Cisco Contact
Center Supervisor
Training



TRAINING OVERVIEW

Cisco Contact Center Supervisor Training

* Supervisor - Finesse
— Supervisor Log-In & Log-Out

— Team Performance Window

o Force Agent State Change & Monitor Call
o Barge In

— Queue Statistics Window
Agent Re-skilling
« Supervisor Admin Utility — SAU

« Dashboard
— Real-Time Reports



Cisco Finesse

SUPERVISOR




SUPERVISOR LOG-IN

Log-in Procedure

» Open your Internet browser (Internet Explorer 9) and type
the following website address http://finesse.illinois.gov

/~ <ign in to Gisco Finesse - Windows Internet Explorer

.

[ I-:ls-:-:- http://finesse.ilinois.gov /desktopfcontainer Plocale =&

4
Ll

o7 Favorites

sl Sign in to Cisco Finesse

L)

Enter Cisco Finesse
Website address

n_LIs



http://finesse.illinois.gov/

SUPERVISOR LOG-IN

Log-in Procedure Cont'd

* Credentials (last 5 digits of extension: 15551215555)
Agent ID: Enter your 5-digit ID (15555)
Password: The password is the same as the 5-digit ID
Extension: Enter the 11-digit agent extension

f1aalne Cisco Finesse
CISCO Version 10.0(1)

(s]1 ol 15551215555

|| Sign in as a Mobile Agent ?




SUPERVISOR LOG-IN

Supervisor Console

stftat]r, Supervisor
CISCO Mot R !

“Home e

@ Sign Out || @ Ready | 2, Start Monitoring

Sign Out ~

CMS.IT -~

Agnes Standefer
Andy Craft
Armando Atermpa
Billy Foster

Brad Morrow
Brenda Call
Brian Smith
Courtney Enoex
Curtis Flamm

Darrell Darn

0 Logged Cut
0 Logoed Cut
0 Logged Cut
0 Logoed Cut
0 Logged Cut
0 Logoed Cut
0 Logged Cut
0 Logoed Cut
0 Logged Cut
0 Logoed Cut




SUPERVISOR CONSOLE

Team Performance

» Select team from drop down menu on right

.l || . || 1. Supervisor Test Agent2 (11091) - Extension 15551210999 Sign Out «
CISCO Mot Ready

“Home MWanage Call

@ Sign Out || @ Ready | 2. Start Monitoring

Agnes Standefer 0 Logged Cut

Andy Croft 0 Logged Out =
Armando Atempa 0 Logged Cut -
Billy Foster 0 Logged Out =
Brad Morraw 0 Logged Cut -
Brenda Call 0 Logged Out =
Brian Smith 0 Logged Cut -
Courtney Enoex 0 Logged Out -
Curtis Flamm 0 Logged Cut -

Darrell Dorn 0 Logged Out - -




SUPERVISOR CONSOLE

Team Performance Cont'd

« Supervisor can see Agent Name, State, Time in State,
and Extension.

_

@ Sign Out || @ Ready || &, Start Monitoring

5 Standefer & Logged Cut
Andy Croft 0 Logged Cut
Armandao Atempa 0 Logged COut
Billy Foster 0 Logged Out
Brad Maorrow i Logged Out
Brenda Call 0 Logged Out
Brian Smith i Logged Out
Courtney Enoex 0 Logged Cut
Curtis Flamm 0 Logged COut

Darrell Darn 0 Logged Out




SUPERVISOR CONSOLE

Team Performance Cont'd

« Sort Agents by Agent Name, State, Time in State, or
Extension

_

@ Sign Out | @ Ready | 2 Start Monitoring
IV T S = N
Test Agent? @ Mot Ready 040 15551210999
Wike Wyhite 0 Logged Out - H
Dusten Mance 0 Logged Out
Michelle Coffin 0 Logged Out
Jacqueline Rogers 0 Logged Out
Joe McFee 0 Logged Out
Andy Croft 0 Logged Out
Warguis Boyce i Logged Out
IT Service Desk 1 0 Logoed Out
Brian Srmith 0 Logged Out - -




SUPERVISOR CONSOLE

Team Performance Cont'd

» Supervisor can select an agent in “Not Ready” and
force the agent to “Sign-Out” or go “Ready”




SUPERVISOR CONSOLE

Team Performance Cont'd

e Supervisor can Monitor an Agent call by selecting an
Agent in the “Talking” state and clicking “Start
Monitoring”

 NOTE: Must be in Not Ready State to Monitor Call




SUPERVISOR CONSOLE

Team Performance Cont'd

s1]141]1, Supervisor Test Agent2 (11091) - Extension 15551210999
CISCO Not Ready ¥

Home: Manage Call

W [ZHECECIT . Start Monitoring

Sign Out «

Agent Name A \ Time in State \ Extension
Test Agent1 © Talking 00:00:38 15551211089
Test Agent2 ® Not Ready 00:17:53 15551210999




SUPERVISOR CONSOLE

Team Performance Cont'd

* The call is then forked from the agent phone to the
supervisor phone. The supervisor will be able to hear
the agent and customer, but is unable to talk on the
call. The agent nor customer are notified the
supervisor is listening into the call.

