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Welcome to iceManager

As email and web-based communications become more common in today’s
business world, many call centers are evolving into contact centers. Contact
centers interact with clients over the telephone, through email messages, and
over the Internet.

ice is a powerful contact center solution that allows for the integrated handling of
contacts (calls, email messages, chat requests, etc.) that are directed to your
contact center. iceManager is the website that allows you to download tools,
access monitoring information, and configure recording settings in your contact
center.

The iceManager User Manual helps supervisors and administrators of ice
understand how to configure settings and gather pertinent information about the
contact center. This manual also helps users understand how to download the
necessary tools and where to find the manuals.

This manual assumes that you:
e Understand basic telephony terms and concepts, such as queue and contact.

¢ Have basic navigating skills for standard Windows-based graphical user
interfaces. This includes the ability to right-click and left-click, select Options
from a right-click menu, resize and minimize windows and navigate and scroll
with a mouse pointer.

e Have basic keyboarding and data entry skills.
The following conventions are used in this manual:
¢ Notes highlight important information.

e Cautions draw attention to functions and features that can impact the
handling of contacts.

e Words displayed in bold font are defined within the paragraph.
e |talics indicate buttons on the software interface.

e The term "right-click" is used to indicate that the secondary mouse button,
which by default is the button on the right, should be clicked. This
configuration can be changed so that the left mouse button is the secondary
button (for personal preference, for example, if the user is left-handed.)
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Chapter 1: Getting Started

This chapter includes information about the iceManager site — responsive design,
how to navigate the iceManager site, how to sign in, and access permissions. Once
you are familiar with the interface of iceManager, you may refer to subsequent
chapters for information on the different components of iceManager. Refer to the
iceReporting User Manual to learn about how to generate reports and for detailed
information on each report.

Note: iceManager is a web-based application. Some popup blocker applications may
prevent the opening of iceManager dialog boxes. If you encounter a problem when
opening secondary web pages in iceManager, disable your Popup Blocker software
and try again. For more information on popup blockers, please refer to Appendix A:
Adding to Allowed sites.
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Responsive Design

Responsive design is a web design approach aimed at crafting sites to provide an optimal viewing
experience - easy reading and navigation with a minimum of resizing, panning, and scrolling - across
a wide range of devices (from desktop computer monitors to mobile phones). iceManager has been
designed responsively for an enhanced user experience. When your browser window is minimized
below a certain resolution, elements on the page will collapse to ensure they are still legible. By
default, the responsive layout is enabled. This setting can be disabled in the Settings section. For
information on how to do this, refer to Chapter 3: Settings.

The screen below shows the viewing experience on a desktop monitor.

, y . X ps ACTIVE JWUE@301)  LOGGED OFF
= HOME MONITOR JOURNAL SURVEY REPORTS ~ ADMINISTRATOR CAMPAIGN ICEBAR CONTACTS |_V_;‘ A I g s e AV
FILTERBY: < | QUEUES USERS DATE RANGE

e - Select queues. - Select use: v February 09,2023 - March 10,2023 SEARCH CONTACTS

0 voice RESULTS
O email

O Instant Message

Previous | Next

Date v

No contacts found with given search parameters

o

Showing 010 0 of 0 entries

o

10+ | records Previous | Next

CLEAR ALL
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The screen below shows the viewing experience on a tablet.

= v B mln e WV
@ EVALUATION EXTERNAL USER
DETAILS INTERACTION EVALUATION
Durat Contact Name Contact ID: 7329 Andrea
ﬂ0:00:05 E){ternal Sender: External User (tel:+1... Evaluation Being Evaluated
User dennisdemo8@icela. .. tate
aluations General Evaluation
B Interac Queue DennisDemo Form: Form
Voice Voice MEDIA TRANSCRIPTS
Ended
CALL QUALITY Comment
Agent Attitude Y:{ ‘;:{ ﬁ{ i:( ﬁ n Comment
Caller attitude “ Comment
Lync Call Quality TERRIBLE EAD “ Comment
MEDIOCRE GOOD
EXCELLENT
CALL QUALITY TOTALS o
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The screen below shows the viewing experience on a mobile device.

0 A

o

DETAILS

@ 66:60:05 Exiérﬁat-l User

@ Voice
INTERACTION
Contact ID: 7329
External User (tel:+190588255...

dennisdemoB8@icelab.comput. .

Name DennisDemo
Voice
Ended

EVALUATION
Evaluator Andrea
Being Evaluated

General Evaluation Form

MEDIA TRANSCRIPTS

To navigate to another tab while on a tablet or on another mobile device, click the red
menu button.
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Navigating to the iceManager Site

iceManager is accessed on the iceManager website, which could be hosted on the web server as part
of the ice deployment. It is where you can access the various ice contact center tools and user
manuals.

To access the iceManager website, open the web browser and type in the URL for the website. If you
do not know the URL, contact your ice administrator.
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Procedure to Sign In

iceManager is a web-based application and can be used on any computer that is running a web
browser. To sign in, you must provide a user ID and password. Contact the ice administrator if you do
not have this information. For information on how to use single sign-on to log in, proceed to the next
section.

Follow these steps to sign into iceManager:

1. Open your Web browser and go to your iceManager site.

; Unified Communi‘ns .
Ice

Username

Password

] Remember Me

USE WINDOWS CREDENTIALS SIGN IN ‘

In the ‘Username’ field, enter your four-digit user ID.
In the ‘Password’ field, enter your password.

Use the language drop-down menu to select either English or French.

o > 0D

Select the ‘Remember Me’ check box if you want your Username to be pre-populated the next
time you go to the Sign In page

Note: this option is not recommended for shared computers.
Click Sign In.

7. Once you have signed in, you will see the Journal page.
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JULIE (1301) LOGGED OFF
= e &) A I @ Administrator 23:41:43 4 &

FILTER BY: < QUEUES USERS DATE RANGE

& Interaction Type - Select queues. A Select users. v 02-09 - 03-10
O voce RESULTS

O email ~

O Instant Message
Previous | Next

& Contactinfo ‘
“« Contact ID Type Date % Duration Sender (ANI) Recipient (DNIS) User Name Q

O R “ No contacts found with given search parameters

a8 «

Showing 0 to 0 of 0 entries

Display | 10 4 | records Previous  Next

Expired Password

Follow the steps below to change your password:

1. Sign in to your iceManager site by following the instructions in the Procedure to Sign In
section.

2. If your password has expired, you will see the following page.
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h Unified Communicati
Ice

Your password has expired. Please change it now.

Password
*Input required

Password must be at least 3 characters long.

New Password

New Password Confirm

[] Remember Me

SIGN IN

In the ‘Password’ field, enter your current password.

4. Inthe ‘New Password’ field enter your new password. Confirm your new password by
entering it again in the ‘New Password Confirm’ field.

5. Select ‘Sign in’ to complete your password change, or ‘Cancel’ to return to the log in
page.

6. The log in page will open again. Enter your user ID and new password to complete the
log in process.
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Single Sign-On

If your organization has enabled Single Sign-On for iceManager, you will be able to sign on using one
of the identity management platforms, including ADFS (Active Directory Federation Services) or Okta.

Note: To enable Single Sign-On, it will need to be configured using Active Directory in
iceAdministrator. For further information to enable Single Sign-On, please review the iceAdministrator
User Manual.

Signing on with Single Sign-On

Once Single Sign-On is properly configured, when launching the iceManager website, click
Use Windows Credentials or the Use Okta Credentials button rather than entering the user
name and password.

B m ™
Unified Communications ice Unified Comiis
- B

Username

Password

®] Remember Me Remember Me

USE WINDOWS CREDENTIALS SIGN IN USE OKTA CREDENTIALS SIGN IN

1. Click the Use Windows Credentials or the Use Okta Credentials button.

Note: If you wish to skip this step for future logins, check the box for Remember Me. This
way, you will not have to enter your credentials each time you sign in.

2. You will be prompted to log in or redirected to a page where you can log in using your ADFS
or Okta credentials.

3. Enter your ADFS or Okta username and password and log in.

Note: This dialog box may look different, depending on the way your administrator has
configured the system.
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[ identity Server Authorization

Connecting to &

Sign-in with your Computer-Talk-dev-557284 account to access

ComputerTalk Technology

=
Sign in with your organizational account
[bomeoneaeiamplecom okta
Password

Sign In

Remember me

Need help signing in?
©2013 Microsott
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Common Error and Warning Messages

Authentication error

If a user types the wrong User ID or the wrong password, the following message appears.

L4

i Unified Communi‘:s
Ice

The username or password you entered is incorrect.

3000

[l Remember Me

SIGN IN ‘

]

If you cannot remember your password or User ID, an Administrator can reset it in
iceAdministrator. For more information refer to the iceAdministrator User Manual.
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Server Connection Error

iceManager must have network connectivity to the ice server to function properly. If your
contact center experiences network problems, you may see this error message.

Failed to connect to the remote server, please make sure the connection entries
are valid

“Failed to connect to the remote server, please make sure the connection entries are valid.”

This error message indicates that the server is potentially experiencing a problem with
connection. Please contact your ice administrator.

Loss of connection

A few seconds after connection is lost, an error message appears in the top right corner of
the screen:

“Server not responding! iceManager is experiencing connectivity problems. Attempt to
reconnect is in progress. Sorry for the temporary inconvenience”.

The message fades away after a few minutes. iceManager will keep attempting to reconnect
until it is successful.

iceManager is experiencing connectivity problems.

Attempt to reconnect is in progress. Sorry for the
temporary inconvenience

SEARCH CONTACTS

Verify that you are connected to the Internet. If you are connected, but still receive the Server
not responding message, contact your Administrator.
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iceManager Access Permissions

The following table lists the access permissions for the major functions of the application.

User Team Supervisor Switch Global
Lead Admin Admin
Tabs
o
v v

iceBar (download) v
Functionality

Perform/view evaluation &

Delete evaluation in For For any For For all
progress contacts contact contacts contacts
handled handledin  handled
by anyone the by anyone
assigned  supervisor  assigned
to the queue(s) to his/her
team or for any switch

contact (similarly
where the  for Node
supervisor  and Site
shares a Admin)

gueue with
the
handling
agent.
Perform self-evaluation No one is allowed to perform self-evaluations
Delete completed \4 v

evaluations & evaluation
of self in progress

View evaluation of self v v

View Recordings v v v v v

(everyone can see contact ENerT RV For For any For For
search results) own anyone contact anyone anyone
recording  assigned handledin assigned
transcript to the the to his/her

only team supervisor switch
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User Team Supervisor Switch Global
Lead Admin Admin

queue(s) (similarly

or forany  for Node

contact and Site
where the Admin)
supervisor
shares a
queue with
the
handling
agent.
Delete Recordings v v
(can delete audio
recordings, but not IMs
and emails)
Change email resolution v v v v v
code Oown For For any For For all
contacts contacts contact contacts contacts
only handled handled in handled
by anyone the by anyone
assigned  supervisor  assigned
to the queue(s) to his/her
team or for any switch
contact (similarly

where the  for Node
supervisor  and Site
shares a Admin)
gueue with
the
handling
agent.

Settings
Journal Settings
Schedules

Recording /_ v
Server/Screen Can view
Recording datastores

Datastore v v
Can view
datastores
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Archiving/Purging
Rules

Reports Settings

Campaign Settings

Intranet/Session Settings

Browser Settings v

Language Settings v
Can view
only.
Server Settings
Configuration Group v
Settings Can view
only.
Line of Business Settings v
Can view
only.
iceMail Settings v
Can view
only.

ice Settings

User

Team
Lead

v

v

Can view
only.

v

Can view
only.

v

Can view
only.

v

Can view
only.

Supervisor

v

v

Can view
only.

v

Can view
only.

v

Can view
only.

v

Can view
only.

Switch
Admin

v
Can view
datastores

v
v

v

Can view
and edit
some
settings.

v

v

Can view
only.

v
v

Global
Admin

v

v
v

v

Can view
and edit all
settings.

v

v

Can edit
settings.

v
v

* The iceAdministrator application can be downloaded by On-Prem customers. Cloud solution
customers will have access to Citrix through the tab.
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Chapter 2: Components of iceManager

iceManager is composed of a Notification/iceBar, a Menu Bar, a Side Bar, and the Main
Frame.

From the Notification/iceBar, you can view Quick Text messages, view alerts, log off,
access contact handling features, and change the settings. From the Menu Bar, you can
access different tools within ice. The Side Bar shows different options specific to the ice
tool selected. The Main Frame displays content for the ice tool selected based on the
settings in the Side Bar.

This Chapter provides information about all of these functionalities.

6GED OFF
san Y@

Actve i
OME  MONTOR IOURNAL  SURVEY  REPORTS ADMINSTRATOR CAMPAIGN  ICEBA
= HOME  MONTOR JOURNAL SURVEY  REPORTS ADMINSTRATOR GAVPAIGN ICGEBAR  oce 0oA I@ .

FILTER BY: . QUEUES USERS DATE RANGE
poy— T [ setectqueues. MenuBar | T 8 rebanyos20 w04 Notification / iceBar [
oce

RESULTS

o]

Showing 0t0 0 of O entries

isplay [ 10 & | record Previous | Next
Main Frame
UPDATE

CLEARALL

II N o o 8

Note: To hide the sidebar, click the sideways pointing arrow, highlighted by the square
box above.
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Notification Bar

The notification bar is located on the top-right corner of the screen. It is comprised of several
buttons and drop-downs: Quick Text Messages, Alerts, iceBar, and Settings.

1 1 ANDREA (1201)
E‘ & Supervisor 03:56:26 W @
N A
AN N \ /
Quick Text Messages Alerts iceBar Settings

Quick Text Messages

Quick Text Messages allow you to send a message to any other user running iceBar,
iceAdministrator, or iceMonitor. To receive a message that someone sends you, you
must have one of these applications open. To view unread Quick Text messages, click
on the Quick Text Messages icon (pictured below) to open a drop-down list.

1 1
ANDREA (1201)
e A Supervisor 03:53:52 e @

. ¢ MY CHATS Clear All
MONITOR I a & %
& Home QUEUES GLOBAL ADMIN o= e

You can respond to the Quick Text message when the dialog box appears by clicking on
the conversation.

The conversation is kept until that entry in the drop-down list is permanently removed. To
permanently remove the conversation from the list, click the X located on the right side of
the drop-down dialog box.

To respond to the conversation, type in your response and click the send button.

To close the conversation window, click the ~ button in the dialog window, as indicated
below:
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g GLOBAL ADMIN ~

GLOBAL ADMIN
Hello

Now you can click on the X to delete the conversation.

MY CHATS Clear All

@ GLOBAL ADMIN by

For information on Quick Text Messages, refer to the iceBar User Manual.

Alerts

Alerts are iceMonitor messages that announce changes in the contact center (i.e., once a
certain threshold has been met or exceeded.) The number of unopened notifications is
displayed next to the Alerts button (caution triangle icon). To read the notification, click on
the Alerts button. For information on configuring conditions for notifications, refer to the
iceMonitor User Manual.

1 1 S
ANDREA (1201) LOGGED OFF
E‘ /i\' I @ Supervisor 03:56:26 e {é}
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iceBar for web

iceBar for web allows users to receive interactions, place calls, and a limited number of other
contact handling functionality. For more information about iceBar for web, refer to the iceBar for

web User Manual.

Logging out

To sign out, click the drop-down arrow on the iceBar and click the Log Out button.

JULIE (1301) LOGGED OFF A
Administrator 00:58:59

[] Use icePhone

GVl sipilulie@computer-talk.com

2 LOGIN N/
lad o =
iy
Settings

Click Settings to modify the iceManager display settings, to modify the settings for recordings and
evaluations, or to access user manuals. The following display appears:

—
B o e e e

SETTINGS < ABOUT

GENERAL

imrPool.computertalk.com

https:// computertalk .com

2 A
®
O Re:
%

ICEOSAce

Eastern Standard Time

5QL Time Zone:

CLIENT CONNECTIONS

(RN I@ e i ©

- 0001328

ROUND TRIPLOGS

For more information about settings, refer to Chapter 3: Settings.
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Menu Bar

The menu bar is comprised of tabs that contain contact center tools. The following section will
provide information on each tab.

Monitor tab

To access the iceMonitor real-time monitoring dashboard, click the Monitor tab.

e o fomats ASUIMISTAATER  CAMEAIE . vE JULIE (1391) GLD OFF 2
=.u R OUBAL SUREY  REDRTS  ADUNSTRATON CAMRAGN  CES o oA I@ el S &

QUEUES | ice Sorvors | Aggregate. - 8@ & USERS i a

MONITGR

#®

For more information on iceMonitor, refer to the iceMonitor User Manual.
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Journal tab

From the Journal tab, you can access the ice interaction viewer. iceJournal provides the
ability to search for interactions by queue, user, contact type, date range, and other
criteria. Contact details are shown when a particular record is selected.

Using iceJournal, you can:

e Search for recorded and in-progress contacts.
e Display details for a selected contact. A contact can be of type voice, email or IM.
o For a voice contact, playback of the recording is available (if it was

recorded).

o For email, the email subject, body, and attachments, if any, can be
viewed.

o For IM, the conversation between the web chat user and the user is
displayed.

o Evaluate the handling user’s performance on the selected contact if you are a
team lead, supervisor, or administrator.

The following screenshot shows the results of an iceJournal search:

- . X e e e AcTvE N uuEson
HOME MONITO! JOURNAL SURVEY REPORTS Al RATOR  CAMPAIGN ICEBA 98
= MONTOR - JOURNAL - suRve OFTS ADMINET A ® o conmacts N ‘ ‘ . et

FILTER BY < QUEUES USERS DATE RANGE

<] - - M B February 01,2023 - February 28, 2023 SEARCH CONTACTS

RESULTS ~

3 “«
° Ll
s 3
e . " S oo
m e

For more information on iceJournal, refer to Chapter 4: iceJournal.
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Survey Tab

From the Survey tab, you can open iceSurvey to create and manage surveys presented
to contacts, after an interaction with the user. For more information on how to manage
and configure surveys please review the iceSurvey User Manual.

oNITO URNA S S - e o ACTIVE JULEE (1301) ED OFF
= OME  MONTOR JOURNAL  SURVEY  REPORTS ADMINISTRATOR CAMPAIGN  ICEBAR (ST = A Ig S0y ) v ©

SURVEY < SURVEYS

@ Survey
Show deactivated forms |
(0 ) o
=}
o

B
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Reports Tab

From the Reports tab, you can open iceReporting to run and schedule reports.

REPORTS

Note: If the reports window doesn’t open after clicking on Open Reports, check your
browser, the Pop-up blockers might be active. The pop-up blockers parameters can be
found in various locations depending on the browser you are using. For more information,
refer to Appendix A: Adding to Allowed sites.
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Administrator Tab

As an on-prem customer, you can download and install iceAdministrator from the
Administrator tab. As a cloud customer, you will have access to Citrix through the
Administrator tab. For more information on iceAdministrator, refer to the iceAdministrator

User Manual. For information on iceWorkflow Designer, refer to the iceWorkflow
Designer User Manual.

A A ACTIVE JULIE (1301) OGGED OFF
Y A MPAI / )
ﬁ MONITOR ~ JOURNAL ~ SURVEY ~ REPORTS ~ADMINISTRATOR CAMPAIGN  ICEBAR CONTACTS /N I @ o S vo&

ADMINISTRATOR

Administering your contact center has never been easier. Add or change user accounts, queues, teams, connection addresses, the types of interactions users
can handle, and more - all on one interface.

'DOWNLOAD ADMINISTRATOR

HAT YOU CAN DO WITH ADMINISTRATOR
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Campaign Tab

iceCampaign is an outgoing calls module for ice. From the Campaign tab, you can
download iceCampaign Administrator that you will use to create and schedule
campaigns.

Note: iceCampaign User allows you to access the user portion of the solution, from
iceBar. For more information on iceCampaign User, refer to the iceBar User Manual.

N N ACTIVE JULIE (1301) D C
MONIT VEY REPORT: MINISTRAT MPAI R
= ONITOR ~ JOURNAL  SURVE EPORTS ~ ADMINISTRATOR CAMPAIGN  ICEBA] CoNTACTS B A I @ ot s v

CAMPAIGN

Run engaging campaigns that maximize agents’ time without sacrificing customer service or satisfaction. icecCampaign reduces agent burnout, eliminates
dialing errors, blends inbound and outbound campaigns, reduces abandoned calls, and uses existing investments into third-party databases.

