Play Module
¢ Conference Module ¢ Query Module
¢ Get Digits Module ¢ System Info

¢ Input Module Module

* Lookup Contact Record Module * lsvll(i:jzszer

¢ Menu Module
¢ Voice Input Module

| ot 5]
Default Language:|Englch (LIS) X
Text
|
Sayas: [default =]
Format: [[1/4 =]
Add w I Remave I ™ Advanced mode
i )
Ce = |
[ ] o |
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Prompts Menu

1 Right-click Prompts and select the Add Prompt.

% Vinual Contact Center - Administrator

Actons Options  View  Help
| € » |3 x <|» o |
@, Fived Demo Cal Center

0 D Users

+ [ User Profies

£ Q Agent Groups

+ Q Skdlis

< B3 Usts

4 [ Contacts

+ D Dispositions

=@ Campaigns

[ Campaign Profies
£3 workfow Rules

+ B IR Soripts

2 Enter a name and description.

Managing Voice Prompts

3 Select Prepare using TTS and locate an audio file on your computer.

% Add Prompt x|

Name: [Gresting
Description: [Greeting

- The prompt Fike has to be in any of the Following format:
WAVE audio, ITU G711 mu-law, mono 8000 Hz

| Lo
|

@)

[ | _cna |

4 Prepare your prompt.

5 When done, click OK.

After a few seconds, the prompt is available in the module of your IVR script.

IVR Module

1 Right-click an IVR script name and choose Edit, or double-click the script.

2 Drag a module to the workspace.

391

Basic Configuration ¢ Administrator’s Guide



Prompts

Managing Voice Prompts

3 Right-click the module and select Module Properties, or double-click the
module.

4 Select the Prompts tab.

General Promots | pispasition |

Type | Text / Fie Name |

frrs

[This feature is not yet configured.

e T [ [

Add Fie
Add File from Variable

[ow ]| oo |

5 To add a TTS prompt, click Add, and select Add TTS.

6 To edit the existing prompt, double-click a line in the Prompts tab.

General Prompts | Disposition |

Type I Text  Fle Nome |
ﬁe 'Greebﬂ:;
(‘TS I!(m:x:.a{:m:_mw\:e
e /i
s |z | I |

You see these options:

e}

o

o

e}

(e}

Default language
Text

Say as

Format
Advanced mode

e | _cnad |

The text terms which you add to the prompt appear in the left side of the TTS Builder
window. The system places the controls for the prompt creation in the right side of the
TTS Builder. At the bottom of the TTS Builder you see the text of the voice message.

To ensure that TTS resources are more likely to be available for subsequent callers,
Five9 recommends limiting the use of TTS to dynamic information within a prompt,
rather than a long prompt message. Each time you use TTS, a system resource gets
occupied during the TTS message. When the system needs dynamic information within
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a prompt, you can use prompt files before and after the dynamic information conveyed
with TTS.

Creating Voice Messages
Follow these steps to create a voice message in the TTS Builder in simplified mode.

1 Select the language of the message.
By default, the text term is already added to the prompt.
N —
muwwlgwms:- ?p

Ho one TTS term is selected.

Please append one.

2 If the text term is not entered, click Add and selecting Add Text.

Default Language:|Engish (US) =]
MHo one TTS term is selected.
Please append one.
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3 Enter or paste the text of the prompt into the Text area.

Text-to-Speech (TT5) functionality allows you to create a voice prompt from textu.. | SN I

Teac-to-Speech (TT5)

funcrionality allows you to

jicreate a volce prompt from text

characters
Y.

Taxt-to-Speach (ITS) fimctionality allovs you to create a voics prompt from text nsing diffsrant voice B
charactars availshls from the library. The use of TTS is the only way to ide your vith dy
voice messaging being used in the IVR 2P Fox youcan p ide the i wikh

informaticn about their account balasce using the IVR Script which 2sks the customer to enter their account
number. Then the script queriss the cdatabass to gat the current balancs and finally generates the voice massage
wvith the castemar’s balance amount whichk is playsd to the customsr.

=
E=AEE

4 Select Say as to configure the characteristics of this text term.

The pronunciation of the text term depends on your choice. Your message can
contain more than one text term and you can configure each separately.

% TTS Busider E

Text-to-Speech (TT5) functionality allows you te create a vokce prompt from tesdtu.

creace a voice pr
using differen

available from che library. =l
Say as: [cefault |
[oe -
Format: |
umber =
Add
poel
{Jr=t=ohone
Test foe
e -
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5 To create pauses between sentences, add Break.

% TTS Bulder E1

Text-to-Speech (TTS) functionality allows you to create a voice prompt from textu..

Default Language:|Engiish (US) hod

Say as: |default

Format: [/

CTED A"

Add Text

6 To set the duration of the break, use Strength in the drop-down menu or the

Time control.
I‘le)d-lo-sm(h (TTS) functionality allows you to create a voice prompt from textusi Defaut ‘Im
fBreak
(% Strength: Irr:aun 'I
€ Teere): [~ 0]
.
[CRE=] _revore | 1 Adwncedmece
T—‘I Py | -";.!'_ I Stos I
1 R ¥ |

7 To return to the text, click the text in the left pane.

iut—ln»Spee(h (TTS) functionality allows you to creabe a voice prompt from m“‘ﬁ
Break
€ swenge: [0 |
& Time(ms): 2504
Add - | Remove I~ Advanced mode
e {1 i | |
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8 To add a variable, click Add, and select Add Variable.

% TTS Busider Ei

IText-lu-Sp!ech (TTS) functionality allows you to create a voice prompt from textusic m

Break

" Strength: I e =
@ Time(ms): JSOE

Remove | I Advanced mode
l—
. N R [T |
9 Choose a variable:
© User Variables (BUFFER)

© Contact Variables (same as Contact Fields)

° System Variables (CRM_ID, DATE, DAY, INPUT, LAST_AGENT_EXTENSION,
LAST_AGENT_NAME, SWI_LITERAL, TIME_ZONE, TIME)

° Agent Variables (Agent.first_agent, Agent.full_name, Agent.id,
Agent.user_name)

© Call Variables (Call.ANI, Call.DNIS, Call.bill_time, Call.campaign_id,
Call.campaign_name, Call.comments, Call.disposition_id, Call.disposition_
name, Call.end_timestamp, Call.handle_time, Call.hold_time, Call.length,
Call.number, Call.park_time, Call.queue_time, Call.session_id, Call.skill_id,
Call.skill_name, Call.start_timestamp, Call.type, Call.type_name,
Call.wrapup_time)

° VR Variables (IVR.error_code, IVR.error_desc, IVR.last_module, IVR.last_
state)

© User CAVs (user-defined call-attached variables)

% TTS Bulder [ x]

|I -to- i
:;::::)Sneech (TT5) functionality allows you to create a voice prompt from textusir Engieh (05) —

You can also define the text value.
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|1$:;§DEKII (TT5) functionality allows you to create a voice prompt from textusic Oefot [m(‘é]—a
Variable
|Contact.account id =]
Test value:
12345
Say as: [defaul =]
Format: [1v/a =l
Add w | Remove I~ Advanced mode
—I'-" P | ,l | |
o | | |

10 Toremove a text item, select the item in the left pane and click Remove.

£ [ | ]

11 When you finish entering the text of the message, click Test to listen to the
message.

The system generates the file.
12 Play the voice message.
13 If you change the message, retest it.

14 When done, click OK.

Editing TTS Prompts

You can upload WAV files to existing prompts. You can't change Prompt names. TTS
prompts can be changed by editing the associated text. You can also replace an existing
file.

1 Open the Prompts folder.
2 Double-click a prompt, or right-click a prompt and select View Properties.
3 Click the dots button.
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4 When you're done with the changes, click OK.
5 Click Save or Apply.

Listening to Prompts

You can listen to a prompt after the system imports it. The system plays the prompt
with your default audio player, usually Windows Media Player.

1 Open the Prompts folder.
2 Right-click a prompt in the list, and select Play Prompt greeting.
3 Click Yes.

Exporting Prompts

You can save the current audio file to the computer.

Open the Prompts folder.

Double-click a prompt, or right-click a prompt and select View Properties.
Click the dots button.

Click Save Prompt As.

Select a destination folder and file name.

Click Save.

A U1 A WN R

Deleting Prompts

When you delete a prompt, the system immediately checks all configurations for
references to that prompt. If any configuration still uses it, the system blocks the
deletion and displays an error message that shows where the system uses the prompt
and why it can't complete the deletion. To delete a prompt that a configuration uses,
you must first remove all references to that prompt in the configuration settings.
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Connectors are URLs used to automate tasks such as looking up a customer record or

completing a form. Connectors help agents find information or trigger an action in
campaigns in which connectors are defined. You can search for call variables that
contain customer data as well as call parameters, such as call length, handle time,
wrap-up time, skill transfer, queue time, and hold time. Actions performed by
connectors are typically to GET or POST information about a contact record.
Connectors may also execute form submission or Cross-Origin Resource Sharing
(CORS).