* The supervisor can stop monitoring the call by clicking
the "End” button

Click on "End"
ﬁ button




SUPERVISOR CONSOLE

Team Performance Cont'd

* Once the supervisor is monitoring a call, the
supervisor can join the call by clicking “Barge In”

-lll- | | 1. Supervisor Test Agent2 (11091) - Extension 15551211026
cIsco ~ Taking ¥
‘. Hare"  han age Call

Ak

St P artobr Sare s
FEST R @ Ready | = Monitoring Agent

Tracy Starwalt
Tim Williams
Test Agent2
Test Agentl

O Logoed Out

O Logoed Out

& Talking 00:01:51
& Talking 00:02:07

—




SUPERVISOR CONSOLE

Team Performance Cont'd

 |f the supervisor wishes to speak to the customer
alone, the agent can be dropped from the call by
choosing the agent from the drop down box.

st]1e1]s. Supervisor Test Agent2 (11081) - Extension 15551211026
8

CISCO ~ Talking
W Manage Call

! CMSITPasswordPQ 15551210999

on the “Drop”

* The agent will drop from the call and be put m

“Wrap-Up~ state If the agent is from either the IT or
CMC teams.

,14-—-




SUPERVISOR CONSOLE

Queue Statistics

* The queue statistics window provides an overview of
the queue with number of calls in queue, duration of
oldest call in queue, how many agents are in “Ready”
or “Not Ready”, how many inbound and outbound
calls, and how many agents are in a pending “Wrap-
Up” state.

_

CMS.AdminPQ ] 00:00:00 0
CMS AfterHours.PQ 1] 00:00:00 1]
CMS.CMC.PQ ] 00:00:00 0
CMS.CMSITOther.PQ 0 00:00:00 0

o o o

oo oo

oo oo S =
<

oo oo

o o o
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SUPERVISOR CONSOLE

Queue Statistics

* Agents will show up in "Ready (Pending)” when in
“Wrap-Up”~
* Agents will show up in “Not Ready (Pending)” when

“Not Ready” with reason was chosen during active
call




SUPERVISOR LOG-OUT

Supervisor End of Shift Procedure

* Click on the “Ready” button and select “Not Ready —
End of Shift”

* Click on the “Sign Out” button and select the
appropriate code to complete the process

Sign Out = Select "End of
%+ S

Note: Logging out Is only possible when the
supervisor is in “Not Ready” status




Contact Center Enterprise

AGENT RE-SKILLING




AGENT RE-SKILLING

Supervisor Login Procedure

* Open your Internet browser (Internet Explorer 9) and
type the following website address
https://il084sprawhds/cceadmin

T

Enter CCE Agent
Re-skill address



https://il084sprawhds/cceadmin

AGENT RE-SKILLING

Supervisor Log-in Procedure Cont'd

* Inthe Domain field, choose the appropriate domain for
your network username

* |n the Username field, enter your network username

* |Inthe Password field, enter your network password
* Click “Sign In”

"cllls'é'c;' Unified CCE Administration Domain

ILLINOIS.GOV

Usemame

Password



AGENT RE-SKILLING

Re-skill Agent Attributes Procedure

« Before changing Agents’ Attributes, please read the following
notes

« Home-This is the default page when you log in and provides a
view pieces of system information. This page provides no access
to any tools with which to administer the system

* Manage- This section provides the controls for configuring
precision queues, attributes, and assigning those attributes to
agents. The only values that should be modified within this
tab is within the Agents section. Modifying the precision
queue settings has a high likelihood of causing outages to
not only your agency, but possibly other agencies. Never
make changesto the precision queue settings.

« Settings- This page configures the deployment type for the
system. Never make changesto the settings on this page.
Doing so will cause an outage to the entire state. |




AGENT RE-SKILLING
Re-skill Agent Procedure Cont’d

* Navigate to the Manage/Agents option

| Unified CCE Administration
"M" anage Settings

Deploym{ Agent call

_ Bucket Intervals

Attributes

Precision Queues




AGENT RE-SKILLING
Re-skill Agents’ Attributes Procedure Cont'd

* Enter the Agent ID you wish to modify in the search field

Manage Agents
List of Agents 21
~» °
Username 4 Peripheral Last Name First Name Description
10000 PG1.UCM Terri Pasternik DES - CSC - LomO1 =
10001 PG1.UCM Meal Gaynor DES - CSC - LomO1 =
10002 PG1.UCM Maria Amaro DES - C5C - Lom0O1
10003 PG1.UCM Lee Mann DES - CSC - LomO1
10004 PG1.UCM Riz Baig DES - C5C - LomD1
10005 PG1.UCM Jog Cheslak DES - CSC - Lom01
10006 PG1.UCM Leonard Gore DES - CSC - LomO1
10007 PG1.UCM Qlga Isais DES - CSC - LomO1
10008 PG1.UCM Megan Kuraja DES - C5C - LomD1
10009 PG1.UCM Malwina Lesna DES - CSC - LomD1
10010 PG1.UCM Sami Pinero DES - CSC - LomD1
10011 PG1.UCM Walter Smith DES - CSC - Lom01
10012 PG1.UCM Chiquita Harris DES BCP
10013 PG1.UCM Rickay Holman DES ESC
10014 PG1.UCM Susan Hinds PG1.DES.CSC
10015 PG1.UCM Tia Baugh DES - CSC - LomD2
10016 PG1.UCM Mark Woolsey DES - CSC - LomD4
10017 PG1.UCM John Chamberlain DES - CSC - Lom02
10018 PG1.UCM Charlotte Durham DES - C5C - Lom02
10019 PG1.UCM Janis Fenn DES - CSC - LomD2
10020 PG1.UCM Bill Gundry DES - CSC - LomD2 -




