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AGENT CLIENT INSTALLATION

Module

Agent eMall
Overview

This manual presents a description of the administration
procedures related to Agent eMail.

required to run Agent eMail. Agent eMail application provides convenient,
rules-based routing that gets email to the right agents, while “blending”
email messages with phone ACD phone activity.

T he TFB Media Server is the standard Windows based server platform

Email messages are received by Media Server, identified, and routed to individual
agents or agent groups (splits). Email messages are queued, and delivered to the
agent desktop. Simultaneously, the agent’s telephone is placed in a designated ‘break’
mode to prevent the phone from ringing while the agent handles the email. By
designating a ‘break’ mode for email contacts, ACD reporting accurately reflects agent
email activity.

TFB’s multimedia approach means email messages are treated like other forms of
customer contact, so agents easily handle email interspersed with other forms of
customer contact.
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Agent eMail Architecture

Agent eMail does not replace your existing email server, it works in conjunction
with it, taking mail from designated accounts and assigning it to queues and then to
the agents logged into those queues. Mail is sent using your existing SMTP server.

The TFB Media Server is the standard Windows based server platform required to
run Agent eMail. Note that any combination of Agent eMail, Agent Chat, ACD
Reports may be run on the same server.

Agent eMail Configuration Process

Agent eMail is administered and configured using the TFB Configuration Tool. You
can make configuration changes with the system in production and post them
instantly.

Using the Configuration Tool there are several main areas that relate directly to
Agent eMail.

- GROUPS
- AGENTS
- QUEUES
- EMAIL

You can set up email queues without configuring agents and groups but it is
recommended that at least a few agents are entered into the system so they can
be assigned to email queues.

Agent Groups are set up quickly and additional groups can be added as required.
Groups are typically given short descriptive hames. The GROUPS configuration
dialog is located under Multimedia | Groups in the left hand navigation tree.
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Major System Components

NEAX PBX/ACD

TFB TFB

Media Server
CTI Server Agent Phone

Connection

Agent Phone

IVR PORTS

Agent PC

@ Ethgrnef )

Database Server
Mainframe
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Module

Administration of
Agent Groups and
Agents

group association should be configured. If you already have agents in the

system you can go to Module 3 to set up email queues and parameters. If

this is a new system being configured for the first time, it is recommended
that you first set up at least a few agents and groups for the purposes of testing.
After initial set up of Groups are there is typically not a lot of maintenance required
for the Group, and agents can be added or deleted easily.

B efore setting up Agent eMail queues and queue parameters, agent and

For configuration purposes each agent must be assigned with a Group. Agent
Groups are a convenient way of categorizing types of agents independently of their
gueue or split assignments. Agents can belong only to a single group. How you
use and name groups is entirely determined by the user and by organizational
requirements.
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Setting Up Groups
Agent Groups are set up quickly and additional groups can be added as required.

Groups are typically given short descriptive hames. The GROUPS configuration
dialog is located under Multimedia | Groups in the left hand navigation tree.

[ System

----- Scheduls

----- Woice Files

= Features

- ETA / Callhack

- Bbo Attendant

- dta Transcriptions

- Pre-Call dnnouncement
- |nternet Callback,

- Quthound Campaign

- Skillz-B azed Fouting
A A DMIS Routing

- Call Center Routing

- Screen Pop
- Bl arme

= Multimedia

- Queues

- Groups <
- frgerits

- Email

o Chat

= Reports

- M ailing Lists
- Configuration
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TO SETUP GROUPS
1 From the GROUPS dialog, click the Add Group button.
FESESS Groups |

| fule] s o Aol (e o Hhae deples |

Tk Hres | | e T:; |
| Suppear ' Tugiphsr sgany
Devm waun 1
| Sopmt Q ageni Logny | Ageri 1D | lt:-\-hmm
— rentie |
2 The Add Group dialog appears. Enter the desired group name and
click OK.

x
Group Mame ; )4 I

IE wecutive Cancel |

3 Add additional groups as desired. To revert to the previous
configuration, click the Restore button in the upper left.

4 Atfter all groups are added click the Save button in the upper left corner.

5 A warning dialog appears if you try to exit the GROUPS screen without
saving the configuration.

warning x|
Do ol wank bo save your modifications 7

Yes I Mo | Zancel |
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Setting Up Agents
With Groups configured you are ready to add agents to the system. Any agent that
will be assigned to an Agent eMail queue must first be entered into the AGENTS

dialog. The AGENT configuration dialog is located under Multimedia | Agents in
the left hand navigation tree.
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- Screen Pop
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TO ADD AGENTS

1

2

From the AGENTS dialog, click the Add Agent button.

The Add Agent dialog appears. Enter the agent Login, First Name, and
Last Name, Password, and Agent ID. Do not leave these fields blank.

x

Lagin : Ipat

First Mame : IF'at

Last Mame : Ismith

Pazzword : |1 113

Agent 1D |1'|13

Group I Euecutive j
Email : [ pat. smithiZnarthind.com

Perzonal Pilat : |5|:||:|2|

0k, I Cancel

From the Group dropdown box, assign the agent to the desired the
Group.