'DOWNLOAD CAMPAIGN ADMINISTRATOR

CAMPAIGN INFO

HAT YOU CAN DO WITH CAMPAIGN hd
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iceBar Tab

From the iceBar tab, you can download the iceBar client. For more information on iceBar,
refer to the iceBar User Manual.

L I OGGED OFF
MONITOR ~ JOURNAL ~ SURVEY  REPORTS ADMINISTRATOR CAMPAIGN  ICEBAR ACTIVE BE A @ HULE (=) e
CONTACTS Administrator 211855

ICEBAR

A toolbar that allows you to do more than answer a call. Using iceBar, users can handle email and instant messages, view queue stats, pick up queued
contacts, input reason for call codes, and view contact information.

DOWNLOAD ICEBAR

v % v
Quece 00:0000 o 000349 000350

WHAT YOU CAN DO WITH ICEBAR
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Active Contacts Tab

From the Active Contacts tab, you can access the ice active interaction viewer to see the
contacts that have entered the system today. Active Contacts provides the ability to

search for interactions by ice server, queue, user, and other criteria.

Using Active Contacts, you can:

e Search for active contacts in the system.
e Search for contacts that entered the system today.

The following screenshot shows the results of an Active Contacts search:

ICE SERVERS QUEUES

USERS

. . § on AV conzom
i . R e ° I@ B
ACTIE CONTACTS .

sscconmacrs | v | wwosreacrwe conmacrs

st el

For more information on Active Contacts, refer to Chapter 5: Active Contacts on page

183.



Chapter 3: Settings

Under the Settings tab, you can modify the display settings in iceManager,
modify recordings and evaluations, or access manuals.

Note: Global Administrators have the highest access level to iceManager and
can make more changes than those with Switch Administrator access and lower.
For information on the settings that Global Administrators can modify, refer to
iceManager Access Permissions on page 17.
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General

The General section in the sidebar contains information about browser settings, language, users,
manuals, and ice. By default, items in the General sidebar option are shown.

A Switch Administrator can only view a subset of the parameters, whereas the Global
Administrators will be able to view all the available settings in the General section.

Note: you can collapse the individual items in the sidebar into the header by clicking the
downward pointing arrow.

About

To find the version number and time zone of the iceManager, select the About option in

the sidebar.

= vove  wowss i smer  smoms e RN ‘ P i g v
SETTINGS < ABOUT

GENERA

iceManager version: 12

iceManager Time Zone: Eastern Standard Time

Time Difference: 1024 ms

° “« ROUND TRIP LOGS

ERROR LOGS

Administrators will also have access to version numbers and time zone for the
iceIMRService and SQL Server.
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ACTIVE
CONTACTS

DAI@

imrPool.computertalk.com
https:// computertalk .com
2
ice IMR Service

ICE05A.ice

Eastern Standard Time

13

Eastern Standard Time

1P Address

1301 -

JULEE (1301)

Administrator

wocceor
oo v

Client Connections: 1

SETTINGS < ABOUT
o
GENERAL
About
Manuals
Session/Brows
2
s . icelMRService Pool Address
signalR Address
o
icelMRService Version:
icelMRservice Name:
icelMRService FQDN:
icelMRService Time Zone:
SQLversion:
5QLTime Zone:
CLIENT CONNECTIONS
ROUND TRIP LOGS

Launch our Education and Documentation site to find a full set of manuals and e-learning
material. You will need a user name and password to gain access. Please contact your

administrator if you do not have one.

Session/Browser

Anyone who accesses iceManager will be able to view the Browser Settings section.
Only Global Administrators will be able to view the General settings section.

Session/Browser: General

The screenshot below is displaying the options that are available for Global
Administrators and Switch Administrators under the General Section in the

Session/Browser tab.
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SESSION/BEROWSER

GENERAL

Client Timeout Interval (Seconds) 30
Handshake Timeout (Seconds) 15
Keep Alive Interval (Seconds) 15
Browser Session Timeout (minutes) 30

Custom Home Page OFF (. )
Enable Quick Text ON (0-\"

Enakle Send Quick Text For Logoff User ON (“1

In the General section, the following parameters can be configured:

Parameter Allowable Description
values

Client The default is 30 The server considers the client disconnected if it
Timeout seconds hasn't received a message (including keep-alive) in
Interval this interval. It could take longer than this timeout
interval for the client to be marked disconnected due
to how this is implemented.

The recommended value is double the Keep-Alive
Interval value.

Handshake The default is 15 If the client doesn't send an initial handshake
Timeout seconds message within this time interval, the connection is
closed.

This is an advanced setting that should only be
modified if handshake timeout errors are occurring
due to severe network latency.

Keep-Alive The defaultis 15 Enter the number of seconds for Keep-Alive
Interval seconds value.

By default, the server sends keep-alive pings
every 10 seconds and the client checks for
keep-alive pings about every 2 seconds (one-
third of the difference between the keep-alive
timeout value and the keep-alive timeout
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Parameter Allowable Description
values

warning value).

The default keep-alive timeout warning period is
2/3 of the keep-alive timeout. If the keep-alive
timeout is 20 seconds, the warning occurs at
about 13 seconds.

Browser The default is 30 The number of minutes the browser session will

Session minutes stay active while the user is idle before the

Timeout session is terminated.

Custom On/Off Will enable or disable the custom home page.

Home Page When this is set to On, you can configure the
custom URL link that will display in the Home
Page.

Enable On/Off Will enable or disable Quick Text capabilities in

Quick Text iceMonitor and iceBar for web.

Enable Send [elyl(ei Will enable or disable Send Quick Text To

Quick Text Logoff User capabilities in iceMonitor and iceBar

To Logoff for web.

User

To save changes that were made click Save or to discard changes click Revert.

Session/Browser: Browser Settings

The below screenshot displays the default view of the Browser Settings for
Global Administrators and Switch Administrators.

BROWSER SETTINGS

Browser Logging OFF

Log SignalR Push Event Table

Log SignalR Push Event OFF @

Theme Light -

Cookies CLEAR COOKIES

The table below provides information on the fields and buttons found in the
Browser Settings.
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Parameter Allowable values  Description

Browser On/Off Select On to enable logging to the browser

Logging console. By default, Browser Logging is
disabled.

Log SignalR  melylfe]ii Select On to enable logging of SignalR Push

Push Event Event to browser.

SignalR Push Event logs single events one
at a time where:

e “Count” is the number of messages
received.

e “Last’ is the time it took to receive
your last message.

e “Max’, “Min” and “Avg” are based on
all your received messages so far.

By default, Log SignalR Push Event is

disabled.
Log SignalR  elylfe]ii Select On to enable logging of SignalR Push
Push Event Event Table to browser.
Table SignalR Push Event Table summarizes the

stats for all messages received and logged
to console for every ‘X’ number of messages
pushed. When this setting is enabled, you
will see an additional input box to configure
the value of ‘x’.

By default, Log SignalR Push Event is

disabled.
oS iUzE Y The defaultis 100  Configures the value used in Log SignalR
Push Event Push Event Table to determine the number
Table Count of messages pushed to summarize.

Theme Dark/Light/Contrast Select the theme

Clear Cookies Select this button to clear your iceManager

browser cookies.

The screenshot below is displaying the options that are available for Global
Administrators and Switch Administrators under the Level parameter in the
Browser Settings.
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BROWSER SETTINGS

Browser Logging

Level

Azure Level

Auth OIDC Client Level

Log SignalR Push Event

Log SignalR Push Event Table

X O

Debug -
Severe

Error

Warning

Debug

Verbose

off (@ 3
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Administration

The Administration section allows users to create and modify not ready reasons, line of business
codes, evaluation forms and configuration groups. Users are also able to manage password
settings and reset user passwords.

Not Ready Reasons

This section allows users to view the Not Ready Reasons that have been configured for
the system. Users with supervisor privileges or higher are also able to add, edit, disable,
or move Not Ready Reasons.

NOT READY REASONS

(0] No Reason d

[1] Comfort Break & © I =
2] Post Call Admin Break & © @I =
[3] Approved Admin Break & © @ =
[4] Other S © @ =

To add a Not Ready Reason:

1. Click the Add button at the top of the page. A new entry will be added to the bottom
of the page.

2. Enter the English and French names for the new Not Ready Reason.

(51 0 © T =

Code

English (Canada) Frangais (Canada) Espariol (México)

Click Save to save the changes. Click Revert to cancel the changes.

4. If you clicked Save, the ‘Not Ready Reasons Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

To edit a Not Ready Reason:
1. Select the pencil icon in the row of the Not Ready Reason you would like to edit.
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2. Make the changes you would like to make to the Not Ready Reason. Once a change
has been made, a blue banner will appear at the bottom of the screen.

Click Save to save the changes. Click Revert to cancel the changes.

If you clicked Save, the ‘Not Ready Reasons Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

To delete a Not Ready Reason:
1. Select the trash icon in the row of the Not Ready Reason you would like to delete.

S O |@m| =

2. Click Save to save the changes. Click Revert to cancel the changes.

3. Ifyou clicked Save, the ‘Not Ready Reasons Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Disable a Not Ready Reason:
e Click the toggle on the Not Ready Reason to disable the Not Ready Reason.

O

e Adisabled Not Ready Reason can be enabled at a later time.

e Reporting is still available for disabled LOBs.

Reorder a Not Ready Reason:
e Use the hamburger button to reorder the Not Ready Reasons.
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To import Not Ready Reasons from XML format:

1. From the dropdown list, select the default language for the Not Ready Reasons you
are you going to import.

2. Select the Overwrite All toggle if you would like to overwrite the existing Not Ready
Reasons on the page.

3. Enter the Not Ready Reasons that are in XML format into the field at the bottom of
the page:

Default Language: Overwrite All

T
English (Canada) - OF (e )

Paste the iceBar Not Ready Reason Configuration XML in the textbox to import

4. Click the Import button to import the Not Ready Reasons.

New Not Ready Reason fields open populated with your imported Not Ready
Reasons.

6. If you clicked Save, the ‘Not Ready Reasons Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Line of Business Codes

This section allows users to view the Line of Business (LOB) codes that have been
configured for the system. Users with administrator privileges or higher are also able to
add, edit, disable, or move LOBs.

Note: Any changes to the LOB codes will be made visible to agents after they close and
reopen the iceBar.
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LOBS
& Root +
B [1]5ales EXPAND S + 0
D) 111 L0B1 & ©
-V 121082 & (o]
&= [2] Customer Service EXPAND CONTRACT S+ 1
B [3] cvc ExpanD [Reudtell & + W
- 31L083 & ©

To add an LOB:
1. Choose a category under which you want to add an LOB.

2. Click the add (+) button in the same row as the chosen category. Select LOB from
the list. A new entry will be added to the category.

Category

.

3. Enter the English and French names for the new LOB.

EDMI o S

LOBID

4 5

English (Canada) Francais (Canada) Espariol (Mexico)

4. Click Save to save the changes. Click Revert to cancel the changes.

5. Ifyou clicked Save, the ‘LOBS Succeeded’ message will appear. Click OK to
complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Expand or contract an LOB category:

e Click Expand on the LOB category to expand this category in the LOB window on
iceBar.

L IR R R I
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EXPAND CONTRACT

e Click Contract on the LOB category to contract this category in the LOB window on
iceBar.

EXPAND CONTRACT ‘

To editan LOB:

1. Select the pencil icon in the row of the LOB you would like to edit.

+ﬁ~i-

2. Make the changes you would like to make to the LOB. Once a change has been
made, a blue banner will appear at the bottom of the screen.

Click Save to save the changes. Click Revert to cancel the changes.

4. If you clicked Save, the ‘LOB Succeeded’ message will appear. Click OK to complete
the change. If you clicked Revert, the ‘Revert Changes’ message will appear. Click
Yes to revert the changes or click No to keep your changes on the editing page.

To delete an LOB:

1. Select the trash icon in the row of the LOB you would like to delete.

s+ [@] «

2. Click Save to save the changes. Click Revert to cancel the changes.

3. Ifyou clicked Save, the ‘LOB Succeeded’ message will appear. Click OK to complete
the change. If you clicked Revert, the ‘Revert Changes’ message will appear. Click
Yes to revert the changes or click No to keep your changes on the editing page.

Disable an LOB:
e Click the toggle on the LOB to disable the LOB.

O

e Adisabled LOB can be enabled at a later time.

e Reporting is still available for disabled LOBs.

To move an LOB:
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1. Select the compass icon (4) in the row of the LOB you would like to move.

2. Select the category under which you would you like to move the LOB.

MOVE CATEGORY *

Please select a destination for [3] LOBE3

[1] Sales v

MOVE CANCEL

3. Click Move to successfully move the LOB to another category.

Reorder an LOB or Category:
e Use the hamburger button to reorder the LOBs and categories.

To import LOBs from XML format:
1. From the dropdown list, select the default language for the LOBs you are you going

to import.
2. Select the Overwrite All toggle if you would like to overwrite the existing LOBs on the
page.
3. Enter the LOBs that are in XML format into the field at the bottom of the page:
O=7
e e

Paste the iceBar Line of Business Configuration XML in the textbox to import

4. Click the Import button to import the LOBs.
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5. New LOB fields open populated with your imported LOBs.

If you clicked Save, the ‘LOBs Succeeded’ message will appear. Click OK to

complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Evaluations

This section can only be modified by Administrators, Supervisors, and Team Leads.

Inbound and outbound evaluation forms can be viewed, added, reactivated, cloned, deleted, and

modified from the Evaluations option in the sidebar. Evaluation forms are selected from
iceJournal to be used for evaluating agent performance.

EVALUATIONS

“ Show deactivated forms (g .\:. OFF
S J

2022-12-22 10:05:07 — ‘E)
Agent Evaluation Form 16 2 ra L] m

AM ON
Agent Evaluation Form - 20 Agent Evaluation Form ] 2023-01-06 09:05:13 f |! n_n_ ‘E)
Template [16] AM oN

2022-11-10 10:23:55 . - ‘E)
Customer Service Evaluation 12 0 s L] (i1

AM

The table below explains each column:

Column Description

Name of the evaluation form. It is recommended that you
provide a descriptive name that is below 25 characters. Names
over 25 characters may not fit the columns in evaluation reports.

Identification number of the form. Allows you to differentiate
between evaluation forms with the same name.

Ancestor Identification number of the parent form, that is, the form where
ID it was copied from.
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The number of times the form was used for evaluation purposes.
Regardless of whether the evaluation is in progress or not, it will
be counted in this field. However, if an evaluation is deleted in
iceJournal, it will be reflected in this field.

Creation The date and time the evaluation form was created.

Date

Action Icons that you click to edit, clone, and delete existing evaluation
forms.

Active Toggles that allow you to flip an evaluation on or Shows whether

the form is active.

To edit an existing evaluation form, click the pencil. The evaluation form appears, and you can
proceed to edit.

To deactivate the evaluation form, flip the Active toggle off. An “Are you sure you want to
deactivate this Evaluation form?” message appears.

A\ EVALUATION DEACTIVATE

Are you sure you want to deactivate this Evaluation form?
IIIIHH!IIII IIIII!:IIIII

To proceed, click Yes. To cancel, click No.

Once you click Yes you will see the ‘Evaluation deactivate succeeded’ message.

v EVALUATION DEACTIVATE

Suceeded




To view all deactivated forms, toggle Show deactivated forms. Once an evaluation form is
deleted, all evaluations that were completed using that form will also be deleted therefore, it is

highly recommended that you deactivate forms, rather than delete them.

EVALUATIONS

test

test2

test

Evaluation Form 1

Evaluation Form 1

Show deactivated forms E ON

2014-03-28 01:43:57 >
PM

2014-04-16 03:02:27 N
4 test(2) 0 oM Vs

2014-04-1605:32:18 'y
PM

2014-04-16 05:40:27 'y
PM

2014-04-16 05:59:43 'y
PM

To reactivate a form, toggle the Active switch On.

An “Are you sure you want to activate this Evaluation form” message appears.

A\ EVALUATION ACTIVATE

Are you sure you want to activate this Evaluation form?

To proceed, click Yes. To cancel, click No.

Once you click Yes you will see ‘Evaluation activate succeeded’ message.
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v EVALUATION ACTIVATE

Suceeded

To delete the evaluation form, click the garbage can icon. When you click the garbage can icon,
an “Are you sure you want to delete this Evaluation form?” message appears.

A\ EVALUATION DELETE

Are you sure you want to delete this Evaluation form?

“

Click Yes to proceed with the deletion. Click No to cancel the deletion.

Important: Evaluation form deletion will delete all evaluations associated with it. You will not be
able to view reports on evaluation results for deleted forms.
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Creating a New Evaluation Form

To create a new evaluation form, complete the following steps:

Click Add.

The Evaluation form designer appears.

@‘ EVALUATION FORM DESIGNER

ADD

SELECT EVALUATION LANGUAGE

English %= Frangais

FORM NAME
English Frangais

English Francais

=+ ADD NEW CATEGORY

REVERT CHANGES

Remove the languages that you will not use by clicking the grey x next to them. The Form
Name fields for the languages you remove will automatically disappear. Minimum one
language must be selected.

Enter the name of the form. The recommended length for names is less than 25
characters.

Click Add New Category to add a new group of questions. Fill in the name field(s).
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@w EVALUATION FORM DESIGNER
ADD

SELECT EVALUATION LANGUAGE

English Frangais %

FORM NAME
English Frangais
English Francais

CATEGORY NAME

English Frangais

1glish Frangais

+ ADD NEW CRITERIA

=+ ADD NEW CATEGORY

5. To add a question, click Add New Criteria.

The criteria area expands to show additional options.

CATEGORY NAME
English {Canada) Frangais (Canada)
CRITERIA
Type Stars - Optionzl  OFF ('@ 7
Minimum Value Maximum Value Number of Increments
0 B 1 : 5
English (Canada) Francais (Canada)
Hame English (Canad: Frangais (Canad
PREVIEW
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The table below provides information on the fields and buttons found on this page:

Parameter Permissible
Values

Select Evaluation Languages

Language configured in

the system

Category
Category Name Free text

Criteria

Description

Select one or more languages from the drop-
down. There must be a minimum of one
language selected.

Enter form name.

Enter category name.

Criteria Type = Stars
= Buttons
» Drop Down
= Slider
Optional/Mandatory [elsile]st:1)
Mandatory

N

Number of 2to N
IS EEIES

Select one of the criteria types.

Select to make criteria optional or mandatory.

Enter the minimum score value.

Enter the maximum score value. This does
not necessarily correspond to the number of
stars or buttons displayed. See Number of
Increments.

Enter the number of increments, reflecting
how each star, button, drop-down or slider
marker increments in score value.

The maximum number of increments for each
Criteria Type is as follows:

= Stars—max 10

= Buttons —max 5

* Drop Down — max 10
= Slider — max 100

Enter criteria name.




52 iceManager User Manual

Criteria Types

The following table outlines which criteria type to use, depending on the response
required.

Criteria Number of When the response  When the response
Type choices is in the form of text is in the form of

numbers
Stars Fewer

Stars
The screenshot below is an example of a Stars criteria being used to evaluate agent
attitude.
CRITERLA
Type Stars - Optional  oFF (@ )
Minimum Value Maximum Value Number of Increments
0 .| .| i
English {Canada) Frangais (Canada)
Hame Agent attitude Frangais (Canad
PREVIEWW
Agent attitude iﬁz’ 3.75/5 7% Comment
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Slider

The screenshot below is an example of Slider criteria that is used to evaluate caller
attitude.

CRITERIA
Type Slider ' Optional  OFF (@ 3
Minimum Value Maximum Value HNumber of Increments
o - 10 . 11 :
English {Canada) Frangais (Canada)
MName Caller attitude
FREVIEW
Caller attitude ﬂ

Buttons

The screenshot below is an example of a Buttons criteria that is used to evaluate how
well the problem was solved.

CRITERIA
Type Buttons b Opticnal off (@ 3
Minimum Value Maximum Value Humber of Increments
0 g0 N ;
English [Canada)
Name How well was the pr
0 Motat all
0.25 Barely
0.50 Somewhat
075 Almost
1.00 Completely
PREVIEW
Howe well was the BARELY n
problam sohred
SOME WHAT ALMOST
COMPLETELY
Drop Down

Below is a screenshot of the Drop Down criteria that are used to display whether or not
the user passed the evaluation.
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CRITERIA

Type Drop Down v Optional OFF I:‘ ‘:'
Minimum Value Maximum Value Number of Increments

0 N K s

English {Canada)

Name Pass/Fail

0 Fai

050 Marginal Pass

1.00 Pass

PREVIEW

Pass/Fail Fail v 0 n Comment

Once you are finished, click Add. If you wish to cancel this form, click @ at the top of
the page.