Important

If you plan to use parameters that contain sensitive data in your connectors,
use secure URLs and the POST method. You cannot save a connector that
contains sensitive data with a non-secure URL or with the GET method.

You can use connectors for a variety of purposes, such as these:

e Open an ordering system.

e Integrate with third-party tools or systems to send and reuse information, such

as analytics.
e Post data to a web page or web form.
e Look up a contact record in a local or web application.

F

e Send information to or request information from an external database by using a

web service.

Connectors, in most cases, are executed in the agent’s computer and your domain can

support up to 1000 queued requests. Up to 10 requests can be processed

simultaneously. Agents do not require permission to use connectors. However, to use

an embedded Web browser to open a URL, you must give permission to agents. For
more information, see Agent Permissions.

Each call record contains data fields about who handled the call, the campaign in which

it is used, the contact, and the disposition of the call. This information can be

ed
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substituted in the connector URL and executed when the agent is processing a call. See
System Call Variables Groups for a list of all available parameters.

Understanding Connectors

Connectors comprise a URL, a script that defines the action taken by the connector (a
GET or POST command), some delimiters, and one or more parameters that define the
data to retrieve from the URL or post to the target URL, such as a database or third-
party tool. The URL, script, and keywords come from your application, form, or tool,
not from Five9 applications.

URL Strings
URL Parameters

Names of Parameters

Worksheet Fields

Connector Execution in the Agent’s System
Connector Examples

URL Strings

The URL defines the host name, the script to execute, the parameters passed to this
script, and the keywords that map to the VCC data.

Five9 Virtual Contact Center (VCC) supports standard HTTP and secure HTTPS protocols.
HTTPS can be used for the system disposition connectors. For secure connections, you
may use certificates in cases where the external Web server uses a root certificate
(unsigned/self-signed public key certificate). You can import CRT files or enable Accept
All Certificates. Configure certificates in Actions > Configure > Certificates. See
Installing a Certificate.

Use this syntax:

http://www.domain.com/page.htm?keyWord l=@parameter 1Q@s&keyWord 2=@par-
rameter 2(@

domain.com Domain where the URL exists. The URL standard contains a port
specification, for example: www.domain.com means
http://www.domain.com:80. The default port is generally
omitted. Five9 URLs do not use a port other than 80.

page.htm Name of the script being called to perform the GET or POST

400

Basic Configuration ¢ Administrator’s Guide



Connectors

Understanding Connectors

method.
? Indicates that a sequence of keywords and parameters follows.
The question mark is added automatically to the URL.
@ Must precede and end each parameter definition.
& Indicates another keyword-parameter combination follows.
keyWord Define the data to GET or POST.
=@parameter@

URL Parameters

A connector parameter is a field or constant that is appended to the URL. URL strings
are generated automatically when parameters are formatted properly.

e Parameter names are case sensitive.
e The string must be in URL format.

e Connectors usually include one or more VCC parameters and their associated
keywords.

e Connectors often display a static Web page, knowledge base, or list.

Types of Parameters
The type of call data handled by the parameter is identified by its name.

Agent Data Identifies the agent who handled the call in which the connector
Parameters was executed.

Format: Agent.parameter
Example: Agent. username, Agent.id

Call Data Information about the call record that is passed in the connector.
Parameters Format: Call.parameter
Example: Call.session_id, Call.disposition_id, Call.campaign_id

Customer The CRM fields available in your domain, including the Five9 default
Data fields and your custom fields.
Parameters Format: Customer.parameter

Example: Customer.number, Customer.company

For example, if you create a CRM field called, email_address, the
parameter would be listed as Customer.email_address.

To display a list of all possible parameters, navigate to Connector > General Properties.
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Using International Phone Numbers in Connectors

If your domain is not enabled for the format for international phone numbers, your
agents must enter 10 digits to conform to the North American Numbering Plan. If your
domain is enabled for the format, your agents need to enter phone numbers for all
calls according to your configuration: in your national format or up to 15 digits, starting
with the plus (+) sign and the country code. If set accordingly in your VCC configuration,
connectors may display the customers’ phone numbers in the same localized format in
pop-up windows.

GET and POST Methods in Connectors

For GET methods, the URL length is limited to 2048 characters after the Five9 contact
parameters are populated. This is the length of the URL when executed on the agent's
computer with all contact data populated. In some cases, depending on the contact
fields you choose to use (such as first name); the URL length varies because a standard
field length may not exist.

When executing POST connectors, a security setting in the browser must be enabled.
See also Connector Execution in the Agent’s System.

Configure connector parameters in the Connector Properties window.

Parameters that Contain Sensitive Data in Connectors
To use parameters that contain sensitive data in your connectors, use secure URLs and

the POST method. You cannot save a connector that contains sensitive data with a non-
secure URL or with the GET method.

Connectors Executed in Browsers
You can execute a connector in a new browser window or embedded in the browser.

Important

Because of their security policies, browsers do not accept mixed content unless
they are configured to do so. For example, if you combine secure and non-
secure URLs, such as in an integration, the connector may not open in the
browser. This issue occurs with Firefox, Chrome, and Internet Explorer.

To prevent issues, when you create a connector, always use secure URLs and/or enable
Execute in Browser. You must use HTTPS to embed connectors for Web agents.
Otherwise these connectors are not displayed.
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Note
Connectors that are triggered by a disposition are executed in a new browser
window when the disposition completes the interaction (call).

Some web sites, such as google.com, use the x-frame-options:SAMEORIGIN
header to prevent the web site from being embedded into an iframe in another
site. If you plan to use the Embedded tab in the Agent Desktop Plus application,
locate the special embedded URL to use in a connector in that web site.

Names of Parameters

The Five9 VCC provides a set of standard parameter names for connectors. Connector
parameters in the connector URL must begin and end with an at sign (@), such as in

@Customer.first name@.

Separate additional keyword-parameter pairs with an ampersand (&). The type of call
data handled by the parameter is identified by its name. Parameter names are case

sensitive.

The customer data parameters are the contact fields available in your VCC, including
the Five9 default fields and custom fields you create. For example, if you create a
contact field called email_address, the parameter would be Customer.email address.
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1 Double-click a connector to open its Properties window.

= duckduckgo Properties

General  Trigger

m duckduckgo

Description: bipedream
URL: https: //duckduckgo. com
Method: GET v

Text on Starting Page:  |Flease wait while the connector is started

Parameters:
Parameter Name Value URL
external_history @Custom.external_history @
Add Worksheet Add Field Add Constant Remave

Execution Mode:
(® In Browser
Agent Application
(®) Use embedded tab for Web Agent (embedded browser for Java Agent)
(C) Open in new browser window for Web Agent (external browser for Java Agent)
Reuse single connector tab or window
CTI Web Services
(®) Current browser window

() New browser window

() Silently
Form submission
CORS (Cross-Origin Resource Sharing)
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2 Click Add Field to open the Add Field window.

R

&% Please Select Fields to Append to the URL:

= Parameter Name Value
Company @, . Company g s
CUrrency @, . currency @ b
date @ date@ £
date-time @..date-time @ &
email @..email@
num @, ,numi@
Fhone @..Phone@
time @, time@
url @..url@
first_agent @Agent. first_agent@
ful_name @agent. ful_name@
id @Agent.id@
station_id @Agent.station_jid@
station_type @Agent.station_type@
uSer_name @Agent.user_name@
AMI @Call ANI@
bill_time @Call bill_time @ -

OK | Cancel

Customer.number is the ANI for an inbound call when a contact record for the phone is
not available. Use this parameter to include the caller's phone number in a connector
for an inbound campaign.

The configured Display Format for a custom Date, Time, or Date/Time field does not
affect the format used in Connector parameter values. Date values are sent in
yyyyMMdd format; Time values are sent in HHmmssSSS format; Date/Time values are
sent in yyyyMMddHHmMmMssSSS format.

Worksheet Fields

Five9 worksheet data can be sent with a connector. To enable worksheet data, select
the POST method and the check box for Add Worksheet.
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e Use the POST method to populate worksheet data in a Connector URL.

e Worksheet questions are automatically inserted into the URL string when the
connector is executed on the agent workstation.

e Worksheet question names are the parameters and the answers are the values.
Therefore, your worksheet question names must match the parameters used in
the script called by the connector.

Connector Execution in the Agent’s System

Most connectors are executed automatically. The trigger setting for the connector
determines when it is activated such as when a call is accepted, a disposition is set, or
upon a transfer. See Selecting the Trigger for a description of possible triggers. After
the first execution, the connector is stored in memory on the agent’s system. If you
change a connector, agents must log out and log in again to reload the new connector
settings.

When executing POST connectors with Internet Explorer, you must enable a security
setting.