AGENT RE-SKILLING
Re-skill Agents’ Attributes Procedure Cont'd

iIck on the blue text of the agent you wish to modify

10086
19987
19988
19991
19942
19996

PG3.UCM

{LICM
PG3.UCM
PG3.UCM
PG3.UCM
PG3.UCM

Test
Test
Taest
Tast
Test
Test

Agentd
Agents
Agentf

Agent

Agent2
Agent3




AGENT RE-SKILLING
Re-skill Agents’ Attributes Procedure Cont'd

* The agent’'s setting will be displayed as below

Manage Agents
Edit Test Agent (19991)

Desk Semngs x Q

Team Admun? x Q




AGENT RE-SKILLING
Re-skill Agents’ Attributes Procedure Cont'd




AGENT RE-SKILLING
Re-skill Agents’ Attributes Procedure Cont'd

* Click on the “Add” button

Manage Agents

Edit Test Agent (19991)
General Alttributes Skill Groups Supenvisor
List of Attributes —'Q. Q Add
Name & Value

Test 1 M x




AGENT RE-SKILLING
Re-skill Agents’ Attributes Procedure Cont'd

» Click on the blue test of the needed attribute to add and
click on the “Save” button to complete the change

Mariage Agents
Edit Test Agent (19991)
Add Attributes
List of Attributes
VVVVV — =
Test 1 - x i |




AGENT RE-SKILLING
Re-skill Agent Warning

 WARNING: Be careful to only assign Agents their
respective Attributes. If an agent is assigned a different
attribute other than his/her team, that person could end
up getting a call from another call center.




Emergency Ad-Hoc Closure

SUPERVISOR ADMIN
UTILITY




SUPERVISOR ADMIN UTILITY
What is it?

* Ad-Hoc Changes to Contact Center Status
— Emergency Closure — Redirectto CMC
— Ah-Hoc Announcements
— Reset back to Default Schedule

« Call 217-557-8438
* Requires PIN to authenticate




SUPERVISOR ADMIN UTILITY

Call Flow

‘Press 1

Ad Hoc Emergency Submenu

Ad Hoc Open and Close Submenu

To redirect IT Password, DHS, HFS, CMS and IT Others to CMC —
Press 1

To redirect Admin calls to CMC — Press 2

To redirect Telecom Repair to CMC — Press 3

To redirect Telecom Provisioning to CMC — Press 4

To hear the options again — Press #

To return to previous menu — Press *

To set the system back to normal — Press O

CMS SAU Subflow

NOTE - Max No Input, & Max Bad Input —
Disconnects the caller after system hangs up

ART

Press2

Ad Hoc Announcements Submen
Ad Hoc Announcements Submenu

For General Announcement Sub-Menu — Press 1
For IT Password, DHS, HFS Announcement Sub-Menu — Press 2
For CMS/IT Other Announcement Sub-Menu Press 3

Press 1

General Announcement —
To active General Ann — Press 1

To disable General Ann — Press O
Repeat — Press #

To return to previous menu — Press
*

IT Password, DHS, HFS Ann —

To active announcement 1 — Press 1
To active announcement 2 — Press 2
To active announcement 3 — Press 3
To active announcement 4 — Press 4
To active announcement 5 — Press 5
To active announcement 6 — Press 6
To disable annoucements — Press O
Repeat — Press #

To return to previous menu — Press *

- ~ - < o
2 2 2 P 7
£\ 1S 4 N 1 4 1 4
o o o
s g s s
3. s 3 3
2= 2 ] K]
S 2 2
= = =z =z = o
2E z 2 2o 3
£ E] = s £ S
H H s b=t
& s 5|28 g
s 2 2
£= £ £8 £8 2
5¢ T B E 5 & °
s = S = s s S s 2
gL gs 23 g3 2
23 23 e RS =
Press * to return
to the Emergency
Main
Max No Input,
Max Bad Input
END

For IWIN Repair b-M. Press 4
Repeat — Press #
To return to previous menu — Press *
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IT CMS and IT Other —
To active announcement 1 — Press 1
To active announcement 2 — Press 2
To active announcement 3 — Press 3
To disable announcements — Press 0
Repeat — Press #

To return to previous menu — Press
-

Admin, CMC, Telecom, IWIN —
To active Admin, CMC, Telecom —
Press 1

To active CMC/IWIN — Press 2

To disable announcements — Press 0
Repeat — Press #

To return to previous menu — Press
-
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