The ‘Revert Evaluation’ message will appear.

A\ REVERT EVALUATION?

Are you sure you want to revert your changes?

“

Click Yes to continue the cancelation. Click No to abort the cancelation.
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Modifying an Evaluation Form

Evaluations for each interaction is linked to a form. Once a form has been used, there are
two ways to modify a form: clone a copy or restricted edit. If the form has never been
used, then you can edit without having to select from a clone or restricted edit.

RESTRICTED EDIT

This form is already used. You may only modify the names on it. You may also clone
this form and change the criteria in the new copy.

RESTRICTED EDIT CLONE A COPY

To ensure evaluations and reports remain accurate, select the appropriate method.

e To add or delete categories and criteria to the evaluation form, select Clone a Copy.

0 When a clone is created, new report entries are also created in the database.
You can add, delete, and modify all parts of the evaluation form.

e To make modifications to the wording of a category or criteria, select Restricted Edit.

o0 When arestricted edit is carried out, changes affect all the previously
completed evaluations as well. You cannot change Minimum Value,
Maximum Value or Number of Increments — these are greyed out. Only
Category and Criteria labels can be changed or added to a new language.

These different edit modes ensure that reports are not affected since textual changes
made to existing forms affect previously completed evaluations. The following section
explains how to use each mode.
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Clone a Copy

When you select Clone a Copy, a copy of the evaluation is created, with “— Copy”
appended to the name. Click the edit pencil to edit the copy.

In this mode, you can add evaluation languages and modify all aspects of each criterion.
Clone a copy duplicates the structure, using the original as a template for the cloned
version.

b

General Evaluation Form - Copy 78  General Evaluation Form (67) (1] 2017-05-05 04:26:46 PM ,J"

ON

Delete Criteria or Category
To delete a criterion or category, select the garbage sign.

Once you click Delete, a warning message appears: “Are you sure you want to delete this
criterion?” or “Are you sure you want to delete this category?”

A\ DELETE?

Are you sure you want to delete this criteria?

“

A DELETE?

Are you sure you want to delete this category?

“

Click Yes to proceed with the deletion and click No to cancel the deletion.
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Minimize Criteria or Category

To see fewer details in each criterion or category, click the down arrow.

The expanded view:

Erglith

Type Bumsns - Diptigna

Minirmum Vsue Mamum Walue

Humbsr of Fenrments

The minimized view:

CATEGORY NAME
English

Problem Resolution

CRITERIA  How well did the problem get resolved?

How well did the problem BARELY
get resolved?

MARGINALLY

SORT OF MOSTLY

+ ADD NEW CRITERIA

=+ ADD NEW CATEGORY
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Move Criteria or Category

It is recommended that you minimize categories prior to moving them because it is easier
to drag and drop smaller sections of the page. The way you move a category is the same
as the way you move criteria, so the same steps apply.

VEY AMPA ACTIVE JULIE (1301) LOGGED OFF

= e == wr -~
EVALUATIONS

SETTINGS < @ EVALUATION FORM DESIGNER

© Recording Setting:
ADD

Data stores
SELECT EVALUATION LANGUAGE
Archiving and Purging

Recording Server English (Canada) x T
Schedules
Screen Recordings FORM NAME
Evaluations English (Canada)

& General . Evaluation Form 1

Session/Browser
Languages

CATEGORY NAME  Problem Resolution
System IM Messages

Configuration Groups

Lo8s CATEGORY NAME  Call Quality
Canned Responses
Not Ready Reasons
icemail + ADD NEW CATEGORY
Ice Settings

Server Variables

Manuals “ Show deactiated forms (9 ore

About

FORM NAME: Evaluation Form 1

To move a category, click the menu sign and drag the criteria or category to where you
want it to move. Notice in the screenshot below that the Problem Resolution category has
been selected and is in the process of being moved.

@‘ EVALUATION FORM DESIGNER

EDIT

SELECT EVALUATION LANGUAGE

English %
FORM NAME
English

Basic Evaluation Form

CATEGORY NAME  Call quality

4 ADD NEW CATEGORY

CATEGORY NAME  Problem Resolution
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In the screenshot below, the Problem Resolution category has been placed above the
Call Quality category.

@I EVALUATION FORM DESIGNER

EDIT

SELECT EVALUATION LANGUAGE

English %

FORM NAME
English

Basic Evaluation Form

CATEGORY NAME  Problem Resolution

CATEGORY NAME  call quality

4 ADD NEW CATEGORY
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Restricted edit

In Restricted edit mode, you can change the category name and the content in the text
fields. You can also add a new evaluation language. However, elements within each
criterion (e.g., Type, Minimum Value, Maximum Value, and Number of Increments)
cannot be changed.

CATEGORY NAME
English
Problem Resolution
CRITERIA
Type Buttons
Minimum Value Maximum Value Number of Increments
English
Name How well did the probler
o Mot at all
250 Barely
5.00 Marginally
7.50 Sortof
10.00 Mostly

Important: It is highly recommended that you avoid changing the button names
drastically since changes affect previously completed evaluations as well. For example,
changing Happy to Sad would change the connotations of all the previous scores.
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Configuration Groups

The configuration groups section allows an administrator to group a set of users and
apply specific settings to only those users.

CONFIGURATION GROUPS

Name Orde Type Members Action

Default Config Group 0 Default EVERYONE &

=]

Administrator 1 + Role Administrator

=]

Supervisor 2 T~ Role Supervisor /

Column Details
Heading

Name The name of the configuration group.

Order This illustrates the hierarchy of the configuration groups. If a
configuration item is set to be inherited, it would inherit from a
parent group that they also belong to. Use the arrows to change
the order of the configuration group.

This is how members have been grouped. Options include Users,
Teams, and Roles.

Once a type has been selected, members can be specified.
Users: members are selected from a list of ice users

Teams: members are selected from a list of ice teams

Roles: members are selected based on their ice user type
Action Allows users with administrator privileges or higher to edit or

delete the configuration groups. All other user types cannot add or
modify configuration groups

To add a configuration group:
1. Select the Add button in the top left corner.

2. Configure the Name, Type, and Members fields.
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ADD

Name

Type Users -

Members SELECT

3. Configure the General properties.

General  Server ~ LOB  CannedResponse  NotReadyReason iceBarfordesktop  iceBarforweb  Survey icePhone

Enable Access To Active Contacts

Enable -
Force Logon All Queues Disable v
Show Queue Picker
Q Enable

Default User Connectivity iceAdministrator defined

User Connectivity Changeable From iceBar
Enable -

4. Configure the Server Assignments.

ASSIGNED SERVER

UNASSIGNED SERVERS Show deactivated servers @ oFF

iceA (iceA.computertalk.com) +

5. Configure the LOB Assignments.
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Enable force LOB Code (iceBar Desktop)

Inherit -
Default LOB Assignment )

Inherit -
Default Category Expansion B

Inherit -
Auto Submit (iceBar Desktop) B

Inherit -
Close on Submit (iceBar Desktop) B

Inherit -

LOB Assignments

-Root
T [1] Sales EXPAND
[3 111 New customer INCLUDE

CONTRACT INHERIT
EXCLUDE INHERIT

Configure the Canned Responses if your ice system allows IM handling.

Default Canned Response Assignment

Inherit -
Default Folder Expansion B
Inherit -
Canned Response Assignments
& Root
b['\] General EXPAND CONTRACT
0. INCLUDE EXCLUDE INHERIT
Configure the Not Ready Reasons.
Default Not Ready Reason Assignment .
Inherit hd
Not Ready Reason Assignments
[0] No Reason NCLUDE EXCLUDE
[1] Comfort Break INCLUDE EXCLUDE
[2] Post Call Admin Break INCLUDE EXCLUDE
[3] Approved Admin Break INCLUDE EXCLUDE INHERIT
[4] Other INCLUDE EXCLUDE INHERIT
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8. Configure the iceBar for Desktop.

leeBar Ul Language

Target IceBar Version

Target IceBar Installer Version

Target IceBar Updater Version

iceBar Configuration XML

Use 05 Language

Inherit

Inherit

Inherit

9. Configure the iceBar for Web.

Enable iceBar for web

Enable Set User Data

Maximum PAQ Number

iceBar Buttons

Inherit

Inherit

Inherit

Inherit

10. Configure the Survey Permissions, if applicable.

Permissions

Surveys

Survey Runs

Survey Response

Inherit

Inherit

Inherit

11. Configure the icePhone settings, if applicable.

Close Window on Release

Disable

For details on each field, refer to the table below.
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Parameter
Name

Type
Members

General

Configuration Group Properties

Details

Enter a unigue name to identify this configuration group.

Select a grouping type — Users, Teams, or Role

Members are specified based on the type selected.
Users: members are selected from a list of ice users
Teams: members are selected from a list of ice teams

Roles: members are selected based on their ice user type

Enable
Access to
Active
Contacts

Force Logon

All Queues

Show Queue
Picker

Default User
Connectivity

Options include Enable, Disable, and Inherit which will
decide whether this configuration group has access to the
Active Contacts tab. The Inherit option forces the system to
look at a parent configuration group that a user is also part
of. If the user is not part of another configuration group, the
system will use the Default Config Group settings.

Note: Only users with administrator privileges or higher can
have access to the Active Contacts tab.

Options include Enable, Disable and Inherit which will
decide whether this configuration group will be forced to
logon to all assigned queues. The Inherit option forces the
system to look at a parent configuration group that a user is
also part of. If the user is not part of another configuration
group, the system will use the Default Config Group
settings.

Options include Enable, Disable and Inherit which will
decide whether this configuration group has access to the
queue picker. The Inherit option forces the system to look
at a parent configuration group that a user is also part of. If
the user is not part of another configuration group, the
system will use the Default Config Group settings.

Options include iceAdministrator defined, icePhone and
Inherit which will decide the default connectivity for users in
this configuration group. If this setting is set to
iceAdministrator defined, it will set the remote DN field in
the global iceBAR XML to blank, prompting the server to
use the iceAdministrator configuration when the agent logs
into ice. If set to icePhone, it will set the remote DN field to
“8:acs:” which informs the server that the agent will use
icePhone. The Inherit option forces the system to look at a
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Configuration Group Properties

parent configuration group that a user is also part of. If the
user is not part of another configuration group, the system
will use the Default Config Group settings.

User Options include Enable, Disable and Inherit which will
@hll=wiiiiys - control whether an agent’s remote DN on their iceBar and
Changeable iceBar is editable or not. If this setting is enabled, the

from iceBar remote DN field in the iceBar is editable. If it is disabled,
the remote DN field in the iceBar is disabled, as well as the
“Use icePhone” checkbox. In the server profile page, the
“‘Roaming DN”, “Use iceMA assigned remote DN” and “Use
icePhone” fields will also be disabled. The Inherit option
forces the system to look at a parent configuration group
that a user is also part of. If the user is not part of another
configuration group, the system will use the Default Config
Group settings.

Assigned Shows all the ice servers that the configuration group has
Server been assigned to. To remove a server from this list select
the remove button (-) under the Unassign column. The
server will then move to the list of unassigned servers. By
default all servers are listed under the Unassigned field.

Unassigned Shows all the ice servers that the configuration group has
servers not been assigned to. To assign a server from this list,
select the add button (+) under the Assign column. The
server will then move to the list of assigned servers. By
default, all servers are listed under this field.

Enable force Options include Enable, Disable, and Inherit which will
LOB Code decide whether this configuration group will be required to
(iceBar assign an LOB code to each contact after it has been
Desktop) handled. The Inherit option forces the system to look at a
parent configuration group that a user is also part of. If the
user is not part of another configuration group, the system
will use the Default Config Group settings.

Number of This option is available when Enable force LOB Code is
LOB Codes set to Enable. Enter the number of LOB Codes this
Required configuration group will be required to assign to each
(iceBar contact after it has been handled.
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Desktop)

Default LOB
Assignment

Default
Category
Expansion

Auto Ready
(iceBar
Desktop)

Number of
Seconds
Before
Setting Agent
to Ready
(iceBar
Desktop)

Auto Submit

Configuration Group Properties

Details

Options are Include, Exclude, and Inherit which will decide
whether this configuration group has access to the default
LOB assignment. The Inherit option forces the system to
look at a parent configuration group that a user is also part
of. If the user is not part of another configuration group, the
system will use the Default Config Group settings.

Options are Expand, Contract, and Inherit which will decide
whether this configuration group’s LOBs will be viewed in
expanded or contracted form by default. The Inherit option
forces the system to look at a parent configuration group
that a user is also part of. If the user is not part of another
configuration group, the system will use the Default Config
Group settings.

This option is available when Enable force LOB Code is
set to Enable. Options are Enable, Disable and Inherit
which will decide whether this configuration group will
automatically enter into the ready state after submitting the
LOB assignments. The Inherit option forces the system to
look at a parent configuration group that a user is also part
of. If the user is not part of another configuration group, the
system will use the Default Config Group settings.

This option is available when Enable force LOB Code is
set to Enable. Enter the number of seconds before this
configuration group will be set to the Ready state after
submitting the LOB assignments.

Options are Enable, Disable, and Inherit which will decide
whether this configuration group will need to select the
Submit button in the iceBar LOB window to submit their
LOB selection. The Inherit option forces the system to look
at a parent configuration group that a user is also part of. If
the user is not part of another configuration group, the
system will use the Default Config Group settings.
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Configuration Group Properties

Number of This option is available when Auto Submit is set to
Seconds Enable. Enter the number of seconds this configuration
Before Auto group will have between assigning LOBs and automatic
SN submission.

LOB

Selection

(iceBar

Desktop)

Close on Options are Enable, Disable, and Inherit which will decide
Submit whether this configuration group will need to manually
close the iceBar LOB window after submitting their LOBs.
The Inherit option forces the system to look at a parent
configuration group that a user is also part of. If the user is
not part of another configuration group, the system will use
the Default Config Group settings.

LOB Shows all available categories and LOBs. Users have the
Asisellgliss s options Include, Exclude, or Inherit for each LOB. The
Inherit option forces the system to look at a parent
configuration group that a user is also part of. If the user is
not part of another configuration group, the system will use
the Default Config Group settings. By default, this field is
set to Inherit.

Canned Response

Default Options are Include, Exclude, and Inherit which will decide
Canned whether this configuration group has access to the default
Response Canned Response assignment. The Inherit option forces
Assignment the system to look at a parent configuration group that a
user is also part of. If the user is not part of another
configuration group, the system will use the Default Config
Group settings.

Default Options are Expand, Contract, and Inherit which will decide
Folder whether this configuration group’s Canned Responses will
Expansion be viewed in expanded or contracted form by default. The
Inherit option forces the system to look at a parent
configuration group that a user is also part of. If the user is
not part of another configuration group, the system will use
the Default Config Group settings.
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Configuration Group Properties

Parameter Details

Canned Shows all available folders and Canned Responses. Users
Response have the options Expand, Contract, or Inherit for each
Al folder. Users have the options Include, Exclude, or Inherit
for each Canned Response. The Inherit option forces the
system to look at a parent configuration group that a user is
also part of. If the user is not part of another configuration
group, the system will use the Default Config Group
settings. By default, this field is set to Inherit.

Not Ready Reason

Default Not Options are Include, Exclude, and Inherit which will decide
Ready whether this configuration group has access to the default
Reason Not Ready Reason assignment. The Inherit option forces
Assignment the system to look at a parent configuration group that a
user is also part of. If the user is not part of another
configuration group, the system will use the Default Config
Group settings.

Not Ready Shows all available Not Ready Reasons. Users have the
Reason options Include, Exclude, or Inherit for each Not Ready
ASelglEissis Reason. The Inherit option forces the system to look at a
parent configuration group that a user is also part of. If the
user is not part of another configuration group, the system
will use the Default Config Group settings. By default, this
field is set to Inherit.

iceBar for desktop

iceBar Ul Configures the language that iceBar will open in. The
Language dropdown shows the following options: Use OS Language,
Prompt, English, French and Spanish. Users also have the
Inherit option to use the Default Config Group settings.

1o =10 (o121 iceBar Installer is the executable file that is used to install
Installer iceBar on a user’s workstation. This dropdown shows all
Version available iceBar Installer versions. Users also have options
Inherit and Release\Latest. Release\Latest will use the
latest version within the Release channel folder.

Note: Only Global Administrator has access to this
configuration option.

1IN eEISEI The version of iceBar that will be installed on the user’s
Version workstation. This dropdown shows all available iceBar
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Parameter

Target iceBar
Updater
Version

iceBar
Configuration
XML

iceBar for Web

Configuration Group Properties

versions. Users also have options Inherit and
Release\Latest. Release\Latest will use the latest version
within the Release channel folder.

Note: Only Global Administrator has access to this
configuration option.

When iceBar is launched, the version on the desktop will
be confirmed against the Target iceBar Version field. If the
desktop version does not match the Target iceBar Version,
the correct version will be downloaded and installed.

This dropdown shows all available iceBar versions. Users
also have options Inherit and Release\Latest.
Release\Latest will use the latest version within the
Release channel folder.

Note: Only Global Administrator has access to this
configuration option.
Contains the iceBar configuration settings in xml format.

Note: The override="always” attribute in the Queues
element in the iceBar configuration will be added if Force
Logon All Queues is enabled.

Enable web
iceBar

Enable Set
User Data

Maximum
PAQ Number

Options include Enable, Disable, and Inherit which will
decide whether this configuration group has access to
iceBar for web. The Inherit option forces the system to look
at a parent configuration group that a user is also part of. If
the user is not part of another configuration group, the
system will use the Default Config Group settings.

Options include Enable, Disable, and Inherit which will
decide whether this configuration group has access to
modifying the User Data field. The Inherit option forces the
system to look at a parent configuration group that a user is
also part of. If the user is not part of another configuration
group, the system will use the Default Config Group
settings.

Options include Custom and Inherit which will decide the
number of rows this configuration group has in their PAQ.
The Custom option displays a field to enter the number of
PAQ rows for this configuration group. The Inherit option
forces the system to look at a parent configuration group
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Configuration Group Properties

that a user is also part of. If the user is not part of another
configuration group, the system will use the Default Config
Group settings.

iceBar Options include Custom and Inherit which will decide the
Buttons buttons displayed on the iceBar for Web for this
configuration group. The Custom option displays section to
select and configure the buttons displayed on the iceBar for
Web. Refer below to see the configuration options available
for iceBar for Web.

The Inherit option forces the system to look at a parent
configuration group that a user is also part of. If the user is
not part of another configuration group, the system will use
the Default Config Group settings.

Surveys Options include None, View (View), Edit (View / Edit), Full
Control (View / Edit / Delete), and Inherit which will decide
the permissions that this configuration group has on the
Survey page. The Inherit option forces the system to look
at a parent configuration group that a user is also part of. If
the user is not part of another configuration group, the
system will use the Default Config Group settings.

SIAEYARI RS Options include None, View (View), Edit (View / Edit), Full
Control (View / Edit / Delete), and Inherit which will decide
the permissions that this configuration group has on the
Survey Run page. The Inherit option forces the system to
look at a parent configuration group that a user is also part
of. If the user is not part of another configuration group, the
system will use the Default Config Group settings.

Survey Options include None, View (View), Delete (View / Delete),
Response and Inherit which will decide the permissions that this
configuration group has on managing Survey Responses.
The Inherit option forces the system to look at a parent
configuration group that a user is also part of. If the user is
not part of another configuration group, the system will use
the Default Config Group settings.

hliileflgzitlo Displays the current configuration groups that have been
Groups added to the system.
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Configuration Group Properties

Close Options include Enable, Disable and Inherit. By default,
Window on chat windows will stay open when the contact is completed.
Release When this setting is enabled, chat windows will close when
the agent selects the release button.

12. Click Add in the blue banner at the bottom of the screen.

13. The ‘Save Configuration Group’ message will appear. Click OK to complete the
change.

To delete a configuration group:
1. Under ‘Action’, select the trash icon in the row of the group you would like to delete.