1 InInternet Explorer, select Tools > Internet Options.
2 Select the Advanced tab.

3 In the Security section, check the box next to Allow active content to run in files
on My Computer.
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Intemnet Oplions 2] x|
e
Settings 5
- Search from the Address bas ﬂ

O Do nct submit unknown addresses to your auto-search pre
©® Just display the results in the main window
& Secur

[ Check for publisher's certificate revocation
[ Check for server certificate revocation®
Check for signatures on downloaded programs
[ Do net save encrypted pages to disk dJ
[ Empty Temporary Internet Files folder when browser is
B Enable DOM Storage
| [ Enable :raeqatedwnmnmmutml' 'I
4 »

*Takes effect after you restart Internet Explorer
Restore advanced settings |

Reset Internet Explorer settings
Ressts Internst to ther default |
Explorer’s settings Reset,,,

You should only use this ¥ your browser is in an unusable state,

|0:|w'"‘nﬁf‘

4 Click Apply and OK.

5 Restart Internet Explorer.

Connector Examples

URL String Syntax

http://www.domain.com/page.htm?keyWord l=@parameter 1Q@&keyWord 2=@par-
rameter 2(@

domain.com Domain where the URL exists.
page.htm Name of the script for the GET or POST method.
@ Precedes and ends each parameter definition.
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& Precedes keyword-parameter combination.

keyWord_ Keyword-parameter combination that defines data passed from
=@parameter@ or to the connector; Multiple keyword-parameter combinations
can be included in any connector.

URL Example

http://www.five9.-
com/data.htm?agentId=@Agent.id@&Company=Q@Customer.company(@

domain = five9.com

Web page = data.htm

keywords = agentld
Company

data parameters Agent.id Customer.company

The scripting language is ASP (Active Server Page). Additional keyword and parameter
pairs can be appended to the string with the ampersand (&).

When executed, the URL string looks similar to this:
http://www.five9.com/data.htm?agentId=123456&Company=Acme%20Company

Note

GET method URL length is limited to 2048 characters after all parameters are
populated with call and contact data.

ASP Code Example
A section of the ASP code used to get the code from the page.

)

=Request.Querystring ("agentId")% // Gets Agent.id
=Request.Querystring ("Company") % // Gets Customer.company

o
°
o
°
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Creating a ClassicConnector

1 In the navigation pane, right-click Connectors, and select Add Connector.

<y Add Connector

7% Remove Connectors)
= [T

2 Name the connector and click OK.

=
Add Connectors - - M

=k  Please enter a name for this object:

3 Select the type of connector.

"% Select Connector Type

m dbs-test-conn

(®) Classic Connector

() Advanced Server-side Connector

Create Connector Cancel
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4 Select Web Connector.

& Select Connector Type h"’ - u
i e

{Gelect Type !

|
[ m adpnew ]

Java Connector

(@ Web Connector

Create Connector H Cancel

5 Click Create Connector.

Next you define the properties.

Defining the General Properties
Selecting the Trigger
Using Connectors with Text Interactions

Defining the General Properties

In the General Properties tab, describe the connector and construct the URL.
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& BrianW_Doc Properties @

General | Trigger

w BrianW_Doc

Description:
URL: https: ;’ﬂ
Method: :GEI' -

Text on Starting Page:  |Please wait while the connector is started

Parameters:
Parameter Name Value URL
Add Worksheet Add Field ] [ Add Constant Remove

Execution Mode:
() In Browser

@ Silently

Agent Application
(@) Use embedded tab for Web Agent (embedded browser for Java Agent)
Open in new browser window for Web Agent (external browser for Java Agent)
Reuse single connector tab or window
CTI Web Services
(@ Current browser window
MNew browser window

(@) Form submission
() CORS (Cross-Origin Resource Sharing)

[ Apply ] [ Save ] [ Cancel

Selecting the Trigger

You can use connectors when these events occur:

Agent accepts or disconnects a call.

Agent selects a contact record.

Agent receives a preview record.

Agent initiates a warm transfer.

Interaction is routed to a Skill Transfer module in an IVR script.
Agent assigns a system disposition.

Agent accepts a chat or email interaction.

Click the Trigger tab, and select one of the trigger options. When done, click Save or
Apply twice.
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This section describes the triggers that apply to voice interactions.

General | Trigger

(@ On Call Event:

0On Call Accepted =

Dispositions That TrigSukes] Raealec)

B Conference Intiator End Call
4| i

On Call Disconnected

Manually Started (Allow during Previews)
E: Manually Started

B 1 12345573|0n Preview

B On Contact Selection

B 0_12345678

On Warm Transfer Initiation

B 2_12345678)0 o) Dispositioned

B
B Accepted Offer

l Agent Must Complete Worksheet
l Allow Agents to Change Redial Time
l Answered Question

B BE - Mo Adult

B BE - Not Interested

B BE - 5ale

B chuckTestRedial

B Closed sale

() On Chat Event:

() On Email Event:

Creating a ClassicConnector

Trigger Description

Manually Agent clicks the Connector button during a call.

Started

Manually Agent receives a third-party URL while previewing a call.
Started (Allow

during

Previews)

On Call Agent accepts a call routed from the ACD.

Accepted

On Call Connector URL is executed when a call is disconnected or when the
Disconnected  caller hangs up.

On Preview Connector is executed when the agent takes a Preview contact

record.
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Trigger Description

On Contact Connector URL is executed when agents select a contact to
Selection associate a call with by pressing the Select Contact Record.

On Warm Connector is executed when agents start a Warm Transfer.
Transfer

Initiation

On Call When the disposition is selected, the live call screen is cleared.

Dispositioned  |f this option is enabled, Dispositions that trigger this connector is
activated. Select all the dispositions that should trigger this
connector. This option does not apply to Decline Preview Record
Dispositions.

Chat Interaction Events
This section describes the triggers that apply to chat interactions.

(@ On Chat Event:

! i
On Accept

On Transfer

On Termination

() On Email Event:

Trigger Description
On Accept When agents accepts a chat routed to their station.
On Transfer When agents transfer the chat.

On When agents end the chat.
Termination

On Close When agents sets the disposition for the chat.

(Disposition)  f this option is enabled, dispositions that trigger this connector is
activated. Select all the dispositions that should trigger this
connector. This option does not apply to Decline Preview Record
Dispositions.

Email Interaction Events
This section describes the triggers that apply to email interactions.

(7) On Chat Event:

(@ On Email Event: | -

n Close (Disposition)
n Email Dispositioned
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Trigger Description

On Accept When agents accepts an email routed to their station.
On Transfer When agents transfer the email.

On Close When agents sets the disposition for the email.

(Disposition)  f this option is enabled, dispositions that trigger this connector is
activated. Select all the dispositions that should trigger this
connector. This option does not apply to Decline Preview Record
Dispositions.

On Email When agent sets a unified disposition for the email. Unified
Dispositioned  dispositions must be enabled in the SCC Administrator application
to use this control or connector will not trigger.

Using Connectors with Text Interactions

If you are using Five9 Digital Engagement, you can use connectors to pass custom
parameters to third-party systems to augment interactions like chat and email. You can
create custom console fields that map to call variables for system and custom call
variable groups.

Note

If your agents use preview chat, the connector is activated once the customer
has responded and engaged in the preview chat session.

The Five9 chat console custom fields support the following Five9 system call variables:

Key Type and  Description
Format
Call.campaign_id string Campaign object ID. Up to 20 digits.
Call.campaign_name string Campaign name.
Call.disposition_id string Disposition object ID. Up to 20 digits.
Call.disposition_ string Disposition name.
name
Call.end_timestamp yyyy-mm-  Call completion date and time.
dd
hh:mm:ss
Call.handle_time hh:mm:ss  Handle time duration. Starts with interaction
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Key Type and  Description
Format
assigned to an agent and ends with call
disposition.
Call.length hh:mm:ss  Call duration.
Call.mediatype string Can be used for Chat, Email, or SMS.
Call.queue_time hh:mm:ss  Queue time.
Call.session_id string Call session ID that can contain 32 to 64
characters.
Call.skill_id string Skill object ID (up to 20 digits).
Call.skill_name string Skill associated with this interaction.
Call.start_timestamp yyyy-mm-  Date and start time of the call.
dd
hh:mm:ss
Customer.city string Default contact field.
Customer.company  string Default contact field.
Customer.first_name string Default contact field.
Customer.last_name string Default contact field.
Customer.numberl phone Default contact field. Primary, first alternate,
Customer.number2 and second alternate phone numbers. Editable.
Customer.number3 The phone data type guarantees that correct
value is entered.
Customer.record_id string Default contact field. You cannot select this
contact field in the VCC menus.
Customer.state string Default contact field.
Customer.zip string Default contact field.

These examples describe how to use system and custom call variables.

Example

About call.number, Customer.numberX, and Call.ANTI:

All fields contain a contact’s phone number but differ as follows:
® Call.number is read only whereas Customer.numberX is editable.
® Customer.numberX and Call.ANI containthe same information.