Enter the regular company email address for the agent. This is used to

automatically cc that agent on their outgoing mail.

Enter the agent personal pilot.

Review the entries and click OK.

Add additional agents as desired. To revert to the previous
configuration, click the Restore button in the upper left.

After all agents are added click the Save button in the upper left corner.
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With some agents in the system, you are allowed to assign queues to each agent.
From the AGENT dialog. If no queues are currently configured, skip to the next

section to set up queues. The QUEUES dialog also lets you assign agents to
gueues, so you are not required to add them here.

TO ADD QUEUES TO AGENTS

1

3

4

5

Add a queue ko agent Pat 5 x|

From the AGENTS dialog, select an agent from the list in the upper
window.

From the AGENTS dialog, click the Add Queue button.
Fugpierid st

Agerd: |Fat Srisdh | darkd) cpuemng By an sgent om b

| Tups | e | Glusus bumier | Praviy | n!-cul.'.ll.reue.l
ey CHAT SUPPIAT 2 15
T EMSL SUFFORT 1 1E |

The Add Queue to Agent dialog appears. Select the desired queues
and click OK.

Tupe | M ame I
chat CHAT SUPPORT
email EMaAIL SUPPORT

k. I Cancel

Repeat this until the desired queues are added to each agent.

After all agents are added click the Save button in the upper left corner.
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Administration of
Queues

he TFB system provides for all contact channels, not just phones, to queue
inbound and outbound media. Parameters for set up and management of
Agent eMail queues is accessed through the general QUEUES dialog and
the EMAIL dialog.

General queue setup is administrated from the QUEUE dialog. Parameters specific
to email queues are administrated through the AGENT dialog. Each account to be
used with agent email should only be accessed by a single email queue.
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Setting Up Queues

The appropriate queues are easy to add to the system. First general queue
parameters are configured, then email specific parameters. The QUEUES
configuration dialog is located under Multimedia | Queues in the left hand
navigation tree.

[ System
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----- Woice Files

= Features
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TO SET UP EMAIL QUEUES

1 From the QUEUES dialog, click the Add Queue button.

Quenss: | el Time Stats

Aekd Dumue.. | Es. | Deme || AL e e i i M
[ Type | Blame |_Husrrber | Bieak Mode | Puosty | Escalation | Scheduie
chat CHAT SUPPD_ 2 1] 15 1] [rcne|
emal EMAIL SLFP... 1 0 15 i [rene|
— Bganls lgged in g

[T |l:h4‘. CHaT SUFPFIR | Add and actvate agents on & quels [om Fere.

[ Login | Agert 0| Group [ addager.. |

O o= 1171 Suppari

mEs m3 Esmcutive Deiete |

2 The Add queue dialog appears. Select email from the Type dropdown
box. Also name the queue.

Add a queue...
Type: | ernail j

Marme : IEM.-'l'-.IL EXECUTIVE

Murnber : |3
Break Mode IEI
Friority : I'I ]

Escalation: (" pez & no

Schedule : I {rone] j

ak. I Cancel |
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3 Enter a logical unique queue number. This can be any integer provided
it is not already in use.

4 Enter a break mode. The break mode is used to indicate to the ACD
that the agent is handling email. There may already be break modes
defined in your ACD, so the particular break mode assigned to email
should be chosen in consultation with the appropriate manager.

5 Select priority from 1 to 250. The lower the number, the higher the
priority given to email in this queue.

6 Select whether this is a standard queue or an escalation queue.
7 For email, Schedule should be set to [none].
8 Click OK.

13

TECHNOLOGY FOR BUSINESS CORP.



AGENT CLIENT INSTALLATION

Adding Agents to Queues

With the appropriate queues setup, you should then assign the desired agents to
each queue. Agents can be assigned to multiple queues are a single queue as
required. Recall that you can also assign agents to queues from the AGENTS
dialog.

TO ADD AGENTS TO QUEUES
1 From the QUEUES dialog, select a queue from the upper Window.
Addl]unﬂ...l Edi... I Dhsfasbe I | Sdd or modily quesses from hers, |
| Type | Mame | Wumbes | Bresk bode | Priciy | Escalation | % chisduie |
chat CHAT SUPFO z 0 15 0 o]

eral EMAIL SUPF. ] ] 15 ] | o]

Agufits g0 K Qi

[FIFaT Y amal EMSIL EXELLT Edd and achivale agends on o qusue from hise
e

| Logn [ Ageet 1D | Giows [ .H!l.ﬂm-ull

Dizactivate Selection

Delele
Dimmcireste A |

2 With a queue selected, click the Add Agent button. The Add Agents
dialog appears with a list of available agents. Select the agents to add
to the selected queue and click OK.
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3 The selected agents should appear in the agent list for that queue. You
can activate and deactivate any agents in the queue by simply
checking or un-checking the box next to the agent login.