Achon

rd
s |T
2 |T

2. The ‘Delete Configuration Group’ message will appear. Click Yes to delete the group,
or click No to keep the group

To edit a configuration group:

1. Under ‘Action’, select the pencil icon in the row of the group you would like to edit.
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Name

Type Users

Members SELECT

Genera Server LOB Canned Response Not Ready Reason iceBar for desktop iceBar for web Survey icePhone

Enable Access To Active Contacts
Inherit

Force Logon All Queues .
Inherit

Show Queue Picker
Q Inherit

Default User Connectivity
Inherit

User Connectivity Changeable From iceBar
Inherit

2. Make the changes you would like to make to the configuration group. Once a change
has been made, a blue banner will appear at the bottom of the screen.

Click Save to save the changes. Click Revert to cancel the changes.

If you clicked Save, the ‘Save Configuration Group’ message will appear. Click OK to
complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Configure iceBar for Web
Understanding Contact Buttons

You can use the Contact Buttons for easy access to answer calls, place callers on hold,
and perform many other contact control functions. Common buttons allow users to place
calls on hold, consult, conference, and transfer contacts.

The availability of Contact Buttons depends on your current state and the type of contact
you are handling. For example, if you are not handling a contact, the Hold button is not
available.

Understanding User Buttons

User Buttons provide the user with additional buttons. These buttons are not meant to be
used to handle contacts. Instead, they are used to assist the user in other functions such
as initiating a call or silent monitoring, viewing contacts previously handled, or opening
the PAQ window.

The table below briefly describes the functionality of each button that you can have
available for Contact Buttons and User Buttons.
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Buttons panel summary

Button

Available when

Use Button to...

Alerting with a

Answer a call alerting at your

| contact. workstation if off-hook.
Answer
/ On a contact. End the contact you are on.
Release
Logged on and not | Place a call to another user, or to an
handling  another | external number.
Flace call.
Ca
On a call. Place a caller on hold. The caller
[ [ hears music while on hold.
Hold
On a call. Transfer a caller to another user,
queue or external number.
Transfer
o On a call. Consult a third party when you are on
L a call.
Consult

On a consult or on

a conference.

While on a consult, release the active
party and return to the caller on hold
OR While on a conference, release
the third party and stay on the line with
your original caller.

On a consult.

Initiate a conference call with your
original caller while you are consulting.

Conference
On a contact. Tag a callwith a Line of Business
code.
LOB
Logged on Receive a notification when an ice
o Administrator is silently monitoring you
Silent or initiate silent monitoring.

Monitor
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Buttons panel summary

Button

Available when

Use Button to...

Coach

Logged on

Receive a notification when an ice
Administrator is coaching you or
initiate silent monitoring.

Quick
Text

Application is open.

Send a Quick Text message to
another iceBar user.

PAQ

Application is open.

View Personal Access Queue (PAQ)
window and manage contacts as a
Multi-Contact Handling user.

Apply
Resolution Code

In Email state.

Attach a resolution code to the email
currently being handled. Also used to
create new Resolution codes.

Application is open.

Open iceJournal and view Contact
History.

Contact
History
Application is open. | View Queue Statistics.
Queue
Stats
Userison a call or | Create a separate multi-party
IM. conference, for application sharing
Flavate and video.
On a call. Add additional participants to a call.
Add
Participant
- In the In Meeting View all participants on the call.
— state.
Conference
Roster
« Mute On a call. Mute your audio.

. Request New Contact

Multi-contact
handling COS and

Request the next contact.
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Buttons panel summary

Button

Available when

Use Button to...

Request to Select
Next Contact COS
are enabled.

Adding Buttons to the To

olbar

1. Click one of the tabs listed below to configure the buttons for that page.

Contact Buttons

User Buttons

Template 1

Template 2

Template 3

Note: Templates 1, 2, and 3 can be used to create and save alternative layouts.
Templates can be copied and imported into the Contact Buttons or User Buttons pages.
Refer below to learn how to copy and import templates.

2. The column on the left shows the other buttons available for the user to add to the
toolbar. The column on the right shows the buttons currently displayed on the toolbar.

3. Inthe column on the left, highlight the button that you wish to add to the panel.

4. Click to move the selected button to the right column. The button is added to the
panel when you click Save.

5. Click Save if you are finished making changes.

Removing Buttons from the Toolbar

1. Click one of the tabs listed below to configure the buttons for that page.
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Contact Buttons

User Buttons

Template 1

Template 2

Template 3

Note: Templates 1, 2, and 3 can be used to create and save alternative layouts.
Templates can be copied and imported into the Contact Buttons or User Buttons pages.
Refer below to learn how to copy and import templates.

3. The column on the left shows the other buttons available for the user to add to the
toolbar. The column on the right shows the buttons currently displayed on the toolbar.

4. In the column on the right, highlight the button that you wish to remove from the
Buttons panel.

e
5. Click . to move the selected button to the left column. The button is removed
from the panel when you click Save.

6. Click Save if you are finished making changes.

Customize Buttons

iceBar for Web allows you to add custom buttons with additional capabilities. It also
allows you to edit the appearance of a particular button by changing some of its
properties, such as its icon, tool tip, and caption. Custom Buttons can be edited further,
as detailed in the steps that follow.

To add a new button:

1. Click one of the tabs listed below to configure the buttons for that page.

Contact Buttons

User Buttons

Template 1

Template 2

Template 3

2. Click the Add Button. A dialog box appears:
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ADD BUTTON

Tooltip:

lcon:

Command:

Queue ID:

Dialed Digits:

User Data:

3. Add the information about the new button.

Note: More information about the parameters in the table below.

4. Click OK to add the new button or click Cancel to discard your changes.

Click Save to save your changes.

Add Button Options

Parameter

Description

Tooltip

Insert the text that will be displayed in the tooltip
section.

Ilcon

Add icon.

Click the ellipsis button to open the ‘select icon’
window.

Click on the desired icon you wish to use

Click OK to apply your changes or Cancel to
discard your changes.

Command

Click the drop-down menu to select the command
that you wish to associate with this button.

Queue ID

Enter a Queue ID to be associated with this button,
if applicable.

Dialed Digits

Enter Dialed Digits to be associated with this
button, if applicable.
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Add Button Options

Parameter Description

Enter User Data to be associated with this button,

User Data if applicable.

To edit a button:
1. Click one of the tabs listed below to configure the buttons for that page.

Contact Buttons

User Buttons

Template 1

Template 2

Template 3

2. Locate the button you wish to edit on any of the columns that appear.
3. Select the button by highlighting it with a single-click.
4. Click the Edit Button. A dialog box appears:

EDIT BUTTON

Tooltip:

Place a call

lcon:

¢ placeGall

Command:
Place a call
Queue ID:

Dialed Digits:

User Data:

5. Make the desired changes outlined in the table below.

6. Click OK to apply your changes or click Cancel to discard your changes.

7. Click Save to save your changes.
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Edit Button Options

Parameter Description

Tooltip Edit the text that will be displayed in the tooltip section.

Change the icon.

1. Click the ellipsis button to open the ‘select icon’

window.
Icon . . . .
2. Click on the desired icon you wish to use
3. Click OK to apply your changes or Cancel to discard
your changes.
Click the dropdown menu to select the command that
Command you wish to associate with this button.

Note: This option is only available for new icons.

Enter a Queue ID to be associated with this button, if
Queue ID applicable.
Note: This option is only available for new icons.

Enter Dialed Digits to be associated with this button, if
Dialed Digits applicable.
Note: This option is only available for new icons.

Enter User Data to be associated with this button, if
User Data applicable.
Note: This option is only available for new icons.

To delete a button:

1. Click one of the tabs listed below to configure the buttons for that page.

Contact Buttons

User Buttons

Template 1

Template 2

Template 3

2. Locate the button you wish to delete on any of the columns that appear.
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3. Click the Delete button to delete the button.

4. Click Save to save the changes.

Copy the Settings from a Template

An alternative way to configure your Buttons panel is to create templates and copy the
settings from the template:

1. Navigate to the Contact Buttons or User Buttons page that you wish to configure.
2. Click the Copy button.

3. Inthe window that appears, select a page you wish to copy from by highlighting it in
the drop-down list.

COPY BUTTONS

Select a configuration to copy settings from
User Buttons -

User Buttons

Template 1

Template 2

F Template 3 ﬂ

4. Click Ok.

5. Notice that the Hidden and Visible columns are now populated with the buttons
associated with the copied page.

6. Click Save to save the changes.

To reset the buttons:
1. Click one of the tabs listed below to configure the buttons for that page.

Contact Buttons

User Buttons

Template 1

Template 2

Template 3

2. Click Reset to reset the buttons back to default settings.

3. Click Save to save the changes.
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icePhone Connection and Backup Settings
Voice Settings

The following table describes the settings required to configure icePhone as a primary or
backup connection for voice calls. This includes settings in iceManager Configuration
groups, as well as settings in iceAdministrator.

For more information on the settings in iceAdministrator, refer to the iceAdministrator
User Manual.

iceAdministrator iceManager Configuration Groups

Voice Enable | Connection | Use MS Default User Connectivity
Teams
Direct
Routing

Teams icePhone v Direct v v iceAdministrator- icePhone
Direct Routing defined
Routing number
PSTN PSTN v iceAdministrator- iceAdministrator-
number defined defined
PSTN icePhone v PSTN iceAdministrator- icePhone
number defined
icePhone | PSTN v PSTN icePhone iceAdministrator-
number defined
icePhone | Teams v Direct v v icePhone iceAdministrator-
Direct Routing defined
Routing number

Note: If the User Connectivity Changeable From iceBar setting is enabled in iceManager
Configuration Groups, the iceBar remote DN will override any settings in iceAdministrator
and iceManager. For more information, refer to Configuration Groups.
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IM Settings

The following table describes the settings required to configure icePhone as a primary or
backup connection for IMs. These settings are configured in iceAdministrator.

For more information on the settings in iceAdministrator, refer to the iceAdministrator
User Manual.

IM Enable ACS IM IM Address

Primary Backup

icePhone SIP Sip address

SIP icePhone v Sip address

Consider the following example to set Teams Direct Routing as the primary connection,
and icePhone as the backup.

In iceManager

1. IniceManager settings, locate the correct Configuration Group, and open the
General Tab.

2. Set the Default User Connectivity to iceAdministrator defined.

.I EDIT CONFIGURATION GROUP

DEFAULT CONFIGURATION GROUP

Genera Server LOB Canned Response Mot Ready Reason iceBar for desktop iceBar for web Survey icePhone

Enable Access To Active Contacts
Enable

E L All
oree Logen All Queues Disable

Show Queue Picker Enable

Default User Connectivity iceAdministrator defined

User Connectivity Changeable From iceBar
o o Enable

In iceAdministrator

1. IniceAdministrator, ensure that both the Enable ACS Voice and Enable ACS IM
class of service features are enabled.
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2.

Properties Connections Class of Service Call Forwarding Queue Assignments Skills -
User Class of Service
[ &llow Multi Contact Handing O Recnrding Nﬂlificali.n.n
B [ Recarding Ermar Notification
Send Callers AMI to User Device
3 Silent Monitoring Privilege
[ Auto Answer Calls [ Silent Monitoring M atification
Only require: answer button when offhook Screen Monitaring Privilege
[ &uto Answer Email o I [ Play Call waiing Tone
[ Disable Auto Not Rieady [ Wintual User
[1Dizable PAQ Queuing rapup After Queued Cal
[1Emergency Contact Wrapup éfter Placed Call
[JEnable Cleardawn [ Mot Ready Cancels Timed wWiapup
[]Crop ice User Line Between Calls [[] Request to Select Next Contact
[ Disable “whisper [] Disable Yaice while on 1M /E mail
Logonto NOT READY [ Disable: IM/Email while on Voice
Auto Wrap Time (s): | INFINITE ~
Smart Routing: Switch Defaul
ACS Settings
Enable ACS Yoice
Enable ACS IM
Outbound Presentation
[ 5end Name to PBx
[ 5end Name to PSTM / SIP Display Mame
Name to Send:
[1Use IM &lias
v
< >

You are currently in EDIT mode

In the user’s Connections tab, set the Connection address to their Direct Routing
number.

Ensure both Use MS Teams Direct Routing and Block PSTN Remote DN are
enabled.

Note: Use MS Teams Direct Routing and Block PSTN Remote DN can only be
enabled by the Global Administrator. If you require these settings to be enabled,
please contact Computer Talk.

Properties Conneclions Class of Service Call Forwarding Queue Assignments  Skills &)
e |
Connection Address/Flemote DN:|[ 4151234567 |
Paszword Callback
[] Use MS Teams Direct Flouting
Block PSTN Remote DN
Ermail Address
() Use Connection Address Can Handle Email Contacts from ice
@) Use This Address: ‘ laura@computer-talk. com
IM Address
() Use Connection Address Can Handle IM Contacts from ice
@) Use This Address: ‘ sip:laura@eomputer-talk. com
[ &uto Logon
Queue: | All Assigned Dueues
Image URL:
v
< >

‘You are currently in EDIT mode
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4. Set the user’'s IM Address to their sip address, and enable the “Can Handle IM
Contacts from ice” checkbox.

To switch the connection from the primary to the backup

Open Configuration Groups in iceManager, and set the Default User Connectivity
to ‘icePhone’. No changes are required in iceAdministrator.

@ EDIT CONFIGURATION GROUP

DEFAULT CONFIGURATION GROUP

Genera Server LOB Canned Response Mot Ready Reason iceBar for desktop iceBar for web Survey icePhone

Enable Access To Active Contacts
Enzble -

F L All
orce Logon All Queues Disable -

Show Queue Picker Enzble -

Default User Connectivit:
¥ iceAdministrator defined -

iceAdministrator defined

User Connectivity Changeable From iceBar

Password Management

Password Policy:

This section allows users to view the password policy that has been configured for the
system. Users with Supervisor privileges or higher are also able to reset passwords.

PASSWORD POLICY (~]
Password Regular Expression AL3,310%
Password Description English (Canada)

Password must be at least 3 characters long.

Default Password

Parameter Permissible Description
Values

Password Enter the password requirements and
Regular limitations using regular expression.

Expression
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Parameter Permissible Description
Values

Password Text Enter a description for the password.
Description This field can be used to remind users
of their password requirements, such
as minimum password length.

Default Text The default password for when a new
Password user is created in ice.

Password Reset:

This section allows users with Supervisor privileges or higher to reset passwords.

PASSWORD RESET

User Select users... -

New Password

New Password (Confirm)

Force Password Change on Next Logon OFF

To reset a user’s password, follow the steps below:

1. Select the user from the drop down list.

User 12 X a

New Password
Andrea (1201)

Marcel (1202)
New Password (Confirm)

2. Enter the user's new password in the New Password, and the New Password
(Confirm) fields.

New Password e

New Password (Confirm) s
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Toggle the Force Password Change on Next Logon on if you would like the user
to reset their password the next time they logon.

Select the Update button to update the password.

The Password Reset Succeeded message will appear. Click OK.

v/ PASSWORD RESET

Succeeded
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Chat

The Chat section allows users to configure chat settings for your contact center. In this section,
we will explain each of the chat settings options: Chat Destinations, Chat Styles, Canned
Responses and System IM Messages.

Chat Destinations

The Chat Destinations section allows an administrator to configure the chat destination
settings.

CHAT DESTINATIONS

5698593e Main Inbound sip: chatA@computertalk.com & &2 o

Column Details

Heading

The chat destination ID.
Name The name given to the chat destination.

Addresses The sip addresses of the chat destination.

Action Allows users with administrator privileges or higher to edit or
delete the destination. All other user types cannot add or modify
chat destinations.

The Test iceChat option opens a chat session and allows
administrators to test the iceChat settings and configurations.

To add a chat destination:
1. Select the Add button in the top left corner.
2. Configure the Name, Addresses, and Lookup Type.
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EDIT

D 00000000-0000-0000-0000-000000000000

Name

Addresses -
Lookup Type Sequential -

3. Configure the Style, Require SSO and Use ReCaptcha settings.

Style Light -

Require 550 OFF

Use ReCaptcha OFF

00

4. Configure the Chat Toolbar settings.

CHAT TOOLBAR

Show Exit Button Text OFF @
Show Print Button ON I)
Show Print Button Text OFF @
Show Sound Button ON I)
Show Sound Button Text OFF @
Use Logo Instead of Title OFF @

5. Configure the Chat Messages setting.

CHAT MESSAGES

Always Display Message Time ON

o
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6. Configure the Localization settings for the appropriate languages.

LOCALIZATION
en-CA
Window Title ComputerTalk icelM Web
Toolbar Title ComputerTalk icelM Web
Logo assets/Images/default-ui/iceim-uii_12.png
Logo Alt Text ComputerTalk
fr-CA
Window Title icelM Web de ComputerTalk
Toolbar Title icelM Web de ComputerTalk
Logo assets/Images/default-ui/iceim-uii_12.png
Logo Alt Text ComputerTalk

For details on each field, refer to the table below.

Chat Destination Properties

Parameter Details

System generated ID for the chat destination
Name The unique name given to this chat destination.

Addresses The destination chat address(es).

SRR ER Options include Sequential or Round-robin.

Style Select from the default (light or dark) chat styles, or the
configured options in Chat Styles.
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Chat Destination Properties

Parameter Details

SECIERSEIORE Options include On/Off. Enable this setting to require single
sign-on authentication and configure the AAD Client ID and
AAD Tenant ID.

Use Options include On/Off. Enable this setting to require
ReCaptcha ReCaptcha and configure the secret ReCaptcha key.

Chat Toolbar

Show Exit Options include On/Off. Enable this setting to show the exit
Button Text button text on the chat toolbar.

Show Print Options include On/Off. Enable this setting to show the
Button print button on the chat toolbar.

Show Print Options include On/Off. Enable this setting to show the
Button Text print button text on the chat toolbar.

Sl Eselfls B Options include On/Off. Enable this setting to show the
Button sound button on the chat toolbar.

Sle)2slelblpfs i Options include On/Off. Enable this setting to show the
Button Text sound button text on the chat toolbar.

Use Logo Options include On/Off. Enable this setting to use the logo
Instead of instead of title.
Title

Chat Messages

WEVES Options include On/Off. Enable this setting to always
Display display the message time.

Message

Time

Localization

VAR The title text to be displayed in the window.
1ol oz Iapizi ] The title text to be displayed in the toolbar.
Logo The file path for your logo.

elslo Al 48 The alternate text displayed in place of your logo if the
image fails to load.
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Chat Styles

This section allows users to create and configure the chat styles that appear in the
customer facing iceChat window. Users with administrator privileges are able to add, edit
and delete chat styles.

Note: The light and dark system themes are available by default and cannot be removed.

CHAT STYLES

ADD

Light @ L}

park @ L}

To add a Chat Style:
1. Click the blue Add button in the top left corner.

2. Enter a unique name for your new chat style.

3. Configure the messages section.

MESSAGES

Agent Message Bubble Border Style @ round
User Message Bubble Border Style @ round
System Message Bubble Border Style @ round
Workflow Message Bubble Border Style @ round

4. Configure the colours section.
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COLOURS
Chat Input Background @ #ffffff
Chat Input Colour @ #323232

Chat Input Toolbar Background @

Chat Input Toolbar Button Background @

Chat Input Toolbar Button Hover Background @ #005999

Chat Input Toolbar Button Text @ #444444

Chat Input Toolbar Button Hover Text @

Chat Input Toolbar Teggle Button Background @

Chat Input Toolbar Toggle Button Hover Background @ #005999

Chat Input Toolbar Toggle Button Icon @ #323232

R i

Chat Input Toolbar Toggle Button Hover Icon @ #ffffff

5. Configure the fonts section.

FONTS @

Agent Message Date Time @ x FrutigerNeuel TPro-light x Courier New x Sans-Serif -
Agent Message @ x FrutigerNeuel TPro-light x Courier New x Sans-Serif x -
Agent Message Name © x FrutigerNeuel TPro-light x Courier New x Sans-Serif -
User Message Date @ x FrutigerNeuel TPro-light x Courier New x Sans-Serif .-
User Message @ x FrutigerNeuel TPro-light x Courier New x Sans-Serif -
User Message Name © x FrutigerNeuel TPro-light x Courier New x Sans-Serif -
System Message Date Time @ x FrutigerNeuel TPro-light x Courier New x Sans-Serif .
System Message © x FrutigerNeuel TPro-light x Courier New x Sans-Serif -
Workflow Message Date Time @ x FrutigerNeuel TPro-light x Courier New x Sans-Serif -
Workflow Message Font @ x FrutigerNeuel TPro-light x Courier New x Sans-Serif .
Toolbar Button © x FrutigerNeuel TPro-light x Courier New x Sans-Serif .
Toolbar Label © x FrutigerNeuel TPro-Bold x Courier New  x Sans-Serif -

Note: Fonts have a multi-select dropdown menu. The first selected font will be the
primary font to be used. Any fonts selected afterward will be the fallback fonts in the
order that they are chosen.