However, call.ANI can be empty. In this case, the call may be manually
associated with a number.
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Example
Account ID in a chat request:

When a customer submits a chat request with an account ID, that account ID
can be passed in a connector to a customer’s third-party system to present the
customer’s account information to the agent.

1 Create a custom chat console field called account_id.

2 Create a call variable group. Assign to this call variable group an intuitive
name, such as ChatVariables. See Creating Call Variable Groups for
more information.

3 Create a call variable to store the new custom chat field. Name this
variable account_id and assign the variable type String. See Creating Call
Variables for more information.

Example
Route interactions based on text channel profiles.

You can use the Call.campaign_name, which contains the name of the profile
to dynamically route text interactions based on subcategories, such as Sales
chat inquiry and Support chat request.

Example
Route interactions based on customer sentiment.
If your domain is enabled for Natural Language Processing (NLP), you can route
interactions to NLP:
1 Create a variable named Omni.Subject, type=string, to map to the title of
an email request

2 Create a new variable named Omni.Content, type= string, that maps to
the email body or chat text content.

3 You can send this information to the NLP real time engine to determine
customer sentiment before routing to specialists or teams that handle
happy customer comments or angry customer comments.

Managing Connectors

You can rename or duplicate connectors and add them to campaigns.
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Renaming Connectors

To rename a connector, follow these steps.
¢ Right-click a connector, and select Rename.

e Replace the name.
e Click OK.

Duplicating a Connector
Follow the instructions below to make a copy of the existing Connector

1 Right-click a connector, and choose Create Duplicate.

% Virtual Contact Center - Administrator 7.0 =101 x|

Actions Options View Help
| « »| & X x| » o] 2
= Connectors =] | sats 109 Object(s)
@ aldee_accepted
@ dudn2 Sidll Name
° - & _ -
& View Propertes of aludn_google j

@ asidorc

|
Relationships and properties are copied to a new object called <original object
name> - Copy. The duplicate object’s Property window opens. The description is

Copy of connector <name of original object>.

Adding Connectors to Campaigns

To activate a connector, add it to one or more campaigns. See Campaign

Administrator's Guide, Adding Connectors.
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Reason Codes

Enabling Reason Codes for Manual Calls
Using Reason Codes

Creating Reason Codes

Renaming Reason Codes

Accessing the Properties Window
Deleting Reason Codes

Creating Shortcuts for Reason Codes

Reason Codes are selected by agents when going not ready or when logging out. The
selected reason code provides more information about the cause of the agent
unavailability. You can enable and configure reason codes to better keep track of agent
states.

There are codes provided by default, but you can disable, rename (not recommended),
delete, or create custom codes as needed. System codes cannot be modified or
deleted. Short-cut keys can be defined for each code. See Default Reason Codes and
System Reason Codes.

Reason Codes are subdivided into Not Ready Codes and Logout Codes. Not Ready
codes are used when agents become unavailable for calls. Logout codes are used when
agents log out of their stations.

Enabling Reason Codes for Manual Calls

Check to enable use of reason codes for manual calls in this campaign.

Voicemail acceptance timeout (mm:ss):

Reason Codes
Enable Reason Codes

Dinl &b,
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% VOO Configuration

Using Reason Codes

Default Reason Codes

You can modify or delete custom reason codes. To disable default codes, right-click the
code and disable the option. To rename default codes, right-click the code to view its
properties.
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Caution: Five9 does not recommend renaming default reason codes. Instead,
deleting or making them inactive and creating new ones is suggested.

Default Not Ready Codes

Break When agents go on personal breaks
Email When agents are not ready to send emails
Fax When agents are not ready to send faxes

Follow-Up Work When agents are not ready to do follow up work
Meal When agents are on meal or lunch break
Meeting When agents are not ready for a meeting

Team Meeting  When agents are not ready for team meeting

Training When agents is on training

Default Logout Codes

Email When agents log out to send an email.

End Shift When agents logs out at the end of the shift.

Fax When agents log out to send faxes.
Meal When agents log out for lunch or meal break.

Split-Shift When agents log out for the first part of the shift.

System Reason Codes

System reason codes are used for specific events. These codes cannot be modified or
deleted.

System Not Ready Codes

Forced When supervisors change the agents’ state to not ready, regardless of
the previous state.

System When the system changes the agent’s state to not ready, for example
when an inbound call was offered to the agent, but the agent did not
answer the call.
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Task When agents have pending tasks that might be lost when status is

Completion changed. For example, while on call, the agent clicked At End of Call
Switch to and selected Meeting. Then the agent clicked Park Call. The
agent is placed automatically on Task Completion to give a way for the
parked call to be processed before going to Meeting status. Another
example is when the agent accepts a skill voicemail but has not
completed processing it. The agent cannot switch to other not ready
codes unless the skill voicemail is completed.

Text When agents are available for text channels only.

System Logout Codes

Forced  When agent are forced to log out from the system either by the supervisor
or by the same user who logged in using a different computer.

System  When a system error or maintenance forces the agent to log out. For
example, it is used when the agent loses Internet connection or the agent
application abnormally loses connection with the server.

Creating Reason Codes

1 In the Navigation pane, open the Reason Codes folder.

A Virtual Contact Center - Administrator v80.80.0

Actons Optons  View Hep
| & |3 X< | » 0| 2
@ Fived Demo Call Center 1

+ D Users

+ (£ User Profies

+ [ Agent Groups

¥ (G skdls

- Lsts

¥ () Contacts

% (5] Dispositions

+ ) Campaigns

% [£3) Campaign Profies
3 Workflow Rules

43 IVR Soripts

+ E Prompts

(B Connectors

2[5 Cal variables

3] teason Codes
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2 Right-click one of the sub-folders, and select Add Reason Code.

Actons Optons View Hep
J4-+ $XX|» 0|2
E FiveS Demo Call Center 1

@ m Users

+ (B3 User Profies
Agent Groups
3 sds

g
a
o
@
# (@ Campaigns

O
& Lsts
+ Conta:
D-@Dm‘!
+ [ Campaign Profies
3 Workflow Rules
+ m IVR Scripts
- m Prompts
+- [ Connectors
+ [ Call Variables
=) £ Reason Codes
& (B NotReady Codes

Q'D

3 Enter the following information in the properties window:

4 Properties | x|

d]

shortaut: |

Type: I iNot Ready Codes (% | Logout Cordes
™ |Enabled
™ Paid Time

© Reason Code Name - name shown to agents.

° Shortcut (optional) - keys pressed by the agent to select a reason code. By
default, <T> key is reserved for the Training default reason code.

° Enabled - required to be able to select this reason code.

© Paid Time - whether the reason code will be counted as paid time in
reports.

4 Click Apply or Save.
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Renaming Reason Codes

You can rename objects in their properties window.

Caution: Five9 does not recommend renaming default reason codes. Instead,
deleting or making them inactive and creating new ones is suggested.

In the navigation pane, open the Reason Codes folder.

Select one of the sub-folders.

Right-click a reason code, and select Rename.

A Virtual Contact Center - Administrator v80.80.0

Actions Options View Help

| » |3 xx|» 0|2

%5&90&0(& Center 1 |l Logout Codes 7 Object(s)

) Users Name

+ (B0 user Profies Type

: giﬁrt&m & £nc & View Properties of Emai [

+ B sts &) Fax X Remove Emai om

© @ Conacts i

4[5 Dispositions -

£ Campaigns &]Mea Custom

31 B Campaign Profies &) spit shift Custom
3 Workfiow Rules &) system System

+ (B IVR Scripts

%[5 Prompts

+ 5 Connectors

+ E] Cal Variables

£3 Reason Codes

+ () NotReady Codes

DR ogout Codes

4 Enter a new name.

5 Click OK.

Accessing the Properties Window

2 Select one of the sub-folders.

1 In the navigation pane, open the Reason Codes folder.
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3 Right-click a reason code, and select View Properties.

Actions Options View Heb
< & | 3 X | F D| 2

) Fived Demo Call Center 1 | Logout Codes 7 Object(s)

4 £ sais & €nd shift

+ B3 usts & Fax Remove Emal

+ (9 Contacts A Forced | K Rename Emal

: g vy & vea Custom

%)@ Campaign Profies & spit shft Custom
B3 workflow Rues &] system System

) (B3 IR Scripts

- Promots

)-8 Connectors
4 (B Cal variables
=[G Reason Codes
4 [ NotReady Codes

SR oot Codes

Deleting Reason Codes

Not all default reason codes can be deleted: Forced, System, and Task Completion
cannot be deleted.

1 In the navigation pane, open the Reason Codes folder.

2 Select one of the sub-folders.
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3 Right-click a sub-folders, and select Remove Reason Code(s).