Agents ogged i queue

1 i |I=rr\-:d EMaIL EXECUT | Sl ared achvate Sgents 00 & guasus o e
Logn | AgertID | Geoup | A:H-ﬁ.prl...l

Hl""l 1113 E sacipen

_ Do |

Desctvate Al |

Diaactivate Sekecion |

The checkboxes allow you to maintain an agent group and activate or
deactivate agents based on email volume.

Login | Agent |0 | Group |
joe 1111 Suppart
pat 1113 Execubive
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Setting Up Email Queue Parameters

Agent eMail uses your existing email and SMTP servers transparently. Email
gueues must be configured to pull email from the correct server and account, and
which SMTP server to use. The EMAIL configuration dialog is located under
Multimedia | Email in the left hand navigation tree.

[ System

----- Scheduls

----- Woice Files

= Features

- ETA / Callhack

- Bbo Attendant

- dta Transcriptions

- Pre-Call dnnouncement
- |nternet Callback,

- Quthound Campaign

- Skillz-B azed Fouting
A A DMIS Routing

- Call Center Routing

- Screen Pop
- Bl arme

= Multimedia
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You should not assign more than one Agent eMail to pull mail form the same
account on your existing email server.
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TO SETUP INBOUND EMAIL QUEUE PARAMETERS

1 From the EMAIL dialog, select a queue from the upper Window.

| Corfigune B e all s lors Bk deply |

Quese P ame | s Mt | Priceity |
EMAIL SUFPORT 1 14
EWSIL ESECUTIVE 3 15
~ Dns=us Configuestion

Oueue:  JEMSL EECUTIVE

[ | Wase [ [ Setinge. |

2 With a queue selected, click the Settings button. Select the Incoming
Mail tab.
X

Diganiration [HORTHAIND
Incamieng Mad | Qutgang Mad |
Mad S 1P - [rosd eitwmrid com|
Prsbood popd =
Poat [F rean sl 110
Bcroart [ gl - =t ]

Faammo : |em:

Ml Fstrial Frmcuency [E1 [Second:]
sy Flmphy Pty :

| wceiiest3_moscumen b

[ ok | e |
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3 On the Incoming Mail tab, enter your mail server IP address.

4 Select the inbound mail protocol from the drop down list. POP3 and
IMAP are supported.

NOTE This configuration is by queue so you are allowed to use POP3 for
some queues and IMAP for others if your email server environment has multiple
servers with different protocols.

5 The port defaults to 110. Check with your email administrator to ensure
this is the port configured on your email server.

6 Enter the account and password for the POP3 mailbox you want to pull
mail from.
7 Enter the mail retrieval interval. This should be a minimum of 60

seconds. This value can be adjusted upward based on your volume
and agent capacity. There is no set maximum.

8 Enter the path to the appropriate Auto Reply text file for this queue.
Note that the Auto Reply can be different for each queue.

9 Review your settings and click OK.
NOTE Ensure the Auto Reply text file is in the correct path
18
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TO SETUP OUTBOUND EMAIL QUEUE PARAMETERS

1 From the EMAIL dialog, select a queue from the upper Window.

| Coriigure Fe e all quesues bom iz dipla |

Quese P ame | s Mt | Priceity |
EMAIL SUFPORT 1 14

EWSIL ESECUTIVE 3 15
~ Dns=us Configuestion

Oueue:  JEMSL EECUTIVE

[ | Wase [ [ Setinge. |

2 With a queue selected, click the Settings button. Select the Outgoing
Mail tab.

L “tAR EXECUTIVE settings T |
Diganizsion:  [NORTHWIND

roomng sl Duigoing Ml |

SHTP St IF [srvigs nestenn com

Signaiue :

TFm wlorrnadion nclcded in s sceculron aneld o
Fod il aTeadion pRaposes orl).

Serad bl Enois To |Hﬁ_3@uﬂﬂ'mrdam

Fuhum Addness | |i:1-rc|.rr.-r@mﬂw-d N

o ] _ce |
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3 Enter the SMTP server to use for sending mail from this queue.

4 Enter the text signature to append to outgoing mail from this queue.

5 Enter the email address to send mail errors. This feature allows you to
track errors in a separate queue or even send to a personal email
address.

6 Enter the appropriate return address. This is typically the same inbound

address assigned in the Account field on the Incoming Mail tab, but it
could be any address.

7 Review your settings and click OK.

Email parameters are shown in the Queue configuration box.

— [ueue Configuration

Hueue : IEM.-‘-‘-.IL E-ECUTIVE

Fey | " alue | -
account emecutive

ack_reply_z... | dhombblesh3_exec...
emorg_ko error_3@northind. ..
inkerval B0 —_
organization | HORTHWIMD

pas awnd EHED

pork 110

rebiarm A TR TR = TR | EXRT ;I

Delete |
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