6. Click Add to save your changes and add your new chat style.
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For details on each field, refer to the table below.

Chat Style Properties

Parameter Details

Name Enter a uniqgue name to identify this chat style.

Messages

Agent Message The border style of the incoming message bubble.
=J010) el ERE{el (o CIESIAIEEY The options are round or square. Defaults to round.

User Message The border style of the outgoing message bubble.
=i0]erel SR =lel e [SISiAY IS The options are round or square. Defaults to round.

System Message The border style of the system message bubble.
=1010) el ERE{el (o CIESIAIEIY . The options are round or square. Defaults to round.

Workflow Message The border style of the workflow message bubble.
=i0]ere) SR =lel e [SISiAY/ISEY The options are round or square. Defaults to round.

Colours

Chat Input The background colour used for the chat input
Background container. Defaults to #ffffff.

Chat Input Colour The colour used for the input field text. Defaults to
#323232.

Chat Input Toolbar The background colour used for the rich text editor
Background toolbar. Defaults to #ffffff.

Chat Input Toolbar The background colour used for the rich text editor
E{iern =i eldertiiie | toolbar buttons. Defaults to #ffffff.

Chat Input Toolbar The hover / focus background colour used for the
Button Hover rich text editor toolbar buttons. Defaults to #005999.
Background

Chat Input Toolbar The colour used for the rich text editor toolbar
Button Text buttons text. Defaults to #444444.

Chat Input Toolbar The hover / focus colour used for the rich text editor
Button Hover Text toolbar buttons text. Defaults to #ffffff.
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Chat Style Properties

Parameter

Chat Input Toolbar
Toggle Button
Background

Chat Input Toolbar
Toggle Button Hover
Background

Chat Input Toolbar
Toggle Button Icon

Chat Input Toolbar
Toggle Button Hover
Icon

Chat Thread
Background

Agent Message

Bubble Background

Agent Message
Bubble Border

Agent Message Date
Time

Agent Message

Agent Message
Name

User Message
Bubble Background

User Message
Bubble Border

User Message Date
Time

Details

The background colour used for the rich text editor
toolbar toggle button. Defaults to #ffffff.

The hover / focus background colour used for the
rich text editor toolbar toggle button. Defaults to
#005999.

The colour used for the rich text editor toolbar
toggle button icon. Defaults to #323232.

The hover / focus colour used for the rich text editor
toolbar toggle button icon. Defaults to #ffffff.

The background colour used for the chat thread.
Defaults to #ffffff.

The background colour of the incoming message
bubble. Defaults to #ffffff.

The border colour of the incoming message bubble.
Defaults to #e0Odede.

The colour of the incoming message date and time.
Defaults to #2e2e2e.

The colour used for the incoming message. Defaults
to #323232.

The colour used for the name of the incoming
message. Defaults to #2e2e2e.

The background colour of the outgoing message
bubble. Defaults to #a3d6f3.

The border colour of the outgoing message bubble.
Defaults to #005999.

The colour of the outgoing message date and time.
Defaults to #2e2e2e.
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Chat Style Properties

Parameter Details

User Message The colour used for the outgoing message text.
Defaults to #323232.

= VESsen = NElyl=t | The colour used for the name of the outgoing
message. Defaults to #063554.

System Message The background colour of the system message
=R Gl bubble. Defaults to #fff8f8.

System Message The border colour of the system message bubble.
Bubble Border Defaults to #c9c9c9.

System Message The colour of the system message date and time.
Date Time Defaults to #9e2b24.

System Message The colour used for the system message text.
Defaults to #a51b12.

WIS TR VESEE i The background colour of the workflow message
=R Gl bubble. Defaults to #f8fbff.

W1 qi e ESsE s The border colour of the workflow message bubble.
Bubble Border Defaults to #c9c9c9.

Workflow Message The colour of the workflow message date and time.
Date Time Defaults to #2e2e2e.

e g s e The colour used for the workflow message text.

Defaults to #323232.
Send Message The colour of the send message button icon.
Button Icon Defaults to #005999.
Send Message The hover / focus colour of the send message
Button Hover Icon button icon. Defaults to #ffffff.
Send Message The hover / focus background colour of the send
Button Hover message button. Defaults to #005999.

Background

Ielel o= (0= e ol teltlalo [ The toolbar background colour. Defaults to
#005999.
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Chat Style Properties

Parameter Details

160) o1 2t te a4 | The toolbar text colour. Defaults to #fffff.
Colour

Toolbar Button The hover / focus toolbar text colour. Defaults to
Hover Text #005999.

Wi60) o1 2ititelat [sle)i | The toolbar button icon colour. Defaults to #ffffff.

Toolbar Button The hover / focus toolbar button icon colour.
Hover Icon Defaults to #005999.

Toolbar Button The toolbar button background colour. Defaults to
Background #005999.

Toolbar Button The hover / focus toolbar button background colour.
Hover Background Default to #ffffff.

Toolbar Label The toolbar label colour. Defaults to #ffffff.

Fonts

ACSUEEEEERERPELEE The font used for the incoming message date and
Time time.

Agent Message The font used for the incoming message text.

Agent Message The font used for the name in the incoming
Name message.

SELIRVEEEERSIREIEE S The font used for the outgoing message date and
time.

User Message The font used for the outgoing message text.

SECIREEEECEANERIEE The font used for the name in the outgoing

message.

System Message The font used for the system message date and
Date Time time.

System Message The font used for system messages.
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Chat Style Properties

WLISIERVIEEER RS The font used for the workflow message date and
Date Time time.

\éVOFtkﬂOW VEEEERLIEE The font used for workflow messages.
on

Toolbar Button The font used for toolbar button text.

Toolbar Label The font used for toolbar label.

Canned Responses

This section allows users to view the Canned Responses that have been configured for
the system. Users with supervisor privileges or higher are also able to add, edit, disable,
or move Canned Responses.

CANNED RESPONSES
& Root +
% [1] General conracT | 4+ @ b =
[ [1]Hello, thank you for contacting Widget & Co. How can | help you? S © @ b =
[ (4] Thank you for contacting Widget & Co. Have 2 wenderful day. S © @ ¢ =
% [2] Technical Support contracT | &+ @ b =
[ [2] Are you requesting information on an existing ticket, or would you like to submit a new ticket? S © @ ¢ =
[ [3]Please wait while | open your ticket. This may take a few minutes. Thank you for yeur patience. S © @ ¢ =

To add a Canned Response:
1. Choose a folder under which you want to add a Canned Response.

2. Click the add (+) button in the same row as the chosen folder. Select Canned
Response from the list. A new entry will be added to the folder.

Folder

3. Select a type from the dropdown list. Options include HTML and Plain.
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Type
HTML

HTML

Plain

4. Enter the Canned Response into the field.

HLyE) 0 o© & =

Type
HTML

5. Click Save to save the changes. Click Revert to cancel the changes.

If you clicked Save, the ‘Canned Responses Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Note: Canned responses and folder names are restricted to a maximum of 2000
characters.

Expand or contract a Canned Response folder:

e Click Expand on the Canned Response folder to expand this folder in the Canned
Response window on iceBar.

EXPAND CONTRACT

e Click Contract on the Canned Response folder to contract this folder in the Canned
Response window on iceBar.

EXPAND CONTRACT ‘

To edit a Canned Response:

1. Select the pencil icon in the row of the Canned Response you would like to edit.

+ﬁ~i~

2. Make the changes you would like to make to the Canned Response. Once a change
has been made, a blue banner will appear at the bottom of the screen.

3. Click Save to save the changes. Click Revert to cancel the changes.
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4. If you clicked Save, the ‘Canned Responses Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

To delete a Canned Response:
1. Select the trash icon in the row of the Canned Response you would like to delete.

;v 7] s

2. Click Save to save the changes. Click Revert to cancel the changes.

3. Ifyou clicked Save, the ‘Canned Responses Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Disable a Canned Response:
e Click the toggle on the Canned Response to disable the Canned Response.

O

e A disabled Canned Response can be enabled at a later time.

To move a Canned Response:

1. Select the compass icon (4 ) in the row of the Canned Response you would like to
move.

2. Select the folder under which you would you like to move the Canned Response.

MOVE CATEGORY *

Please select a destination for [3]1 LOE3

[1] Sales

3. Click Move to successfully move the Canned Response to another folder.
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Reorder a Canned Response or folder:

Use the hamburger button to reorder the Canned Responses and categories.

To import Canned Responses from XML format:

1.

Select the Overwrite All toggle if you would like to overwrite the existing Canned
Responses on the page.

Enter the Canned Responses that are in XML format into the field at the bottom of
the page:

m Overwrite All
OFF (0 )

Paste the iceBar Canned Response Configuration XML in the textbox to import

Click the Import button to import the Canned Responses.

New Canned Response fields open populated with your imported Canned
Responses.

[ (51 Hello, my name is {{AgentName}3. Thank you for contacting us. How can I help you? 0O © E 3

Type
Plain

Hello, my name s {{AgentNamel}. Thank you for contacting us. How can | help you?

If you clicked Save, the ‘Canned Responses Succeeded’ message will appear. Click
OK to complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

System IM Messages
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This section can only be modified by Administrators. This section allows administrators to
edit the automated IM messages sent through the web, mobile, or SMS channel.

Suppert Representative

Consulting "0y (1]

a af@ mm o wr

Note: The fields listed below are available in all languages offered in your ice system.

Format

Parameter

Defaults

Description

BEETIRNPAIEER Text Only

IS UM JJEVAN Text Only
Name

SYESEINBIEEWA Text Only
Name

Workflow Text Only
Display Name
External User Text Only

Chat Transcript SgLY/=

Email Subject

Consult
Subject

Text Only

IINEIRYEEEE I HTML

The default IM Alias to use if the agent doesn’t have
an alias enabled

The default display name to use if no display name is
found.

The display name used for message sent by the
system.

The display nhame used for message sent by
workflow.

The display name to use for someone participating in
the call that is outside of ice.

The subiject field for email transcripts of IM sessions.
The conversation subject of the consult
conversation.

Sent to the agent when they receive the
conversation.
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Consult HTML
Message
Only Party Left BEgilIs

Connected HTML
Keep Alive
Message

Connected HTML
Keep Alive
Message Final

Workflow Keep RghiYl®
Alive Message
PAQ Keep HTML
Alive Message
PAQ Message HTML

Agent Did Not HTML
Accept
Message

Waiting For HTML
Agent Message

Joined HTML
Conversation

Left HTML
Conversation

Outbound HTML
Message

Sent Canned HTML
Response
Message

Chat Replay HTML
Message

Parameter Format

Description

Sent to the agent when a consult session is
established.

Sent when there is only one person left in the
conversation.

Sent after the configured idle time when connected

to an agent.

Sent after the configured idle time max retries has
been reached.

Sent after the configured idle when connected to
workflow.

Sent after the configured idle time when waiting in
someone’s PAQ.

Sent when the client tires to send a message while
they are in someone’s PAQ.

Sent when an agent does not accept the
conversation request being sent to them.
Sent when waiting for an agent to join the

conversation.

Sent when someone joins the conversation.

Sent when someone leaves the conversation.

Sent to the agent when they attempt to establish an
outbound IM session.

Sent to the agent when they send canned

responses.

The caller’s chat replay sent to the IM session.
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Parameter Format

Web / Mobile / SMS

Connected HTML
Keep Alive
Message

Connected HTML
Keep Alive
Message Final

Workflow Keep [MghiI%
Alive Message
PAQ Keep HTML
Alive Message
PAQ Message HTML

Agent Did Not HTML
Accept
Message

Waiting for HTML
Agent Message

Joined HTML
Conversation
Left HTML
Conversation

Terminated HTML
Message
(Agent)

Server Error HTML
Message
(Agent)

Connection HTML
Timeout

Message

(Agent)

Description

Sent after the configured idle time when connected
to an agent.

Sent after the configured idle time max retries has
been reached.

Sent after the configured idle time when connected
to workflow.

Sent after the configured idle time when waiting in
someone’s PAQ.

Sent when the client tries to send a message while
they are in someone’s PAQ.

Sent when an agent does not accept the
conversation request being sent to them.
Sent when waiting for an agent to join the
conversation.

Sent when someone joins the conversation.

Sent when someone leaves the conversation.

Sent when the IM session is terminated by the user.

Sent when there is a server error.

Sent when the IM session has timed out based on
the configured setting for connection loss.
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Note: Use the Reset to Defaults button to reset the fields on the page to default values.
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Recording settings

Recording is a feature of ice that enables contact centers to record audio and screens. In this
section, we will explain each of the recording settings options: Schedules, Datastores, Recording
Server, and Archiving and Purging.

Schedules
This section can only be modified by Administrators and Supervisors.

To add, delete, or change recording schedules, click Schedules. A list of existing
recording schedules displays, along with the option to:

SCHEDULES

Cust: S ’
(sugoc;)rner ervice Any voice Any Any x 4

Eb

Any

Lucas
(1002)

Eb

Sales (6002) Any IM Any Any b 4 x A/‘

Add a schedule
To add a schedule, following these steps:

1. Click the Add button. The following display appears on top of the existing schedules:
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(© scHEDULES

ADD

Users

Queues
Destination Address
Originator Address
Duration (Seconds)
Date/Time

Screen Recording

Audio Recording

2. Modify the parameters as required to create a schedule based on the user that has
received the calls, the queue to which the call belongs, the number the caller has
dialed or SIP address entered (destination address), the caller number (originator
address), call duration, or date and time.

Any User

Any Queue

Any Destination

OFF

OFF

00

The table below explains the parameters. These are “And” conditions. For example, if
User 1000 and Queue 6000 are selected, only calls received by User 1000 from
Queue 6000 will be recorded. For “Or” conditions, you have to create another
recording schedule.

Parameter

Users

Queues

Destination
Address

Originator
Address

Allowable
values

List of users

from the drop-

down

List of queues
from the drop-

down
List of

Description

Select a user from a list of users configured in the
switch. Any User can be selected if recording schedule
is not for a specific user.

Select a queue from a list of queues configured in the
switch. Any Queue can be selected if recording
schedule is not for a specific queue.

Enter a destination address such as a SIP endpoint.

addresses from  Any Destination can be selected if recording schedule

the drop-down

Free text

is not for a specific destination.

Enter originator address such as ANI or select Any if
not for a specific originator address.
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Parameter Allowable Description
values

Duration 1 to N seconds Enter the minimum duration of a call before recording
starts. Lookback recording must be enabled when the
duration is configured.

Date/Time Any/Specific Select Specific to enter a start and end date and time
for recordings or select Any if not selecting a specific
date and time.

Start The date Select starting date and time of date range if the
Date/Time selected from Date/Time field is set to Specific.

calendar and
time from the
drop-down

1. To select a start date, click on the field next to Start
Date/Time. A calendar appears:

< Mar 2023 = >

1 2 3 4
5 6 7 8 9 10 1
12 13 14 .j@j. 16 17

[o1]:[11] [pw]
N N

Cance Set

2. Select the date. Use the forward and backward
arrows where necessary.

3. Select the time. Use the arrows where necessary.

4. Click Set to confirm your selection.

End The date Select ending date and time of date range if the
Date/Time selected from Date/Time field is set to Specific. Follow the steps
calendar and listed in Start Date/Time to select the End Date and
time Time.

Audio Off/On Select On to record audio.
Recording

Screen Off/On Select On to record the agent’s screen.
Recording
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3. Once all the parameters have been filled, click Add. The new scheduled item is
added to the list. If you do not wish to add the schedule, click Cancel.

The new schedule appears on the bottom of the list.

SCHEDULES
ADD
Destination
User Name Queue Name Address Duration Date/Time Action
An Customer Service Ani voice An An x 4 ﬁﬂ
g (6001) v v v E
Lucas 3 =
(1002) Sales (6002) Any M Any Any x x 4 m
Edit a Schedule

To edit a schedule:

1. Click the pencil icon located in the Action column.
2. Make the appropriate changes and click Save.

@ SCHEDULES

EDIT

Users Any User v
Queues Customer Service (6001) v
Destination Address voice v
Originator Address ANY

Duration (Seconds) ANY

Date/Time ANY

Screen Recording OFF @

Audio Recording on ‘9

SAVE REVERT

Delete a schedule
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To delete the schedule:

1. Click the garbage can icon located in the Action column.
When you delete a schedule, an “Are you sure you want to delete this schedule”
message appears.

2. Select Yes to proceed with the deletion. Click No to cancel the deletion.

A\ DELETE SCHEDULE

Are you sure you want to delete this schedule?

“

Once you click Yes the schedule is removed from the list.

Datastores

A datastore is a repository for audio, IM, and screen recordings. Different archiving and
purging rules can be configured to copy, move, or delete recordings according to defined
rules and schedules.

e This section can only be modified by Global Administrators.
e To view the settings for a datastore click the pencil in the action column.

¢ In the Network tab you can find the location of the recordings and define the timeout.

Note: A datastore can be FTP, Network, Azure, AWS (Amazon Web Services) or SFTP.
Once it has been defined, it cannot be switched.

DATA STORES

DATA STORES
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The table below describes the parameters that can be configured.

Parameter Permissible Values Description

Datastore

Enter datastore name.

Name Free text
FTP

Server Free text Enter FTP server URL.
Port Typically 21 Enter FTP port. The default is 21.

Is Passive Checked / Unchecked Select the checkbox to indicate if FTP
is passive.

With passive FTP, the connection is
initiated between the FTP server’s
command port (port 21) and the data
connection to the server.

If unchecked, it is assumed to be an
active mode FTP with the recorders
initiating the command connection (port
21) and the FTP server initiates the
data connection (from port 20) to the

recorders.
Is Secure Checked / Unchecked TLS encryption for security.
Username Free text Enter the username for FTP
connection.
Password Free text Enter the password for FTP connection.
Remote Path Free text The folder path.
Timeout 1 to N seconds Enter the connect timeout value.

Network
UNC Path Free text

Enter the UNC path of the network
location. The network location must be
accessible by the recorders (i.e., the
UCMARecorders and the Recording
Manager) and icelMRService.

Timeout 1 to N seconds Enter the connect timeout value.
(Seconds)

Azure

Account Name Free text Enter the Azure account name.

Account Key Free text Enter the Azure Account Key.
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Container Name Free text
Key ID

Key Vault Client
ID

Key Vault Client
Secret

AWS

Bucket Name

Free text

Free text

Free text

Free text
Access Key ID Free text

Free text

Secret Access
Key

Key ID

Region

Free text

Dropdown list

SFTP

Enter the Azure Container Name.
Enter the Azure Key ID.
Enter the Azure Key Vault Client ID.

Enter the Azure Key Vault Client
Secret.

Enter the AWS Bucket Name.
Enter the AWS Access Key ID.
Enter the AWS Secret Access Key.

Enter the AWS Key ID.

Select the region associated with the
AWS account.

Server Free text
Port Typically 22

SEIVEITRS e Clgoldlild Free text

Username Free text

Password Free text

Remote Path Free text

1 to N seconds
Default is 3600

Timeout

Recording Server

Enter SFTP server URL.
Enter SFTP port. The default is 22.

Enter the SFTP server fingerprint for
authentication.

Enter the username for SFTP
connection.

Enter the password for SFTP
connection.

The folder path.

Enter the connect timeout value.

This section can only be modified by Administrators. The Recording Server page
contains the settings for iceRecorder, the recording engine that runs iceRecording.
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RECORDING SERVER

GENERAL

Max Recording Length (sec)

IM RECORDING

Enabled

AUDIO RECORDING

Enabled

Lookback Recording

Exclude Internal Calls

Bulk Trunk-side Incoming

Bulk Trunk-side Outgoing

All User Calls

SCREEN RECORDING

Enabled

LEGACY RECORDING

Fail conversions in gueue after (min)

Fail conversions in progress after (min}

3600

OFF (’._ )
OFF {.: )
OFF [:.— )

ON (.)

off (@ )

360

60

Parameter

General

Max Recording
Length (sec)

Permissible
Values

1 to N seconds

The table below describes the options that can be changed on this page:

Description

Enter maximum length of recording in

seconds.
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Parameter Permissible Description
Values

IM Recording
Enabled On/Off Select On to enable IM recording.
Audio Recording

Enabled On/Off Select On to enable audio recording.