Actions Options View Help
«>|dXx|r0|e

Fived Demo Call Center 1 Mot Ready Codes 12 Object(s)
- ﬁ Users
Name ” Type
3] User Profiles © treak =
-E3) Agent Groups
-3 skils O chat Custom
£ Lists & emai Custom
-E3 contacts @) rax Custom
i ﬁ DISDOS'_honS a Follow-Up Work: Custom
£3 campaigns
-3 campaign Profiles @ Forced System
3] Workflow Rules a Meal Custom
£3 1R Scripts @) Meeting Custom
ﬁ i ) a System System
- E3) Connectors )
-3 Call Variables a Task Completion System
= E3 Reason Codes @) Team Meeting Custom
=8 L] a Custom
[ Logout ¢ <  Add Reason Code
2% Remove Reason Code(s)
D
==

4 Select the reason codes to delete.

To select several objects, hold <SHIFT> or <CTRL> keys while selecting the items.

Please select the object(s) to remove:

a Break
©) chat

a Follow-Up Work

a Meal
9 Meeting

a Team Meeting

5 Click OK.

6 Click Yes for every item or Yes To All.
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Creating Shortcuts for Reason Codes

1 Open the reason code properties window.

2 Type one alphanumeric character to be used in the Shortcut field.

“ Email Properties =
General |

& [Emai

Shortaut: IE

Tye: O lotResdy Codes & Logout Cod
¥ Enabled

I Paid Time

3 Click Apply or Save.
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Workflow Rules

Understanding Workflow Rules
Creating Workflow Rules
Deleting Workflow Rules

This feature enables you to automate campaign-related tasks. Workflow rules are
conditional statements defined by events and the actions that take place when the
events are triggered. Rules are used mostly in outbound campaigns. For example, you
can create a rule to start another campaign when an outbound campaign stops
because it is out of numbers.

The information displayed in the columns can be accessed and updated in the
Workflow Rule Properties window. You can add, update, enable, disable, and delete
workflow rules. All system-wide actions are available through the View Event Log
menu. See Event Log of Workflow Rule Actions and Activities.

Understanding Workflow Rules

Events for Workflow Rules

Actions for Workflow Rules

Ordering Actions for Workflow Rules

Event Log of Workflow Rule Actions and Activities

Events for Workflow Rules

An event is a condition that must be true for the action to take place. You can define a
workflow rule to contain one or several events. You can add multiple events and join
them with operators to form logical expressions. When the conditions defined by the
expression are true, the event is triggered.
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% Evenl Properties [ x|

Understanding Workflow Rules

Event:
Ibu-npnﬂ;:'.&m counter j
~Event Parameters
Campaign:  |Colbacks .ll
Depositon: | Acreed toPay =]
Maximum Valoe: | 100
[(ox | coxe |
Event Trigger Parameters
Campaign out of Campaign has no more numbers in the lists Campaign
numbers to dial.
Campaign stopped Campaign is stopped automatically or Campaign
manually.
Date and time Date and time. See Specifying Time Zones ¢ Date
in Date and Time Events. e Time

Day and time

Disposition counter

List completion

No records for imme-

Every day at specified time.

Number of specified dispositions for the
campaign is reached. You can also find the
disposition counter in Campaign Profile
Properties.

List is completed by the specified per-
centage for the campaign.

Campaign does not have records to dial

e Time Zone

Time: 12:00am to
12:00am Time zone

Campaign
Disposition

Maximum value

Campaign
List

Completion Percentage

Campaign, Time in

diate dialing within the time specified when agents are  seconds (default is 60
available for calls. seconds)
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Specifying Time Zones in Date and Time Events

You can use Time Zone as an event parameter. The time zones are displayed using Time
Zone Abbreviations (such as, MST, MDT, PST), or the format established in the IANA
(Internet Assigned Numbers Authority) time Zone Database (such as, America/Phoenix,
America/Los Angeles).

The Time Zone list items in Virtual Contact Center (VCC) Administrator’s Application are
provided by the JRE (Java Runtime Environment) dictionary. In addition to the time
offset (such as, GMT-08:00) each entry includes a zone caption to indicate its purpose.
Some of the time zone definitions are obsolete, but are kept by JRE for (non-Five9)
backward compatibility.

How to Choose a Time Zone for Time Events

Some time zone options appear to be redundant, such as those for Pacific time. Here
are examples of Pacific time zone that appear in the Time Zone list:

Time Zone: |(GMT-08:00) PSTEPDT, PST -
Time Zone: |(GMT-08:00) America/Los_Angeles, PST -
Time Zone: | (GMT-08:00) U5 Pacific, PST -
Time Zone: | (GMT-08:00) US/PadficMew, PST -

Each of the options could differ, indicating a history of changes such as dates for
switching to daylight savings time and back.

In this case, the safest selection would be America/Los Angeles, PST; it covers both
Pacific Standard Time (PST) and Pacific Daylight Time (PDT), and is based on the current
IANA database definition. The PST8PDT, PST option will also work for the same
purpose. the US/Pacific, PST and US/Pacific-New, PST options are obsolete and should
be avoided.

Actions for Workflow Rules

Workflow rules are defined by events and the actions that take place when the events
are triggered. You can define one or several actions for each rule.
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% Action Properties x|

Action:
IChan;e active profile LI
Action Parameters:
Campaign: |55 =]
profle: | ~ |

| ok | cance |

Action Description Parameters
Change active Changes the profile for the selected campaign. ¢ Campaign
profile ¢ Profile
Change Changes the campaign priority mode setting e Priority
outbound for your domain. ¢ Ratio
campaign

prioritization Example: You can change the dialer

mode priority/ratio selection, and the

individual campaign settings for
priority and/or ratio. You may want to
adjust priority depending on the time
of the day or other event to better
align with your business needs.

Change Changes the priority setting for the selected e Campaign
outbound campaign. e Priority
campaign
priority
Change Changes the ratio setting for the selected e Campaign
outbound campaign. e Ratio
campaign
ratio
Change list Changes the priority setting for the selected list ¢ Campaign
priority in the specified campaign. o List

e Priority
Change list Changes the ratio setting for the selected listin ¢ Campaign
ratio the campaign. e List
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Action Description Parameters

For example, you can change list ratio ¢ Dialing Ratio
depending on the time of the day to dial fresh

leads during the day and to dial older leads at

the end of the day.

You can change list ratio depending on day in
case your list needs to be refreshed after a
couple of weeks. In this case, you may want to
dial the old list more frequently because you
need to dial more numbers to get contact.

Popup dialog Displays a pop-up window to users with e Text
notification administrator and supervisor roles. e Receivers
Reset dial Starts dialing from the top of the lists in the e Campaign
position to selected campaign. To reset the list position
the top of the manually, see the Campaign Administrator's
lists Guide, Resetting List Position in Outbound and
Autodial Campaigns.
Send email Sends message to the specified email. e Toupto5
addresses
e Reply to
e Subject
o Text
e Event
description

(automatically
generated by
the system)

Start Starts the campaign if it is not running. e Campaign
campaign Generates error in event log if campaign

cannot be started.
Stop Stops the campaign if it is running. e Campaign
Campaign

Ordering Actions for Workflow Rules

Results of workflow rule actions are recorded in the Event Log.

The actions selected in the workflow rule are triggered when the expression configured
on the events tab changes from a value of false to true.
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Understanding Workflow Rules

Actions are executed in the order listed under the Actions tab, from top to bottom.

% Workflow Rule Properties ' x|

General | Event(s) Action(s) |
Actions:

# | Action |

1 [Start campaign (Sales)

e |

Apply Save Cancel

If an action cannot be executed (attempting to start a campaign that does not have a
list for example), the action is skipped and the next action in the list is attempted.

Errors and exceptions can cause a rule to be automatically disabled. These exceptions
are recorded in the event log. for example:

e Recursion - Execution of an action causes triggering the action again. In this case,
the rule is automatically disabled.

* Flooding - Triggering of the rule too frequently. If the rule is triggered again in
less than one minute three times in a row, the rule is automatically disabled.

Event Log of Workflow Rule Actions and Activities

The event log enables you to view the results of workflow rule actions, campaign-
related activities, and to track workflow rule actions and other administrative changes.
The number of records in the log is limited by 10,000 per domain. When the limit is
reached, the old records are cleaned automatically. The event log shows the date and
time of the event, the event type, and a description of the event. Selecting an event
from the list shows the event details in the lower panel of the screen.

To view the log, select Actions > View Event Log. Click Details to show or hide the
details.
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% Vidual Contact Center

- Adkmaresiral

Import Numbers Into DNC List

Check DNC List For Numbers |

Remove Numbers From DNC List i
i

View Defaull ANI
Set Defaull ANI

Send Broadcast Message
Create Chat Seasion

View Event Log

Configure
Logout & Ext

Ciri+S

Understanding Workflow Rules

This table shows the events logged to the Event Log. WR = Workflow Rule.

System Event
Event Source
Start Campaign
campaign

Stop Campaign
campaign

Log Message

Campaign name
has been started
manually

Campaign name
has been started
automatically

Campaign name
has been
[forcedly]
stopped
manually

Campaign name
has been stopped
automatically

Details

Information about the agent and
application type that started the
campaign. Information about
campaign and profile parameters is
placed here.

Information about the cause of the
start (dialing rule for now).
Information about campaign and
profile parameters is placed here.

Information about the agent and
application type the stop was run
from.

Information about the cause of the
stop:

e Campaign out of numbers

e Workflow rule
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System Event
Event Source
Change Campaign
profile

Reset Campaign
campaign

disposition

Reset list Campaign
position

Profile has  Profile
been

changed

Log Message

Message appears
for running
campaigns only:
Profile has been
assigned to
campaign name
manually

Message appears
for run
campaigns only:
Profile has been
assigned to
Campaign name
automatically

Dispositions for
Campaign name
have been reset
manually

Message appears
only for
campaigns being
run:

List position has

to be reset to top

for Campaign
name

Message appears
if the changed
profile affects
campaigns being
run:

Profile has been
changed and
affects
campaigns being
run

Details

e Disposition criteria reached
¢ Max charges reached

New profile settings, campaign
parameters, agent and application
type placed here.

New profile settings, campaign
parameters, and cause of the profile
assignment (dialing rule parameters)

Contains list of reset dispositions,
time intervals for the reset
procedure

List of campaign lists

New profile settings, list of affected
campaigns, agent and application
type has to be placed here.
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System Event Log Message Details

Event Source

Workflow Workflow  Message appears ¢ Basic event follows for triggering
rule Rule when an action is of the event.

triggered triggered:

Event happens in
rule #

e Event expression
e List of actions to run

Creating Workflow Rules

Add a New Rule

1 Right-click the Workflow Rules folder, and select Add New Rule.

Actons Optons View Hebp

‘-q--a-.;-x:( P D 2

+

+

+

+

-

<

H BB EE

@ Fives Demo Call Center 1
4 £ users
¥ [ User Profies

&

£ Agent Groups
3 skis

& usts

3 Contacts

(3 Dispositions
(3 Campaigns

(£ Reason Codes

2 Inthe General tab, enter a description of the rule.

Important

The rule is enabled by default. If you disable it now, be sure to enable it
later to use it in production.
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% Workflow Rule Properties - x|

General | Event(s) | Action(s) |

X

Description: @ut Appoinments campaign after completing Sales campaign )

@nm

rogly | [ save | concel

3 Optionally, disable the check box.

Define Events to Trigger Actions in the Rule

1 Select the Event(s) tab.

2 Click Add.
3 Select an event from the list.

Define the Event Options

1 See Events for Workflow Rules for a list of all available events and the
configuration options for each event.
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Event:
ICM is out of numbers E]
/T Event Parameters

e Telemarke bng
H

2 Click OK to save the event options.
The event appears in the Event(s) tab.
General Event(s) | Acton(s) |

Condition Grouping: | A1 ~]
Expression:

Choose an Operator to Form an Expression (Optional)

You can add multiple events and join them with these operators: and, or, not. When
the expression is true, the event is triggered. In this example, the event is triggered if
the Telemarketing campaign stops running due to the lack of numbers or the date is
1/1/2011 at 00:00 PST.
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General Event(s) | acton(s) |

Condiion Grouping | A~y LI
Expression:

3 Event I

Define Actions and Action Options for the Event
1 Open the Actions tab.

2 Click Add.

3 Select the task to complete when the event is triggered.

Action:

op-up dialog notification
eset dial position to the top of the lists

4 Define the action options.

See Actions for Workflow Rules for a list of all available actions and the
configuration options for each action.
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x|
Action:
IStaft campaign ,LI
(iﬁlvn Parameters: N

[ e ﬁj

[ ok | come |

5 Click OK to save the action and options.

The item appears in the list in the Action(s) tab.

x
General | Event(s) Action(s) |

You can specify multiple actions. In this example, the system automatically starts
the Appointments campaign and sets the dial position to the top of the list when
the event is triggered.

% Workflow Rule Properties ﬂ

Gerwral | Everit{s) Adtion(s) |
Ackions:

| Actiony |
1 [Start Compaign [Appomiments)

6 To activate the rule, click Apply or Save.
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Deleting Workflow Rules

To delete workflow rules, right-click one or more rules, and choose Remove Selected
Workflow Rule(s).

% Virlual Contact Center - Adminisiralor w80 B0 .0
Actons Options View Hep

| |3 X2 r0o|2

& Froed Doy Cal Conter | | Workdlowe Rules. 2 Object(s)

+ [ users 5 - Eventls)
+ ) User Profies
. m Agent Groups Bt Seleched Vorkfiow Ruls(s)
¥ D Sl Agreed to Pay

=) usts

# B Contaxcts

* t] Campangn Profies

g orifom Rue
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Call Variables

Creating Call Variable Groups

Creating Call Variables

Adding Call Variables to Campaign Profiles

Linking Call Variables to Dispositions

Transferring User-to-User Information with Call Variables
System Call Variables Groups

Call variables are custom fields that store call data instead of contact records. During a
call, they can be used and updated in the IVR and by agents. When configuring
dispositions, you can also set the value for call variables that should be stored for
reporting purposes when that disposition is used, or when any disposition is used. With
call variables, you can gather more information about each call. For example, you can
collect error codes generated by IVR and find out how many times a speech input was
provided, an account balance retrieved, and customer satisfaction survey results.

In addition to U.S currency, all currency variables support the British Pound and Euro
currencies.

You can use call variables in connectors and IVR scripts to send information, for
example, to third-party systems. Optionally, call variables can be stored to use in
reports. The variables are organized in groups, similar to classes used in many
programming languages. When using a variable, follow this syntax:

[Call Variable Group Name].[Call Variable Name]

Example
Call.mediatype

In reports, you can summarize call variable values across calls to provide the total sale
amount per agent or per campaign based on individual sale amounts from each call.

In the Call Variables folder, you can create items variables in predefined variable groups
or add custom groups. For example, you can create skill-based groups or groups for
surveys, sales, error handling to store more information about error codes generated
by IVR, and speech recognition events.
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Creating Call Variable Groups

These steps explain how to create a call variable group.

1 In the navigation pane, right-click Call Variables > Add Call Variable Group.

irtual -

Actions Options View Help
€«>|$X|r 0|2
Fived Demo Call Center 1 Cal
-] Users

E;\ User Profiles
-0 Agent Groups

| »

-] Lists

-3 Contacts

ﬁ Dispositions
&7 Campaigns

i ﬁ Campaign Profiles
i3 Workflow Rules

m

-3 VR Scripts
-3 Prompts
-0 Connectors

=y . Add Call Variable Group
-~ I%lemmre Call Variable Group

S New Call Variable G
General

@ ew Call Variable Group

Description:

Save l l Cancel
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2 Complete the fields, and click Save.

The new group appears in the Call Variables folder.

Creating Call Variables

These steps explain how to create and configure a call variable.

1 In the navigation pane, open the Call Variables folder.

2 Right-click a group, and select Add Call Variable.

L View Properties of Test Group
X Remove Test Group

7% Remove Call Variable
=y  Add Call Variable .

The properties window opens.

& New Call Variable Propertic

Mew Call Variable
cva

Description:

["] Reporting Call Variable (Saved in Database)

[ Field Contains Sensitive Data

Data Type: jSt’ing -

Restrictions I Default Value

[ Required

[] Predefined List
[] Min Length

[] Max Length

[7] Regular Expression
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3 Inthe General tab, follow these steps:
a Enter a name and description.

b If the call variable will contain personal or private information, check Field
Contains Sensitive Data.

Sensitive data is personal, financial, and legal information specific to the
customer that is protected by law. Revealing this information could harm
the customer. When you enable this option, the Reporting Call Variable
option is deactivated because you may not store private information in
the database or include it in reports. You may use variables that contain
sensitive data in IVR scripts. In logs, private information is masked with
pound signs: ###.

¢ Toinclude the call variable information in reports, check Reporting Call
Variable, which activates the Reporting tab.
d Select a data type.

The data type that you choose determines the fields that appear. This
table describes each data type, except for predefined lists.

Data Type View Type Values/Units/Format
String One or more lines Text
Number Single Line Maximum number of

characters = 16

° Digits before
decimal point
(1-16)

° Digits after
decimal point
(0-15)

Date One or more lines ° yyyy-MM-dd
° MM/dd/yyyy
°© MM-dd-yyyy
° MM-dd-yy
° MMM dd
°yyyy
° dd MMM
° dd-MM
° MM-dd
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Time

Date/Time

Currency

Boolean

Percent

Email

Creating Call Variables

One or more lines °© HH:mm:ss.SSS
© HH:mm:ss
° HH:mm
° hh:mma
° HH
° hha
° H:mm
° h:mma

Single Line Combination of Date
and Time data types

Single Line Maximum number of
characters = 16.

° Digits before
decimal point
(1-16)

° Digits after
decimal point
(0-15)

© Currency Type
(S, € £)

Single Line ° True, TRUE, or
true
© False, FALSE,
false, or any
other value

Single Line Maximum number of
characters = 16.