Lookback On/Off Select On to enable lookback
recording.
When enabled, once a user clicks the
Record button, the entire conversation
is recorded (from the point the user
answers call), regardless of when
during the conversation the user
clicked the Record button.
Note: This option applies to both
audio and screen recording.

Exclude On/Off Select On to exclude internal calls.

Internal Calls Note: This option applies to both
audio and screen recording.

Bulk Trunk- On/Off Select On to enable bulk trunk-side

side Incoming recording for incoming calls, including
if the call is in the workflow

Note: This option applies to both
audio and screen recording.

Bulk Trunk- On/Off Select On to enable bulk trunk-side
side Outgoing recording for outgoing calls.

Note: This option applies to both
audio and screen recording.

AN REEETENOE RS On/Off Select On to enable recording of all
(open to calls.

selections Note: This option applies to both
below if Off) audio and screen recording.

User Initiated On/Off Select On to enable user-initiated
recordings.

Note: This option applies to both
audio and screen recording.

Supervisor On/Off Select On to enable supervisor-
Initiated initiated recordings. A supervisor can
initiate recording through silent
monitoring if this setting is turned on.
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Parameter Permissible

WEIES

Schedule On/Off

Random (open [Nelglfe]i
to the selection
below if On)

\EVEU I elol=c M 1 to 124
Recordings Per
User

Screen Recording
Enabled On/Off

Legacy Recordings

Fail 1to 2147483646

conversions in

the queue after
(min)

Description

A new recording starts each time the
user receives a call.

Note: This option applies to both
audio and screen recording.

Select On to enable scheduled
recordings.

Note: This option applies to both
audio and screen recording.

Select On to enable random
recordings.

For this option, the system will record
the number of calls entered in the Max
Unscored Recordings Per User field
per user. After a recording has been
evaluated, the system will record the
user’s next call.

Note: This option only applies to audio
recordings.

Enter the number of unscored
recordings for each user.

An unscored recording is one that has
not been evaluated and scored
through the Journal.

This feature allows iceRecording to
record random recordings at the same
pace with which contacts are
evaluated.

Note: This option applies to both
audio and screen recording.

Select On to enable audio recording.
Note: When Screen Recording is
enabled Audio Recording will
automatically be enabled.

The number of minutes before the
conversion of legacy recordings in the
queue will fail.
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Parameter Permissible Description
Values

Fail 1to 2147483646 The number of minutes before the
conversions in conversion of legacy recordings in
progress after progress will fail.

(min)
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Screen Recordings

This section can only be modified by Administrators.

The Screen Recordings page contains the settings for screen recording Proxy Network. -

SCREEN RECORDINGS

PROXY SERVER

Server Name

Use Default Port

User Name

Password

Root Directory

Alias Root Directory

PAUSE

Caption

Foreground

Background

proxy.domain.local

o @O

C\Program Files (x86)\Proxy Netw

\tmachine.domain.local\ProxyScre

Recording Paused/Enregistrement
White v

Black v
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TRANSCODING

Proxy Recording To WMV

Original Video Codec
Encoder Mode

Peazk Bit Rate

Screen Capture Quality
Time Per Frame

Key Frame Distance

Modify Frame Size

WMV To MP4

Transcoded Container Format
Transcoded Video Codec

Transcoded Audio Codec

Windows Media Video 9 Scr...

Encoded at a variable bit rate

50

250

6000

MP4

H.264

MP3
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VENDOR

Vendor Name
Product Name
Product Info
Cur Version

Min Version

SAVE REVERT

Proxy Server

Use Default On/off
Port

Root Directory [ME24

Alias Root
Directory

The table below describes the options that can be changed on this page.

Parameter Permissible
Values

Proxy Networks Inc.

Proxy Pro Gateway Edition
Centralized Screen Recording
v8.10.2.2613

v8.10.2.2613

Description

Name or IP address of the 3rd party
server.

Select On to use the default port or
select Off to enter a server port
number.

Port number for communication (if
any).

Login username.
Login password.

Root directory of the recorded file.
This is the same across all the
recording servers for easy
management.

UNC path to the root directory,
accessible by the
Recording Transcoder.

Pause
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Parameter

Foreground

Background

Transcoding

Original Video

Codec

Encoder Mode

Peak Bit Rate

Screen
Capture

Quality

Permissible
WEIES

Text

Black, Blue, Green
Cyan, Red,
Magenta Yellow,
White, Grey, Bright
blue, Bright green,
Bright cyan, Bright
red, Bright
magenta, Bright
yellow, Bright white

Black, Blue, Green
Cyan, Red,
Magenta Yellow,
White, Grey, Bright
blue, Bright green,
Bright cyan, Bright
red, Bright
magenta, Bright
yellow, Bright white

On/Off

Proxy Recording to WMV

Windows Media
Video 9 Screen,
Windows Media
Video 9

Encoded at a
constant bit rate,
Encoded at a
variable bit rate

0-125

1-100

Description

Enter the text of the message
displayed while recording is paused.

The color the text in the caption
appears.

The color of the screen when screen
recording is paused.

Select On to have screen recordings
created in MP4 format or select Off to
view the screen recording on the web.

Select the video codec of the WMV
file encoded from a proxy screen
recording. Default codec is Windows
Media Video 9 Screen.

Select Encoded at a constant bit rate
to specify the video will be encoded at
a constant bit rate or select Encoded
at a variable bit rate to specify that
the video will be encoded at a
variable bit rate. The default mode is
Encoded at a variable bit rate.

Peak bit rate (in bits per second) of
the video encoding when in Constant
Bit Rate mode. Cannot be modified.

Quality of screen recordings, in the
range of 1 to 100, with 100 being the
highest quality. This parameter sets
the quality criteria when in Variable
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Parameter Permissible

WEIES

32-4000

Key Frame 0-800000
Distance

Modify Frame [ejjileiii
Size

New Frame 176-2048
Width

New Frame 144-1536
Height

WMV to MP4

Description

Bit Rate mode and may be used as a
hint in Constant Bit Rate mode.

The duration of each frame (ms). The
default is 250 ms.

Time in between key frames (ms).

This value specifies how often key
frames appear in the video output. A
typical value for Key Frame Distance
is 20 to 50 times the Time Per Frame
value, giving a typical value between
4 seconds (4000) and 6 seconds
(6000). The smallest allowable value
is Time Per Frame, and the largest
allowable value is 200 times the Time
Per Frame. Values outside of that
range will result in an error.

Select On to change the size of the
frame.

The width of the output video.

The height of the output video.

Transcoded MP4
Container
Format

Transcoded H.264
Video Codec

Transcoded ACC, MP3
Audio Codec

Vendor Name Static —

Product Name [RSjflile

unchangeable

unchangeable

Target container format.

The video codec used in the
container. H.264 is the only supported
video code for mp4 for now.

The audio codec used in the
container. For the mp4 container
format, it can be either as ACC or
mp3.

Name of the service provider used to
create screen recording capability.

Name of product used for screen
recording.
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Parameter Permissible Description
Values

Product Info Static — Description of product used for
unchangeable screen recording.

Cur Version Text Current version of the product used.

Min Version Static — Minimum version of the product
unchangeable required.

Archiving and purging

This section can only be modified by Administrators. When a recorded conversation is
archived the recording remains in a datastore. Purging is used to remove the record of a
recording that is no longer required. For example, you may wish to purge archived
recording files one month after they have been archived.

Note: Legacy Recordings are call recordings created on a previous version of the
platform where the file format is .VOX or WMA.

Archiving:

Archiving rules allows the system to move/copy/delete from the datastore after a number
of days from the time the recording was initially created.

ARCHIVING AND PURGING

ARCHIVING RULES

To edit or delete an existing archive operation, click the pencil icon or the delete icon. A
warning message appears when you click the garbage can icon.

To add an Archiving operation, complete the following steps:

1. Click Add. The Add Archiving options appear.
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[(—] ARCHIVING RULES
ADD
Name
From Select... -
Operation Select... -
File Type All File Types -
Age (days) 30

2. Fillin the fields. For more information on the fields view the following table:

3. Click Add to add the archiving operation or ‘cancel’ to discard the archiving operation.

Parameter  Permissible Description
Values

Free text Enter a descriptive name for the archive rule.

From List of datastores Select the datastore from which data will be drawn.
from the drop-down

Operation  [EN®]o)% Select one of the archiving operations.
= Move A copy is done before a move, which is done before
* Delete a delete.

Operation Select... a

Copy

File Ty
ile Type Move

Delete
Age (days)

A delete operation will also delete the recording file if
it is not in any other datastore.

When Move is selected, additional options appear:
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File Type

List of datastores
from the drop-down

List of file types
from the drop-down

1to N days

@ ARCHIVING RULES

ADD

File Type Al File Types -

Age (days) 30

Select the datastore to which data will be copied or
moved. The ‘To’ field is only shown if the selected
Operation is a Copy or Move.

Select the file type that will be archived. Options
include Audio, Screen Recording (MP4), Screen
Recording (Proxy), Prompt, Voice Mail, Workflow
Recording and Survey Audio Response.

Enter the number of days of recordings in the
datastore before archiving kicks in. For example, if
30 is entered, the archiving rule will run on the 30th
day.
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Purging:
Purging allows for the deletion of records from the datastore based on a series of criteria
outlined below:

PURGING

Enabled oN ‘E‘I

IM Recording

Delete IM recordings older than (days) 375

Audio Recording

Only purge audio recordings with no file oN .E‘l

Delete audio recordings clder than (days) 100

Screen Recording

Only purge screen recordings with no file oN ‘E‘l

Delete screen recordings older than (days) 100

When duglicate recordings exist, delete the recerdings of type

Mane -
Delete duplicate recordings after (days) 30
Legacy Recording
Delete legacy recordings after they have heen converted? ON .E‘I
Delete converted legacy recordings after (days) 30

Evaluation

Delete evaluations older than (days) 100
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The following table provides more information on the options:

Parameter Permissible Description
Values

Enabled On/Off

IM Recording

Select On to enable purging.

Delete IM 1to N days Enter the number of days after which purging for IM
(S Default is 375 recordings would kick in.

older than

(days)

Audio Recording

Only purge Select On to purge audio recordings that have
audio corresponding records in the database but without
recordings the actual recording file.

with no file

Delete 1to N days Enter the number of days after which purging for
audio Default is 100 audio recordings would kick in.

recordings

older than

CEVD))

Screen Recording

Only purge Helgieljj Select On to purge screen recordings that have
screen corresponding records in the database but without
recordings the actual recording file.

with no file

Delete 1to N days Enter the number of days after which purging for
screen Default is 100 screen recordings would kick in.

recordings

older than

(days)

When None Select the file type of the duplicate screen recordings
duplicate PRXREC you want deleted.
recordings

; MP4
exist,
delete the
recordings
of type
Delete 1 to N days Enter the number of days after which purging for
duplicate Default is 30 screen recordings would kick in.

recordings
after (days)

Legacy Recording
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Parameter  Permissible Description
Values

Delete On/Off Select On to purge legacy recordings after they have
legacy been converted.

recordings

after they

have been

converted?

Delete 1to N days Enter the number of days after which purging for
VS Default is 30 converted legacy recordings would kick in.
legacy

recordings

after (days)

Evaluation

Delete 1to N days Enter the number of days after which purging for
SEIVENIES  Default is 100 evaluations would kick in.
s older

than (days)

When you are done modifying your Purging settings, click Save to save the changes you
have made or Revert to revert back to the original settings.

Click Perform Purge Now to clear the datastores as per the options you selected. Prior to
the purge, you will receive a warning message: “Are you sure you want to trigger the
purging routine to run now?”

© PERFORM ARCHIVING & PURGING NOW

Are you sure you want to trigger the purging routine to run now?
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System

The System section in the sidebar contains information about server variables, core settings,
iceMalil, servers and language. By default, items in the System sidebar option are hidden.

A Switch Administrator can only view a subset of the parameters, whereas the Global
Administrator will be able to view all the available settings in the General section.

Server Variables

The Server Variables section allows users to modify variables used in workflow. The
variables added to this section can allow users to turn on or off certain functionality used
in workflow, such as offering callback. It can also be used to allow users to modify
variables used in workflow, such as timer values used in queue treatment.

Categories:

Categories allow you to group variables together.

Add a new server variable category
1. Click Add Category to add a new category to the page.

2. Enter the category details including name, notes, and user permissions.

Delete a server variable category

Click to delete the category.

2. Inthe Delete Category window that appears, click Yes to delete the category and No
to cancel.

DELETE CATEGORY

Are you sure you want to delete this category?
Category 1

This action will take affect immediately, will be permanent, and will delete all of its
variables and their values.

“

Use the following table to understand the properties of a server variable category:



iceManager User Manual 129

Parameter

Category

Notes

Type

Members

Permission

Action

Variables:

Description

Enter a name for the category.

Enter information regarding the category.

User Permissions

This is how members have been grouped Options
include Users, Teams, and Roles.

Once a type has been selected, members can be
specified.

Users: members are selected from a list of ice users
Teams: members are selected from a list of ice teams
Roles: members are selected based on their ice user
type

Use this field to assign permissions for the selected
category of sever variables.

Options include View (View), Edit (View / Edit), and Full
Control (View / Edit / Delete).

Allows users with permissions to delete the user
permissions.

Variables added to the page allow users to manage and modify certain functions in

workflow.

Add a new server variable

1. Click to add a new server variable to the category.

2. Enter the variable details.

VARIABLE NAME PER SERVER

oF (@ )

o \ y
TYPE MULTI-LINE

string -] oFle )

ALL SERVERS

NOTES

ENCRYPTED

o (o )

3. Click Save to save your changes or Revert to cancel the changes.

Delete a server variable
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1. Click to delete the server variable from the category.

2. Inthe Delete Variable window that appears, click Yes to delete the variable and No to
cancel.

A\ DELETE VARIABLE %

Are you sure you want to delete this variable?

“

Use the following table to understand the properties of a server variable:

Parameter Description
VEEIERNENESY Enter a name for the server variable.

Per Server Use this toggle to set configurations for all servers or
each server individually.

Encrypted Use this toggle to encrypt the value of the variable
when stored in the database.

Type Select a variable type from the dropdown list.
Options include:
e String
e String (RegEx Validated)
- Opens another field to enter the regular

expression.
e Integer
e Boolean

- Displays a toggle to be used for setting
the value of the variable.

¢« URL

Multi-line Enable this setting value to support Multi-line
variables.

This value is set to Off by default.
All Servers Set the value of the variable to be applied for all
servers.

If the Per Server toggle is turned on, this option
shows each server available for the system, allowing
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Parameter Description

you to set a value to be applied for each server
individually.

_ Enter information regarding the category.

Core Settings

The core settings page allows Global Administrators to modify system settings including:
core settings, workflow, virtual workflow sessions, UC, iceMail, iceldentity, Microsoft
Graph settings and Services.

Core

This section allows Global Administrators to modify the Global, Event Manager and IMR
settings.

Global

Globa

Event Mana...
Sharepatn VSERVER\ Tenants\<TENANT>

IMR
The path to the switch's base share location.
e.g. WWSERVERNTenants\<TENANT=Y
MOTE: It will include the trailing slash.

Global stores the SharePath, which identifies to the system, the location of the audio
files. If the location of the audio files changes, the Global Administrator will be required to
update the SharePath field accordingly.

Event Manager

Global
Client Queue Stats Update Interval {ms) 5000
Event Mana...
IMR Stats Datzbase Reconnect Interval (s) 30
Event Manzager Debug Level Errors Only
Server - iced Override (g
Server - iceB Override (g )
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Permissible
WVEIES

Parameter

Description

Text
The default value is
5000.

Stats Database REIDY

Reconnect The default value is
Interval (s) 30.

Interval at which Event Manager will
push queue stats to clients.

Client Queue
Stats Update
Interval (ms)

Interval at which Event Manager will
try to reconnect to the stats database.

SVEIRVEREREEY Options include: The trace level for Event Manager

Debug Level « Errors Only logging.
e All Sent Options are available to override the
Messages general settings on an individual
. Al server basis. Toggle the switch to
override the general settings for the
Messages o
specified server and select the trace
level from the dropdown list.
IMR
Global
Stale Heartbeat Duration (5) 30
Event Mana.
MR Maxx Active Sends - User 5000
Max Active Sends - Menitor 20000
Max Active Sends - Admin 100
IMR Debug Mask x Nome x Info = Serious x Fatal X -
Server -iced Cverride |.—|
Server -iceB Override .::'. b}
TAPI Trace Level All Messages
Server -iceA Override |.—|
Server -iceB Override .::. ::.

Parameter

Permissible

Description

Values

Text Heartbeat interval for every single

The default value is TAPI connection.
30.

Stale Heartbeat
Duration (s)
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Parameter Permissible Description
Values
Max Active Text Maximum size of the outgoing
Sends — User The default value is Message queue for TAPI messages
5000. going to iceBar.
Max Active Text Maximum size of the outgoing
Sends - The default value is Message queue for TAPI messages
Monitor 20000. going to iceMonitor.
Max Active Text Maximum size of the outgoing
SERREERIG NI The default value is  Message queue for TAPI messages
100. going to iceAdministrator.
IMR Debug Options include: Options to determine which log
Mask e None messages to send.
e Info
e Serious
o Fatal
TAPI Trace Options include: The trace level for TAPI logging.
Level e Disabled Options are available to override the

e Errorsonly 9eneral settings on an individual
server basis. Toggle the switch to
o All . :
M override the general settings for the
essages o
specified server and select the trace
level from the dropdown list.

Workflow
This section allows Global Administrators to modify the workflow settings.
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Mazx Building Block Stack Depth

Routing Cycle Detection Count

Queue Info Expiry Interval =)

Send Email Protocel Timeout (ms)

Send Email Massage Data Timeout (ms)

Close Autedials on Startup

Supress Emergency Agent Not Found Message

Workflow Action Cycle Detection Count

Aute-Logen Defer Time (s)

Change History Poll Interval {ms}

Inter-Server Heartbeat Interval (s)

Mazx Parallel Alert

Enzble Smart Routing

Use lceBar DM for Email

Use lceBar DN for IM

Startup Trace Level

Server -iced

Server -iceB

Startup Trace Mask

Server -iceA

Server -iceB

200000

Override (g
= Al
Override |

Override |

Parameter

Max Building
Block Stack
Depth

Routing Cycle
Detection
Count

Queue Info
Expiry Interval

()

Send Email
Protocol
Timeout (Ms)

Permissible
Values

Text
The default is 50.

Text
The default is 10.

Text

The default is
1800.

Text

The default is
15000.

Description

Number of levels of allowed nested
building block calls.

Maximum number of routing cycles in
workflow before iceServer throws an
error.

Interval which indicates how often
gueue info is refreshed by ice.

Protocol timeout.
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Permissible
WVEIES

Parameter

Text

The default is
12000.

On/Off

Send Email
Message Data
Timeout (ms)

Close
Autodials on
Startup

Suppress On/Off
Emergency

Agent Not

Found

Message

Workflow
Action Cycle
Detection
Count

Text
The default is 500.

Text
The default is 120.

Auto-Logon
Defer Time (s)

Change History K24

Poll Interval The default is
(ms) 900000.

Text

The default is 15.

Inter-Server
Heartbeat
Interval (s)

Text
The default is 11.

On/Off

Max Parallel
Alert

Enable Smart
Routing

Use iceBar DN
for Email

On/Off

Use iceBar DN
for IM

On/Off

Startup Trace e Trace Level
Level 0

e Trace Level
1

Description

Timeout interval for ice to send email
message data.

Enable this setting to close autodials
on start-up.

Enable this setting to suppress the
emergency agent not found message.

Maximum number of routing cycles in
workflow before iceServer throws an
error.

Interval in seconds indicating how
long to defer auto logon for a given
user.

Interval in milliseconds indicating how
often the change history table will be
polled.

Interval in milliseconds indicating how
often server instances exchange
heartbeats.

Maximum number of alerts to send at
once.

Enable this setting to enable smart
routing.

Enable this setting to allow ice to use
the agent’s iceBar DN to receive email
contacts.

Enable this setting to allow ice to use
the agent’s iceBar DN to receive IM
contacts.