° Digits before
decimal point
(1-16)

° Digits after
decimal point
(0-15)

Single Line <emailAddress>@<domai
n>

445

Basic Configuration ¢ Administrator’s Guide



Call Variables

Creating Call Variables

URL Single Line HTTP, HTTPS, file
Phone Single Line

Duration Single Line ° hh:mm:ss.SSS

° hh:mm:ss

° hh:mm

° hh

© mm:ss.SSS

° mm:ss

° mm

© s5.5SS

© ss

© SSS

e Inthe Restrictions tab, define the options that are specific to each data
type.

° Required: Whether the variable is required.

° Predefined List: Not Available for Date, Time, Date/Time, Boolean,
Duration data types. With this option, the agent does not need to
enter the answer but must select one or several answers. This
option activates the List Items tab where you can define the
possible answers.

[ Restrctions | List Items | Default Value

[ User can select several values

Item Name

’ Save ] [ Cancel

° For each data type, you may select these menu options:

— Combo Box: Agents may select values from a drop-down
menu.

— List: All values are displayed at the same time.
— Buttons: Check boxes are displayed in front of each value.
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° Min Length/Min Value: Limits for values entered by agents.
Available for predefined list, except for the Phone and Boolean
data types.

° Max Length/Max Value: Limits for values entered by agents, except
for predefined list, except for the Phone and Boolean data types.

© Regular Expression: Not Available for predefined list and for
predefined lists for Date, Time, Date/Time, Boolean, and Duration
data types.

f In the List Items tab, define the options.
g To create the answer that appears to agents, click Add.

h Enter the value to the displayed, and click OK.

Please enter new value:

From 0 to 5|

i Configure possible answers and answer criteria.

Optionally, check User can select several values. Use the Up and Down
buttons to arrange the answers.

447 Basic Configuration ¢ Administrator’s Guide



Call Variables

Creating Call Variables

| Restricﬁonsl List Items | Default Value

[ User can select several values

Status
Enabled
Enabled
Enabled

Item Name
From 0 to 5
5
More than 5

Save Cancel

List Items | Default Yalue

Select values from the list

From 0 to 5
5
More than 5

j Optionally, configure the default value on the Default Value tab.

If you use a predefined list, the Default Value tab displays all predefined
values and you can select one in the list. If you do not use the Predefined
List, the Default Value tab enables you to select an undefined option or

define a value depending on data type.

4 Click the Reporting tab.

Apply to Al Dispostons
Mt this default assgnment can be avermiden by campagn-spedfic depastion selngs

[ donty | [ swe || corcel |

5 To add dispositions that can be assigned in the IVR script, click Add.

6 To apply to all call dispositions, check Apply to All Dispositions.
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7 Select the dispositions and click OK.

Select Disposition(s)

©

8 Click Save.

Select disposition to add:

Creating Call Variables

[& Ali Open Levell
Ali Open Level2
(= Ali Open Level3
& AliClose

[ aiiopen
Approved

IE Busy - Copy

<

0K

Cancel

After you save a call variable, you can no longer modify its content. Your only

option is to create a new call variable.

Example

Describes how to create a call variable for queue callbacks. By adding the
variable to reports, you can find out the number of callers who select queue
callback each day for each queues.

1 Select or create a call variable group.

00 N O U1 A WN

Save the variable.

Create and name a variable Queue Callback.

To include the variable in reports, check Reporting Call Variable.
In the Queue Callback example, keep the String default data type.
Under Restrictions, select Required.

Under Default Value, enter a value, such as 1.

In the Reporting tab, add the Queue Callback Assigned disposition.
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Adding Call Variables to Campaign Profiles

The Campaign layout configured in the Campaign Profiles enables you to define which
call variables are visible for the campaign. See also Managing Campaigns in the Five9
Campaign Administrator guide.

The User Profile settings allow you to control which contact fields are available to the
Users which belong to the profile. The profile does not provide access to call fields, user
profiles are not call related.

1 Access the Campaign profile properties window.

2 Select the Layout tab.

: x
General | ani | Fiter | Diq:mimn

6 [test

3 Select Custom Campaign Settings.

If you are creating custom campaign layouts with the CTI Web Services API, you
can display call variables to agents.
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% best Properties

General | ANI | Filter | Disposition Count Layout |
Visible Data Fields:

~ Apply User Profile Settings

~ Apply Default Contact Field Settings

Field | Titke | une | width | Read-Only
Customer. numbier 1 Primary 1 100=5 C
Customer.number2 Alternate 1 2 100 D
Customer.number3 Alternate 2 3 100 O
Customer. first_name First Name 4 0= O
Customer. last_name Last Name 4 50 '
Customer. street Street 5 w0 T
Customer. state State 6 s L
Customer. Tip Zp 5 s L
|Customer. Last Dispasition. .. Last Disposition (System ... |7 w0
Add Edit ] Delate I Up Dovam I Preview |
CTI Web Services
[ Enforce Users to View Cal Variables

4 If appropriate, enable Enforce Users to View Call Variables at the bottom.
With this feature, any component that uses the CTI Web Services displays call
variables as follows:

° Enabled: Call variables are always shown to agents.

° Disabled: Call variables are shown to agents only if they enable Show Call
Attached Variables in their softphone settings.

5 Click Add.
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6 Select Call Attached Variable.

™ Contact Field | (1 w(nt_# =]
Alfached Varigblg  [aiudn. 11 -]

Title Jhudn. 11

width | 50

Read-Only r

In the drop-down menu, all existing call variables are listed.

7 Select a variable.

For example, if you select ca11.skill name, assign the profile to a campaign,
and instruct your agents to enable Show Call Attached Variables in their
softphone settings, your agents will see the skill name of all inbound calls of that

campaign.
T x

" Contact Field
¥ Call Attached Variable

Tite
Width
Read-Onfy

8 Define the following options for the selected field:

° Title - Field name displayed in interface.

° Width - width of the field.

© Read-Only - For example, you can deselect this option for such fields as
Sale Amount as the agent will put the value there.

9 Click OK.The field appears in the layout.
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D ———— = S

General | ANI | Filter | Disposition Count Layout |
Visible Data Fields:

" Apply User Profile Settings

¢ Apply Default Contact Field Settings

(% Custom Campaign Settings

Fiekd [ Title [ ine | weth | readonly |
[Customer rumber 1 Primary 1 100=] I
Customer.number2 [aiternate 1 2 w0
ICustomer.number3 Iaiternate 2 I3 wo
Customer, frst_name First Name la o=
Customer last_name LLast Name la 5= O
Customer. street Streat Is 100=] O
Customer. state iState 13 e
Customer. zip Zp 3 s
Customer. Last Dispositon. ... Last Disposition (System ... |7 w=]
Call.bill_time (Call.bill_tme: 3 | |

Add Edit Delete w | oo | ereview |

CTI Weh Services
W Enforce Users to View Cal Variables

10 Click Apply or Save.

Linking Call Variables to Dispositions

Call variables can be linked to dispositions by their properties or by the disposition
properties. In both cases, use the Reporting tab to associate call variables to
dispositions. Once enabled for reporting, call variable values can be displayed using a
custom Call Log report. Alternately, you can assign a call variable with the enabled
Reporting option to the disposition as described below.
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1 Open the Dispositions section, and open the properties of a disposition.

2 Select the Reporting tab.

i e B L )

3 To choose a call variable with enabled Reporting option, click Add.

Type: Strng
Dezpositon: Agreed to Pay
Default Value:  vrs.last_main_menu_dhoice

I‘ovmubem.;vg.gw

[ v

r —
o« | cancel |

4 Select a call variable name from the menu.
5 Optionally, check Overwrite Default Value With.
6 Choose a call variable or define a constant.

7 Click OK, and Apply or Save.

Transferring User-to-User Information with Call
Variables

You can use call variables to transfer User-to-User Information (UUI) data between the
VCC and other telephony systems, such as other call centers or PBX systems, by using
the SIP protocol. UUI data is information not pertaining to the call, such as an account
number. The call variables values are transferred without modification.

Note: UUIl.XHeaders, UUl.XHeadersOut, and UUI.AllHeaders CAVs are set by
the system.
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This table and the figure that follows describe outbound and inbound calls with a UUI

example.

Outbound Calls

The call is transferred from the agent to
the external application that supports
UUL.

The UUI data is sent from the Five9 VCC
to a third-party call center or PBX
system in outgoing SIP calls.

A customer calls an 800 number
assigned to the Five9 VCC.

In the VCC IVR menus, the customer
enters information, such as account
number and personal identity, that
corresponds to call variables. The
information captured by the IVR is
attached to the call in UUI or other SIP
headers.

The VCC IVR transfers the call to a third-
party call center or PBX system, which
extracts the data to route the call to the
appropriate skill group or agent.

Once the agent accepts the call, all data
originally entered by the caller is
transferred to the agent.

The agent does not have to enter that
information again.