Trace setting for startup
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Parameter Permissible Description
Values

e Trace Level

2
e Trace Level
3
Startup Trace e DBO Options indicating which workflow
Mask e System components will output trace logs.
e Switch
e Engine
e ACD
Manager
e Queue
Routing
o All

Virtual Workflow Sessions
Description:

ADD

Server izt
Session Name

UC Group I Voice
Contact Type Voice
Numbar of Sessions o

Restart Delay 0

Session Data

Parameter Permissible Description
Values

Server Dropdown list of The selected server to run the virtual
available servers.  workflow session.

Session Name RIS The name of the virtual workflow
session.
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Parameter Permissible Description
Values

UC Group ID Dropdown list of The selected UC Group ID.
configured UC

Groups
Contact Type e Voice The type of contact that the virtual
e Email workflow session is dealing with.
e IM
Number of Text The number of workflow sessions.
Sessions
Restart Delay Text The number of seconds to delay
between subsequent invocations of
the session, if Run Once is off.
Run Once On/Off Turn this setting on to run the session
only once.
Session Data Text The data passed into the virtual

workflow session on start-up.

uc

The section allows global administrators to modify the Global, Voice, IM, UCMA, ACS
and Recording settings.

Global
Globa —
Append SwitchlD Param to SIP OFF '.\'. )
\Voice URI
IM

UCMA
ACS

Recording
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Parameter Description

Append If enabled, ice will attempt to reach an ice agent via
SwitchID Teams. Instead of requiring each individual Teams
Param to SIP Agent DID to be mapped for Direct Routing, the
URI Direct Routing SBC will instead map the Teams
Agents based on the SwitchiD.

Note: New agents will no longer require
ComputerTalk help desk to assist with SBC changes
once the SwitchlID has been provisioned in the Direct
Routing SBC.

Voice
Agent Fallback Behaviour MNone
Agent Receive DTMF OFF i:?.:':;.
Asserted Phone Uri Regex Avend{10,)%
Call waiting Interval {s) 20
Default Refer Mode ON (.)
Hold Reminder Interval (s} 10
Play Music in PAQ on User Xfer ON E
Password DTMF Timeout (s) 5
AV Reject Code 486
Telephone Command OFF {.: |
Treat SIP URI As Phone Number OFF {.: )
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Parameter

Agent
Fallback
Behaviour

Agent
Receive
DTMF

Asserted
Phone URI
Regex

Call Waiting
Interval (s)

Default
Refer Mode

Hold
Reminder
Interval (s)

Play Music
in PAQ on
User Xfer

Password
DTMF
Timeout (S)

AV Reject
Code

Telephone
Command

Treat SIP
URI as
Phone
Number

Permissable Values

° None
e PSTN
e SIP

On/Off

Text

Text
Default is 20.

On/Off

Text
Default is 10.

On/Off

Text
Default is 5.

Text
Default is 486

On/Off

On/Off

Description

This setting specifies the fallback
behaviour as:

« None: No fallback defined.

e PSTN: Fallback will retry
the user's Remote DN
without the Direct Routing
as a PSTN call.

o SIP: Fallback to the user's
IM SIP Address URI via
Skype for Business
Federation.

Turn this setting on to allow agents
to receive DTMF.

Regex for phone numbers.

The call waiting interval.

The default refer mode.

Timeout interval for hold reminders

Turn this setting on to allow ice to
play music in an agent’'s PAQ
when they transfer a contact.

Timeout interval for a user to input
their password when a password
callback is initiated from ice.

The return code the server sends
to the client when rejecting an AV
contact.

Turn this setting on to allow
telephone commands.

Turn this setting on to allow ice to
treat SIP URIs as phone nhumbers.
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M
Max IM Keepalives g
IM Keepalive Interval (s) 540
IM Reject Code 5032

Parameter Permissable Values Description

Max IM Text The maximum number of IM Keepalive
Keepalives messages being sent from ice.

WRGCEVEUNEE Text Interval between IM Keepalive
Interval (s) messages being sent from ice.

Asserted Text The code the server returns when
Phone URI rejecting an IM.
Regex
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Conference Deactivation Grace
Period (hrs)

Conference Endpoint

server - iceA

Server - iceB

Conference Inactivity Grace
Period (hrs)

TCP Idle Timeout (s)

Trusted Domains

UCMA Tim Trace Level

24

72

1800

Mormal

Server - iced Override |:/. \]
. -
Server - iceB override (@ )
Parameter Permissable Values Description

Conference NI
Deactivation

Grace

Period (hrs)

Conference RIS
Endpoint

Conference NI

Inactivity
Grace
Period (hrs)

TCP Idle Text
Timeout (S)

Trusted Text
Domains

Number of seconds that the TIM will
delay before deactivating conferences.

Skype provisioning information.

Number of seconds that the TIM
will delay before deactivating
conferences due to inactivity.

Interval of time that TCP
connections to the server can
remain idle before being closed.

Comma delimited list of the
domains that the server will accept
connections from.
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Parameter Permissable Values

UCMA Tim .
Trace Level .

Description

Off Trace setting for UCMA
Errors connection.

Normal

Debug

Verbose

ACS
Primary ACS Connection 5tring
Secondary ACS Connection
String
Active ACS Connection String Primary ACS Connection 5tring i
Wait Offhook Timeout (s) 20
Offhook Idle Timeout (s) 20
Test Call DN
Offhook DN
Server - iceA
Server - iceB
Event Grid Probe Interval (s) 500
Chat Polling Interval (s) 5
Parameter Permissible Values Description

Primary ACS K24

Connection
String

The primary ACS endpoint.
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Parameter

Secondary
ACS
Connection
String

Active ACS
Connection
String

Wait
Offhook
Timeout (S)

Offhook Idle

Timeout (S)

Event Grid
Probe
Interval (s)

Interval (s)

Recording

Permissible Values

Text

Text

Text

Test Call DN BE24

Offhook DN

Text
Text

Chat Polling B2

Primary ACS
Connection
String

Secondary ACS

Connection
String

Description

The secondary ACS endpoint.

The active ACS connection string.

The timeout that will be used when
alerting an ACS agent for a voice
call before we deem the call to be
unanswered.

The period of time that the ACS
agent can remain offhook without
actively handling a call (i.e.
queued, outbound, etc). This
feature helps to save ACS billing
costs.

The DN for test calls to ACS.
The offhook DN for each server.

The interval used to periodically
check the successful feedback
loop of the ACS EventGrid
webhook deliveries.

The interval used to poll for chat
messages in the event that ACS
EventGrid is not functional or
configured.
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Enable Recording ON ‘D

Recording Manager URI

Server - iceA net.tcp:/fedp13icel5a.icelab.local:9001/iceRecordingManager

Server - iceB net.tcp:/fedp13icel5a.icelab.local:9001/iceRecordingManager

Shared Password

Parameter Permissable Values

Description

Enable On/Off Enable this setting to enable
Recording recording.

Recording Text URI for the recorders.
Manager URI

ared Text Shared password for the recorder.
Password

iceMail
Message Protocol Timeout (ms) 10000
Message Data Timeout (ms) 120000

Parameter Permissable Values Description

Message Text Protocol timeout.
Protocol
Timeout

(ms)

Message Text Message timeout.
Data

Timeout

(ms)
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iceldentity

Identity URL

Login URL

icelMRService Redirect URI

Accepted Referrers

Refresh Token Expire Time (s) 600
Access Token Expire Time (s) 301
Cookie Expire Time (s} &0

Azure AD Authority

Azure AD Client ID

Azure AD Secret

ADFS Address

OKTA Entity ID

OKTA Metadata Location

Parameter Permissable Values Description

Identity URL Text URL for Identity.

Login URL Text URL for login.

icelMRService M4 URI for icelMRService redirects.

Redirect URI

Accepted Text The accepted referrers.
Referrers
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Parameter Permissable Values

Refresh Text
Token Expire
Time (s)

Access Token @ID4
Expire Time

()

(Ol (ASCIICH Text
Time (s)

Azure AD Text
Authority

Azure AD Text
Client ID

Azure AD Text
Secret

ADFS Text
Address

OKTA Entity Text
ID

OKTA Text
Metadata

Location

Microsoft Graph Settings

Description

Interval which indicates how old
the refresh token can be before it
expires.

Interval which indicates how old
the access token can be before it
expires.

Interval which indicates how old a
cookie can be before it expires.

The address for the Azure AD
Authority.

Application ID of the registration in
Azure AD.

The Azure secret value.

The ADFS address.

The OKTA entity ID.

The location of the OKTA
metadata.

This page can only be accessed by an Administrator. The section allows administrators

to modify the Microsoft Graph Settings.

Azure Client ID
Azure Tenant ID

Azure APl permissions

Include Org Contact ON

Include Presence ON

L_O)
O
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Parameter Description

AATEREIERE ] Application ID of the registration in Azure AD.
ID

Azure Azure AD Tenant ID.
Tenant ID

Azure API Include the full list of graph scopes that the application
permissions [REEL[F[{=EH

If this is not specified, iceBar will assume User.Read
and User.ReadBasic.All.

Nl [N0]e Y |f enabled, organizational contacts (e.g. contacts
Contact created as mail contacts in a GAL) will be included in
the search results.

Include If enabled, Teams presence will show on contact
Presence search results for organizational contacts.

Services
Changes will not take place until service(s) are restarted.
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icelMR5ervice

IMR HOST

ice Reconnect Delay 920
Max Active Send 10000
EMAIL ALERT

From Address
Alert Subject Alert from E&D ice12
SMTP Server

SMTP Server Port 587

SMTP Enable SsL ON E

SMTP Username

SMTP Password | sEsssssaas

Parameter Permissable Values Description

IMR Host

iceReconnect On failed/disconnect to ice server,
Delay the client application will wait for
this amount of time before
attempting to reconnect to the ice

server.
Max Active Text Maximum message buffer queued
Send for messages between ice server

and ice client connections. If this
buffer reaches the maximum
buffer size, messages will be
dropped.
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Parameter Permissable Values Description

Email Alert

From Text The address that the email alert
Address will be sent from.

Alert Subject BRI The subject of the alert.
SMTP Server RI24 The SMTP server.

SMTP Server RIS The SMTP server port.
Port

SMTP Enable [Nell[®]i Enable this setting to enable SSL.
SSL

SMTP Text SMTP username.
Username

SMTP Text SMTP password.
Password

o
@
<
Q.

The icemail page provides users with information regarding their iceMail accounts. Users
can Add, Modify and Delete accounts. Through this page, users also have access to
specific iceMail settings including Loop Prevention and Agent Replies.

iceMail Accounts
ICEMAIL

ICEMAIL ACCOUNTS

ADD

Display

Type Protocol Port Name Email Address Server Name User Name Active Action

=
External POP3 IMAP4 <Default> ice Email ice@computer-talk.com ice ice Email ,/‘ [111]

The iceMail Accounts section provides information on each account that has been
configured for the system and their state. Below is a table describing each attribute:

Parameter Details

Type Type of iceMail account. User can select from one of the following
options listed below:
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Parameter Details

e Internal
- o External
Protocol Email transfer protocol the account will be using. User can select
from one of the following options listed below:

e IMAP4
e IMAP4-SSL
e IMAP4-OAUTH2
e POP3
e SMTP
e SMTP-SSL

e SMTP-IP-Auth
e SMTP-User-Auth
e SMTP-OAUTH2

Use Default Select On to use the default port configured for each protocol
el (elelzlpifel ! listed above or select Off to use the value entered in the Port field
selections below. The default port for each protocol is as follows:
below if Off) IMAP4 143

IMAP4-SSL 993

IMAP4-OAUTH2 993

POP3 110

SMTP 25

SMTP-SSL 587

SMTP-IP-Auth 25
SMTP-User-Auth 587
SMTP-OAUTH2 587

Port used to connect to the email server.

The name displayed with the email address.

Name of the email server.

User name used for account authentication.

Password used for account authentication.

The email address associated with the iceMail account. This email
Address address will be used send and receive emails.

Indicates whether the iceMail account is active or not.
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Parameter Details

Action Allows a user to edit the iceMail account settings or delete the
iceMail account.

Users with Administrator privileges or higher have the ability to add, delete or edit iceMail
accounts.

@ ICEMAIL

HELP
ADD
Type Select Type -
Protocol Select Protocol -

Use default port OonN ‘D

Display Name
Server Name
User Name
Password
Email Address

License Overflow Email

Note: For no authentication on SMTP accounts, leave the username and password fields blank

SERVER ASSIGNMENTS

ASSIGNED SERVER

UNASSIGNED SERVERS Show deactivated servers @ OFF

Server Assign

Default (icelabice9a.icelab.local:2060 ) +
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To add an iceMail account:

1. Select the Add button in the top left corner of the page. The Add iceMail page will
appear.

2. Fill the form. Details of the fields are in the table above.

Click Add in the blue banner at the bottom of the page.

To delete an iceMail account:
1. Select the trash icon in the row of the iceMail account you would like to delete.

2. The ‘Delete Mail Account’ message will appear. Click Yes to delete the account
or click No to keep the account.

To edit an iceMail account:

2. Select the Edit button (pencil icon) under the Action column. The Edit iceMail
page will appear.

Edit the desired fields.
4. Click Save to save the changes. Click Revert to cancel the changes.

If you clicked Save, the ‘Save Mail Account’ message will appear. Click OK to
complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.
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Settings

SETTINGS

Poll for new email every

Limit download per account flush

Limit download per account flush to
(emails)

Pause inbound queue while processing
outbound messages

Prevent sending multiple compose reply
messages

Loop Prevention

Allow a maximum of (emails)

from the same address every

Agent Replies

Restrict replies to be from handling
agent only

Activate detailed trace

Max memory usage for message caching
(MB)

ON

oFf |

ON

OFF |
e

ON

Minutes -

Minutes -

Parameter

BIEIES

Poll for new email
every

Limit download per
account flush

Limit download per
account flush to
(emails)

The interval indicating how often iceMail will poll for new
emails.

Enable this setting to limit download per account flush.

The number of emails to limit download per account flush.
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Parameter BEES

Pause inbound
gueue while
processing
outbound messages

Enable this setting to pause inbound queue while
processing outbound messages.

Prevent sending
multiple compose
reply messages.

Loop Prevention

AUl e Evdgltigleis The number of emails allowed per configured interval.
(email) from the

same address every

(time)

Enable this setting to prevent sending multiple compose
reply messages.

Agent Replies

SES w8 Enable this setting to restrict replies to be from handling
from handling agent agents only.
only

Activate detailed
trace

Enable this setting to activate detailed trace.

VEVanCgldZlEER[=E . The maximum memory usage for message caching.
for message
caching (MB)

Servers

The servers section contains information regarding the ice servers in the system. This
section provides information regarding the server’s state, associated contact IDs, and
connection time. All users have access to this section. However, global administrators
have the ability to activate servers, deactivate servers, and edit server information. They
also have the ability to add a server to the list in this section.

SERVERS

ICE SERVERS

ADD Show deactivated servers E on

Starting
Short Interflow  Contact Contact ID Connection

ID Name Name DNSName Port Mode Internal DNS Name Address ID Increment State Time Action  Adtive

1 iceA  icen |ceAvcomputer 2060 Tcp  \ceAcomputer 1 318 10 Connected  12.10:53:16 & ON
talk.com talk.com

8. ter- ceB ter- .
2 iceB  icep | ooeeombuter 2060 TCp | lCeTeomputer 1000 10 Closed /A Vs OFF
talk.com talk.com

O]
CD)
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Parameter Details

_ A unique identifier for each server added to this list.
The name given to the server.

Short Name A shortened name given to the server up to 4 characters. This
name will appear in iceMonitor and iceReporting.
DNS Name The external DNS name used to communicate with the server.

Internal port connecting to the server.
Security protocol required to establish connection with the server.

[l s = The internal DNS name used for validation during server start up.
Name If this field is modified, a server restart is required to implement
changes.

Interflow The SIP address that will be used to move voice contacts to the
Address server.

Starting The first contact entering the system will start with this contact ID.
Contact ID This field is disabled for active servers. To modify, server must be
deactivated. If this field is modified, a server restart is required to
implement changes.

Contact ID Every contact after the first will be assigned an ID incremented by
Increment this number. An entry into this field will be applied to all servers. If

this field is modified, a server restart is required to implement
changes.

Indicates whether the sever is connected or disconnected.

Connection The amount of time the server has been in a Connected state.

Time

Action Allows a user to edit the settings of the server. This option is only
available for Global Administrators.

Select On to activate

A Global Administrator has privileges to add new servers and modify existing servers.
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@ SERVERS

ADD v

Name
Short Name
DMNS Name

Port 2060

® TCP O TLS
Mode

Internal DNS Name
Interflow Address
Starting Contact ID 1

Contact ID Increment 10

Note: Changing Contact ID Increment will apply to all
servers

To add a new server:

1. Select the Add button in the top left corner of the page. The Add Server page will
appear.

Fill the form. Details of the fields are in the table above.

3. Click Add in the blue banner at the bottom of the page.

To edit an existing server:
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EDIT

Name iceB

Short Name iceB

DNS Name iceB.computer-talk.com
Port 2060

Mode J TCP ® TLS
Internal DNS Name iceB.computer-talk.com
Interflow Address

Starting Contact ID 1000

Contact ID Increment 10

Note: Changing Contact ID increment will apply to alf
servers

1. Select the Edit button (pencil icon) under the Action column. The Edit Server
page will appear.

Edit the desired fields.
Click Save to save the changes. Click Revert to cancel the changes.

If you clicked Save, the ‘Save ice Server’ message will appear. Click OK to
complete the change. If you clicked Revert, the ‘Revert Changes’ message will
appear. Click Yes to revert the changes or click No to keep your changes on the
editing page.

Note: Modifying the fields Internal DNS Name, Starting Contact ID, or Contact ID
Increment will require a server restart before changes are implemented.

Languages

This section can only be modified by Global Administrators. This section allows Global
Administrators to control the languages offered in iceManager and iceSurvey.
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LANGUAGES
Name o
English (Canada) 0 +
English (US) 1 T+ ¥
Frangais {Canada) 2 1T+ +
Espafiol (México) 3 ™

m
m

To turn on a language option:
1. Select the toggle under the Enabled column.

Qb

2. The following message appears:

A LANGUAGES

Changing the state of languages will require all active iceManager users to refresh
their session. Are you sure you wish to continue?

“

3. Select Yes to enable the language, or No to cancel.

To turn off a language option:
4. Select the toggle under the Enabled column.

L_O)

5. The following message appears:
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A\ LANGUAGES x

WARNING: disabling a language could cause side effects with components of
iceManager and iceSurvey. This should only be done if the language has not been used
throughout the system.

Changing the state of languages will require all active iceManager users to refresh
their session. Are you sure you wish to continue?

“

6. Select Yes to disable the language, or No to cancel.




Chapter 4: iceJournal

The Journal provides the ability to search for interactions by queue, user,
contact type, date range and other criteria. Contact details are shown
when a particular record is selected.

Using iceJournal, you can:

e Search for recorded and in-progress contacts.
o Display details on selected contact. A contact can be of type
voice, email or IM.
o For a voice contact, playback of the recording is
available (if it was recorded).
o For email, the email subject, body, and attachments, if
any, can be viewed.
o For IM, the conversation between the Web chat user and
the user is displayed.

e Ateam lead, supervisor or administrator can evaluate the
handling user’s performance on the selected contact
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iceJournal
When you first click the Journal tab, the following screen appears. Search options and results are
on the right side of the screen and filters are along the left side of the screen.

- - - . ACTIVE JULIE (1301) OGGED OFF
HOME  MONITOR JOURNAL  SURVEY ~ REPORTS ~ADMINISTRATOR CAMPA £BAR
= OME ~ MONITOR  JOURNAL  SURVEY EPORTS  ADMINISTRATOR CAMPAIGN  ICEBA! conacrs N I@ Joenon. S v @

FILTER BY: . QUEUES USERS DATE RANGE

e T - Selec eue: - Selec - & February 09, 2023 - March 10, 2023 SEARCH CONTACTS
Ve
0 voiee RESULTS -
O email
[ Instant Message Previous | N
ontact ID Type Date % Duration Recipient (DNIS) User Name Queue User Data
3 «
No contacts found with given search parameters
O Re «
" Showing 0 to 0 of 0 entries
& s
- 10 4 | record Previous | Next

CLEARALL
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Searching for an interaction
To search for an interaction, complete the following steps:

1. If you are looking for the results for a queue or multiple queues, find and select the
appropriate queues from the ‘Select Queues’ drop-down. You can search one queue or
multiple queues. To delete a selection, click the grey x beside the name.