Inbound Calls

The call is transferred from the caller to
the agent.

The UUI data is received by the Five9
VCC in incoming SIP calls.

A customer calls a third-party call center
or PBX system.

In the external IVR menus, the customer
enters information, such as account
number and personal identity, that
corresponds to call variables. The
information captured by the IVR is
attached to the call in UUI or other SIP
headers.

The external IVR transfers the call to the
VCC, which extracts the data to route the
call variables. The VCC IVR uses these call
variables to route the call to the
appropriate skill group or agent.

Once the agent accepts the call, all data
originally entered by the caller is
transferred to the agent.

The agent does not have to enter that
information again.
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Customer calls other call

Customer calls Five9 VCC

center or PBX sy

IVR IVR

Customer enters account

and other infor

Outbound Calls Call variables

Five9 encodes data in

base 16 and adds

Inbound Calls

Third-party call center or ‘Calltransfer

PBX system

*

Call variables Call variables

Five9 decodes data from

base 16 and pass

Agent accepts call; data

transferred to ag

Requirements

Before using this feature, you must be able to provision a private SIP trunk to connect
to Five9 across the internet, VPN, or Multiprotocol Label Switching (MPLS). With VPN
and MPLS, you may incur additional fees. For more information about private SIP
trunks and to implement this feature, contact your Five9 representative or Professional

Services.
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Creating Call Variables

Note: UUIl.XHeaders, UUl.XHeadersOut, and UUI.AllHeaders CAVs are set by
the system.

Create these items:
¢ A call variable group specific to UUI data. You may choose any group name.

¢ As many variables as you need for the data that you want to transfer between
locations. You may choose any variable names. Variables can have any format,
value, restrictions, and default values. Choose the format expected by the
remote side to which the SIP trunk is linked. For example, if you expect UUI data

to be an integer, create an integer variable.

Example

Your remote call center or PSTN system expects UUI data in the body of a User-
To-User SIP header to be an integer. Your call variable for UUI data is named
my.var. Its type is integer. The IVR script validates the format of the value
when assigning it to the variable. Five9 inserts the value of my.var in the initial
SIP message of each outbound call as follows: User-To-User=<my.var-value>.

Actions Options View Help
€> |4 XK|»o|e

User-To-User 3 Object(s)

& gaenv0l_common
i E Users Call Variable Name Description Type Data Type
£ User Profiles date_tod Custom Date
E Agent Groups
4 uid Custom String
£ skils
£ Lists Var Custom String
3 contacts
[+ F Dispagitions
b ? i P
"—' Lo P ol . By, .ﬁ'—""‘"‘-‘“
[+, -Z0) Prompe.
B2 Connectors

—-£5) call variables

®) Order Information

[#-[E]) Reason Codes
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Preparing Your Implementation

When done, provide to Five9 the names and types of your variables, such as string or
date, for the UUI data to add to SIP headers.

While Five9 is setting up your implementation, add the call variables to campaigns and
IVR scripts as usual. You can start transferring data as soon as Five9 has completed your
implementation.

When you receive decoded data, you can add it to an IVR script, show it to an agent,
send it with the SIP protocol during third-party transfer, and store it for reports.

System Call Variables Groups

You cannot edit system variables. Default settings are overridden by campaign settings.

Agent Group
Call Group
Customer Group
IVR Group

Omni Group

Agent Group

Key Type Description
and
Format
Agent.first_ string ID of the first agent associated with the call. If only one agent handles
agent the call, Agent.id and Agent.first agent are the same.
Agent.full_ string Full name of the last agent on call
name
Agent.id string Agent object ID (up to 20 digits)
Agent.station_  string Last agent’s station ID used when logging in
id

Agent.station_  string Last agent’s station type: softphone, gateway, or PSTN
type
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Key Type Description
and
Format
Agent.user_ string Last agent's user name
name
Call Group
Key Type and Description
Format
Call.ANI string ANI. The Automatic Number Identification provides the
receiver of a telephone call with the number of the calling
phone.
Up to 20 digits, including 011 for international numbers
Call.bill_time hh:mm:ss Bill time for the call. Roughly equivalent to Call Time but can
vary based on the call plan
Call.call_id string Call ID. Up to 20 digits
Call.campaign_id string Campaign object ID. Up to 20 digits
Call.campaign_ string Campaign name
name
Call.comments string Call notes recorded by an agent
Call.disposition_id  string Disposition object ID. Up to 20 digits
Call.disposition_ string Name of a disposition.
name
Call.DNIS string DNIS. Dialed Number Information Service is the number that is
being dialed. Up to 20 digits, including 011 for international
numbers.
Call.domain_id string Domain ID that can be added to reports.
Call.domain_name string Domain name that can be added to reports.
Call.end_ yyyy-mm-dd  Call completion time stamp.
timestamp hh:mm:ss
Call.handle_time hh:mm:ss Handle time duration (starts with call being answered by an
agent and ends with call disposition).
Call.hold_time hh:mm:ss Hold time (duration)
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Key

Call.language

Call.end_
timestamp

Call.handle_time

Call.hold_time
Call.length
Call.mediatype

Call.number

Call.park_time
Call.queue_time
Call.session_id
Call.skill_id
Call.skill_name

Call.start_
timestamp

Call.tcpa_date_of _
consent

Call.type
Call.type_name

Call.wrapup_time

Type and
Format

string

yyyy-mm-dd
hh:mm:ss

hh:mm:ss

hh:mm:ss
hh:mm:ss

string

string

hh:mm:ss
hh:mm:ss
string
string
string

yyyy-mm-dd
hh:mm:ss

yyyy-mm-dd
hh:mm:ss

string
string

hh:mm:ss

Description

IVR language

Call completion time stamp

Handle time duration (starts with call being answered by an
agent and ends with call disposition)

Hold time (duration)
Call duration

Type of customer interaction with your agents. In reports, you
see these values: Voice or Visual IVR.

Contact number

Read-only variable that indicates the format of the record that
was found. In the future, it can be assigned to email or login,
for example. For a comparison of variables that can contain
phone numbers, see About Call.number, Customer.numberX,
and Call.ani.

Duration of park time

Queue time

Call session ID that can contain 32 to 64 characters.
Skill object ID (up to 20 digits)

Skill name

Date and start time of the call.

Date and time of consent used for consenting to callbacks from
a Visual IVR contact page.

Two-digit call type ID.
Call type name.

Duration of after-call work.

Customer Group

In the Call Variables folder, this group is named Customer. However, this group is
named Contact in the menus from which you select call variables.
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Key

Contact._record_id

Contact.city

Contact.company

Contact.email

address

Contact.first_

name

Contact.last_name

Contact.numberl

Contact.number2

Contact.number3

Contact.state

Contact.street

Contact.zip

Type and
Format

string

string
string

string

string
string
phone
phone
phone
string
string

string

Description

Default contact field. You cannot select this contact field in the
VCC menus.

Default contact field
Default contact field

Default contact field

Default contact field

Default contact field

Default contact field (primary phone number)

Default contact field (first alternate phone number)
Default contact field (second alternate phone number)
Default contact field

Default contact field

Default contact field

IVR Group

Key Type Description
and
Format
IVR.error_ int Four-digit error code of the last module of the IVR script. For a complete
code list, see the Interactive Voice Response (IVR) Administrator's Guide.
IVR.error_  string Description of script module errors.
desc
IVR.last_ string Name of last IVR module.
module
IVR.last_ string Name of last branching module in a script: If/Else, Case, Answering
state Machine, or Menu.
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Omni Group

The Omni variable group is designed for digital engagement interactions, such as email
and chat.

Note

Chat and email sessions must use Omni.* system variables. Chat and email
sessions using custom Omni.* prefix variables are not established.

Key Type and Description
Format
Omni.campaign_ string E164 formatted phone number assigned to campaign.
sms_number
Omni.client_sms_ string E164 formatted phone number user employs.
number
Omni.contact_id string Reserved for future use.
Omni.domain_id string Unique ID for your VCC domain.
Omni.domain_name string Unique name for your VCC domain.
Omni.email string Sender’s email address.
Omni.email_priority number Reserved for future use.
Omni.external_id string Unique ID for Salesforce chat and case objects.
Omni.interaction_id  string Unique ID for text interactions.
Omni.main_ string Campaign’s main email account.
recipient
Omni.name string Email name if available in the email or chat name field.
Omni.published_ date/time e Email: Time that email is received in the customer’s mail
time server.

¢ Chat: Start time of the chat.

Omni.question string Chat question.

Omni.source string Predefined list that includes Five9_chat and Salesforce. The
media type is specified in call.mediatype.

Omni.start_time date/time Time that email reaches Five9 (synchronized with mail
server).

Omni.subject string Subject of email.

Omni.to string Additional email recipient addresses.
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Key Type and Description

Format
Omni.total_body_ number Body size in bytes.
bytes_size
Omni.total_body_ number Body size in characters.
chars_size
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