SELECT QUEUES

Default Name (6000} =

Default Name (6001} % |

Default Name (6003)

Default Name (G004)
Default Name (BO05)
Default Name (6010)
Finance (6002)

cl £

2. If you are looking for the results for a user or multiple users, find and select the appropriate
users from the ‘Select Users’ drop-down. You can search for one user or multiple users. To
delete a selection, click the grey x beside the name.

SELECT USERS

Bernie Dennis |

Agent 1 -

Andrea

Chris

Global Admin
Switch Admin
Team Leader

Vivian -
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3. Select a date range based on options in the ‘Date Range’ drop-down.

< QUEUES USERS DATE RANGE

= Select queues... A Select users... - 02-12-03-13
2023-02-12 2023-03-13 Today

12 % |- 00 ¥ | AM v 11 % - 50 % PM v

Yesterday

€ | February ~ 2023 v > £ | March v 2023 v
Mo Tu We Th Fr Sa Su Mo Tu We Th Fr sa su  L@st7Days
= 31 1 2 3 4 5 27 28 1 2 3 4 5 Last 30 Days
6 7 8 9 10 11 [&F & 7 8 9 10 11 12 |
13 14 15 16 17 18 19 +4 45 46 47 48 48 | ThisMonth |
20 21 22 23 24 25 26 26 2% 22 23 24 25 26 Lact Month L
27 28 1 2 3 4 5 27 28 29 36 3t 1 2

If you select custom range, two calendars appear. The calendars on the left can be used to
select the ‘From’ and ‘To’ date and times. Alternatively, you can use the YYYY/MM/DD
format to select your date range.

4. Click Search Contacts. The Results section refreshes with items that match the filter criteria.

QUEUES USERS DATE RANGE
Select queues. - Select users - February 01,2023 - February 28, 2023
RESULTS o
Previous - Next
Contact ID Type Date +  Duration Sender (ANI) Recipient (DNIS) User Name Queue User Data
4an Voice 2023-02-06 03:41:54 PM 00:00:07 agent one (agentone)
461 Voice 2023-02-06 03:38:30 PM 00:00:08 agent one (agentone)
451 Voice 2023-02-06 03:37:13 PM 00:01:02 agent one (agentone)
401 Voice 20230203 09:0239 AM 0000:08 agent one (agentone)
361 Voice 2023-020201:08:17 PM 0000:14 agent one (agentone)
Showing 1 to 5 of 5 entries
Display | 10 $ | records Previous - Next

You can change the number of records to display by changing the “Display” drop-down.

The search results contain pertinent information about the call, email, or IM. The table below
describes the fields in the results frame.
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Column Description

Contact ID The identification of the contact.

Type Type of interaction. Possible values are IM, Voice, and Email.
Date Date and time of the interaction.

Duration The length of time of the interaction.

Sender (ANI) The SIP address, email address or phone number of the
person who called the contact center.

SEWERINPINE)IS The SIP address, email address or phone number that
received the instant message, email or voice call.

User Name Name of the user who handled the interaction.
Queue Name of the queue with Queue ID.

User Data This field contains information on the contact. Depending on
the interaction type, different information is displayed.

For voice interactions, the caller ID and the caller’s responses
to menu prompts may be displayed. It may also contain notes
from the previous agent.

For email interactions, user data can be empty, or it can
contain notes from the previous agent.

For instant messages, user data contains the website URL
from which they entered into a chat session. It can also contain
the contact’s responses to menu prompts.

You can sort results by any of the columns in the table. You can also filter results by Interaction
Type or Advanced Filters.

e Tofilter the results by the channel it came in, select the relevant check boxes in the Interaction
Type menu and click Update.

e To filter by items in the Advanced Filters section, fill in the appropriate fields and click Update. To
cancel, click Clear All.

The table on page 165 explains the advanced filters that are available. Only the advanced filters
that have been modified from the default option will be used to filter results.
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Advanced Filters

Parameter

Contact Info

Contact ID

User Data

Sender (ANI)

Receiver
(DNIS)

Subject

User Event

Description

Enter the Contact ID of interest.

This field contains information on the
contact. Depending on the interaction
type, different information is displayed.

For voice interactions, the caller ID and
the caller’s responses to menu prompt
may be displayed. It can also contain
notes from the previous agent.

For email interactions, user data can be
empty, or it can contain notes from the
previous agent.

For instant messages, user data contains
the website URL from which they entered
into a chat session. It can also contain
the contact’s responses to menu
prompts.

The SIP address, email address or
phone number of the person who called
the contact center.

The SIP address, email address or
phone number the sender had dialed,
emailed, or IM’d.

The subject of the email.

Select the User Event associated with
the contact. Options include:

e Conferenced
e Conferencing
e Consulted

& Interaction Type

[ voice
O email

[ Instant Message

2 Contact Info

Contact ID

User Data

Sender (ANI)

Receiver (DNIS)

Subject

User Event

Choose User Event
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e Consulting

e In meeting

e Placed external contact

e Placed internal contact

e Received direct contact

e Received queued contact

e Received self parked contact

e Received transferred direct
contact

e Received transferred queued
contact

Evaluation

Evaluation Select from the drop-down list containing
Status the current evaluation status of the
recording. Options that you can select
are listed below:

e Not Evaluated

e Being Evaluated
o Evaluated

e Unknown
Evaluator ID Type the ID of an evaluator to filter
results by the interactions that he/she
evaluated.

Recording Select the recording modality associated
Modalities with the contact you are searching.
Options that you can select are listed
below:

e Any
e Voice
e Screen Recording

Recording
Trigger

Options that you can select are listed in
Appendix B: Recording Triggers on page
204.

[ Ewvaluation
Evaluation Status

— Choose a status —

Evaluator ID

© Recording
Recording Modalities:

- Choose a modality —

Recording Trigger

- Choose a trigger -

Recording Initiator ID

kel
Survey
Survey

-- Choose survey -

Survey Run

-- Choose survey run -



iceManager User Manual

Recording To find results of recordings that were = Miscellaneous .
Initiator ID initiated by a person, enter the ID of the
person in this field. Resolution Code
-- Choose a code - v
Survey
ice Servers
Survey Select the Survey name for the survey — Choose ice server — v

used by the contact. Options include all
surveys created within the system.

Survey Run Select the Survey Run name for the
survey used by the contact. Options
include all the survey runs created within
the system.

Miscellaneous

Resolution Select from the drop-down list containing
Code resolution codes configured for your
contact center.

Resolution Coda

Fallures: Send falkad mult

fijectad: Mo Contact Gro
Rajorted: Addres fregquan W

ice Servers Select the ice server used when the
contact entered the system.

To open the Details frame for the entry you are interested in, select the entry from the
‘Results’ frame.
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RESULTS DETAILS
Previous . Next _ - BN
D 247 00:12:06
ContactID *  Type Date ¥ Duration Sender (ANI)
(© startTime November 03, 2020 12:43:18 PM
247 Voi 2020-11-031 18 PM 00:12:06 .
® End Time November 03, 2020 12:55:24 PM
245 Vaoice 2020-11-03 12:27:57 PM 00:05:01 Dennis
Contact Modalities: Voice
s Veice 20001102 1216:41PM  00:00:15 Dennis
Sender: Dennis (dennis@computer-talk.com) §
2 Veice 20001103 12:1432PM  00:00:15 Dennis Receiving Address:  ice@computertalksandbox.com
Contact Group Voice
243 Voice 2020-11-03 11:58:25 AM 00:00:15 Dennis
Name:
242 Voice 2020-11-03 11:54:55 AM 00:00:15 Dennis User Data:
Users: Dennis (1002)
241 Voice 2020-11-03 11:51:36 AM 00:02:03 Dennis
Queues: Default Name (6000} (6000)
Showing 1to 7 of 7 entries1 row selected Server: ; ice.computertalk.com
: Recording Trigger:  Bulk User
., . CONTACT SEGMENTS
ID Start Time Agents ueues Record
2020-11-03 12:43:18
p.m.
020-11-0312:44:50 1002 (Received queued Jumpto
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Interpreting the Details Frame

The Details frame contains information about the call, email, or IM. The table below
describes the fields in the Details frame.

Contact ID

Duration

Start Time, End
Time

Contact
Modalities

Receiving
Address

Contact Group
Name

User Data

Field Description

Identification of the contact

The duration of the contact, from when the contact is
established on the system (including time in workflow, queue
time and handling time by an agent) to when the interaction
has completed.

The start date and time, as well as the end date and time, are
displayed here.

A list of the modalities that were used during the interaction is
displayed here.

The phone number, SIP address, or email of the contact who
initiated the interaction is displayed here.

The phone number, SIP address, the email of the Email
Group or the URI of the UC Group that received the contact

Name of the contact group that received the contact. Contact
Group is configured in iceAdministrator.

This field contains information on the contact. Depending on
the interaction type, different information is displayed.

For voice interactions, the caller ID and the caller’s responses
to menu prompts might be displayed. It can also contain
notes from the previous agent.

For email interactions, user data can be empty, or it can
contain notes from the previous agent.

For instant messages, user data contains the website URL
from which they entered into a chat session. It can also
contain the contact’s responses to menu prompts.
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Field Description

Users The name and ID of the users who handled the interaction
are displayed here.

L] ERROIETEEE The name and ID of the queues the interaction occurred in.
The ice server used when the contact entered the system.

SEe) e @6 e (S8 This section contains options for selecting resolution codes.
section This section appears for interactions that involve email.
Select the appropriate resolution code from the Choose a
code drop-down and click Apply.

Contact A Contact segment is made anytime the agent Roster of the
Segments call changes.

section . .
The contact Segments table gives a list of agents that were

present on that segment of the call, what queues the call was
handled from and the time when the segment was generated.

This section contains information about interactions including
the recordings. Depending on the interaction type, different
information is displayed. If the recording was not enabled and
recordings were not made, the Recording column will be

empty.

For voice interactions, the ID of the agent who handled was
handling the contact during this segment of the call is
displayed. The reason why the agent has been added to this
segment is also displayed. Where available, the recording
can be heard and also downloaded from this section. The
playback speed can be adjusted by clicking on the speed icon
next to the play button and toggling through the available
options (0.5x, 1x, 1.5x and 2x). If a recording is not available,
the message “No file is available for this recording” is
displayed. Under the Recording column, ‘Jump to’ allows you
to jump to the selected segment within the recording.

For email interactions, the email icon and the subject of the
email are displayed. To view and/or download a copy of the
email, click the down arrow. In the expanded view, you will
see the From address, To address, any Cc’d emails, Sent
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Description

date and time, Subject line, and message. Under the
transcript is the Download button — click to download a copy
of the transcript.

For instant message interactions, the IM icon is displayed. To
view and/or download a copy of the IM transcript, click the
down arrow. In the expanded view, you will see the
conversation stream. Under the transcript is the Download
button — click to download a copy of the transcript.

File formats for downloaded files

Voice calls can be downloaded in MP3 format. Email can be
downloaded in .eml format, which can be opened in a number
of common mail viewers. Instant messages can be
downloaded as a text file.

Evaluation This section contains options for evaluations. If the interaction
section has not been evaluated, you can select the appropriate form
from the Evaluate drop-down. If the interaction has already
been evaluated, you can view the evaluation results or delete
the existing evaluation.

This section contains information regarding the survey that
this contact participated in. The information includes:

e Survey Name

e Survey Run Name

e Completion Address
o Completion Modality
e State

Purging This section allows administrators to purge voice and screen
recordings. To view the purging options, click the grey arrow
in the right corner of the section. You can delete specific
segments of a recording using the segment ID checkbox or
choose to delete the entire recording.

Caution: Recordings that have been purged cannot be
recovered. Please ensure that you do not purge any
recordings you may need in the future.
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You can close the Details section by clicking the X at the top right corner of the section.
To view another entry using the same search results, click on that entry in the Results
frame. To find another entry, change your search options and click Search.

Contact Segments
The Contact Segments section contains the recording or text transcript of the interaction.

You may interact with it if you have the appropriate access level. This section also
contains evaluation options and Survey details.

There are 3 possible scenarios in this section:

1. There are no transcripts.

CONTACT SEGMENTS

1D Start Time Agents Queues Recording
0

2020-11-10 4:19:41 p.m.

2. You don’t have permission to access transcripts.

CONTACT SEGMENTS

ID  Start Time Agents Queues Recording

0 2020-11-03 12:43:18 p.m.

1 2020-11-03 12:44:50 p.m. 1002 (Received queued call) 5000 :

2 2020-11-03 12:55:24 p.m.

3. Transcripts are available for viewing and download.

CONTACT SEGMENTS

1D Start Time Agents Queues Recording

0  2022-06-14 10:58:26 a.m. Jump to 00:00:00

1 2022-06-1410:59:15 a.m. 3283 (Received queued call) 3001 Jump to 00:00:47

‘ | I 0 ‘
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In the following section, you will see examples of Details frame for voice, email, and IM
interactions.
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Voice Interactions

Below is a screenshot of Details section for a Voice Interaction. For more
information on the information in each field, refer to Interpreting the Details

Frame on page 169.

DETAILS
4341571
Start Time June 14, 2022 10:58:26 AM
@® EndTime June 14,2022 11:08:18 AM

Contact Modalities:
Sender:

Receiving Address:
Contact Group Name:
User Data:

Users:

Handled Queues:
Server.

Recording Trigger:

CONTACT SEGMENTS
Start Time:
o 2022-06-14 10:58:26 am.

1 2022-06-1410:59:-15am.

VOICE

00:09:52

\ioice

Technical Support (3001)

Bulk Trunk Incoming

3283 (Received queued call)

(3283)

Recording

Jump to 00:00:00

Jump to 00:00-47

EVALUATION

This contact is yet to be evaluated.

EVALUATE -




iceManager User Manual 175

Email Interactions
Below is a screenshot of Details section for an email interaction. For more
information on the information in each field, refer to Interpreting the Details
Frame on page 169.

DETAILS
W% 1519

Start Time

@ End Time

Sender:

Resolution Code:

EMAIL
]

N

EVALUATION

SURVEY

Contact Modalities:

Receiving Address:

00:10:21

November 10, 2020 04:16:55 PM

November 10, 2020 04:27:16 PM

Email
Fred(fred@gmail.com)

ice@icescape.com

Contact Group Name:

User Data:

Users:

Queues: Email - Team 6 (7016)

Server: ( ice.computertalk.com )
RESOLUTION CODE

Replied (External)

CONTACT SEGMENTS

ID  Start Time Agents

0 2020-11-10 4:16:55 p.m.

1 2020-11-10 4:24:57 p.m. 1061 (Received queused email)

This contact is yet to be evaluated.

EVALUATE ~

] AcenT FEEDBACK SURVEY

Queues Recording

7016

X DOWNLOAD

X DOWNLOAD
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Instant Messaging Interactions

Below is a screenshot of Details section for an instant message interaction. For
more information on the information in each field, refer to Interpreting the Details
Frame on page 169.

DETAILS
. 1470 00:35:51
Start Time MNovember 02, 2020 08:44:04 AM
(® EndTime ovember 02,2020 09:18:55 AM
Contact Modalities: M
Sender: Fred (Fred@icescape.com)
Receiving Address: ice @computertalksandbox.com
Contact Group Name: Default
User Data:
Users: Mackenzie (1061)
Queues: Chat-Team &(7516)
Server: (ice.computertalk.com )
CONTACT SEGMENTS
Start Time Agents Queues Recording

0 2020-11-02 8:44:04 a.m.

1 2020-11-02 9:16:04 a.m. 1061 (Received queued IM) 7516
INSTANT MESSAGE
EVALUATION

This contact is yet to be evaluated.

EVALUATE ~

SURVEY

No survey responses available for this contact




iceManager User Manual 177

Evaluating an interaction

To evaluate an interaction, select a form from the Evaluate drop-down.

DETAILS
D 1521 00:20:52
Start Time November 10, 2020 04:20:58 PM
@ End Time November 10, 2020 04:41:50 PM
Contact Modalities: Voice
Sender:

Dennis (dennis@computer-talk.com) §

Receiving Address: ice@computertalksandbox.com

Contact Group Name: Default
User Data:
Users; Dennis (1011)
Queues: Voice - Team 1(6011)
Server: ( ice.computertalk.com )
CONTACT SEGMENTS
ID  Start Time Agents Queues Recording
0 2020-11-10 4:20:58 p.m.
1 2020-11-10 4:21:40 p.m. 1011 (Received queued call) 6011

2 2020-11-10 4:41:50 p.m.

EVALUATION

This contact is yet to be evaluated.

EVALUATE ~

SURVEY

The evaluation form appears in the browser window.

@© evawano crmsTiva

DETAILS INTERACTION VOICE
D 5295 00:02:03 Chaisting. m
ot . MEDIA TRANSCRIPTS

© EndTime

&

GREETING
((((( ducon n
ssinelo n

GREETING TOTALS

It is recommended that you fill out the comment section so that people viewing the
evaluation will understand the reasoning behind the scores.



178 iceManager User Manual

Once you are finished evaluating, click Submit. You must complete all fields to submit the
evaluation.

If you accidentally selected Evaluate, click the arrow in the top or bottom-left of the

evaluation page to go back to the results and detail screen. You can delete the evaluation
using the Delete button.

Note: When evaluating an email or IM contact, the contact transcript will open in a
floating window so that users may fill out the evaluation form and view the transcript at
the same time.

Viewing an evaluation

To view an evaluation, scroll to the evaluation section and click View Evaluation.

© eawaon s

DETAILS INTERACTION VOICE

D 5295 00:02:03
StartTime

bl =

MEDIA TRANSCRIPTS

© EndTime
TION

GREETING

GREETING TOTALS m

Note: You cannot modify this form.

Survey Responses

This section displays the name of the survey that the customer participated in. It also
provides the option to view and delete the Survey Response.

Note:

e Survey Responses will only be displayed if the contact participated in an active
survey and the response is complete, or if the Survey Run is complete.

e All Survey Responses are also available in iceReporting.
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CONTACT SEGMENTS

1D Start Time Agents Queues Recording

EVALUATION

This contact is yet to be evaluated.

EVALUATE ~

SURVEY

D CUSTOMER SERVICE

VIEW SURVEY RESPONSES

To view the Survey Response, select the View Survey Responses button in the Survey
section of the detail view.

SURVEY

D CUSTOMER SERVICE

VIEW SURVEY RESPONSES

The Survey Response page opens displaying the contact’s details, all survey responses,
scores, and score totals.

(© survev ResponsE

DETAILS INTERACTION
Cx D o Contact Modalities: Voice
D 14905 00:02:18 Sender: Jason (j@computer.com)
Receiving Address: crow@computer.com
Start Time Dec. 3, 2020, 10410 pm,  CoNtact Group Name: Survey Inbound

User Data

® End Time Dec 3, 2020, 1:06:28 p.m.
Users: Joe (1000)

EVALUATION Queves: Voice Q (6002)
Server:

This contact is yet to be evaluated,
CUSTOMER SERVICE

Completion Address sipij@computer.com Survey Introduction . eve s vesenenseeensesre.. T

Completion Modality: Voice B th " 7

States Completed urpose of the cal [ETTIIC P TIITIPIN 67%
Representative's attitude during the call. ... .- .« [CCES Totals
Survey Condlusion i OB

SURVEY INTRODUCTICN Category Total Score: N/A

Hello. The following survey is regarding your last hone call with a Widget Corperation e, It will take 2 minutes o

PURPOSE OF THE CALL Category Total Score: N/A
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Purging Recordings

This section is only available for administrators. This allows administrators to delete call
and screen recordings.

Caution: Purged recordings are not recoverable. Please ensure that you will not need
the recording in the future before purging it.

To purge a recording, click the grey arrow to open the section.

VOICE

EVALUATION

This contact is yet to be evaluated.

EVALUATE -

SURVEY

No survey responses available for this contact

PURGING

Click the checkbox next to the contact segment(s) you would like to remove or click
Select Everything to select all segments. Click Delete to delete the segments.

PURGING D
Audio MP4 PRX
o
o
3 O SELECT ALL
.o
5 O SELECT ALL

The following window will open. To confirm your selection, click Yes. To cancel, click No.
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A\ DELETE CONTACT RECORDINGS %

Are you sure you want to delete the following recordings?

Segment Id 1 - Audio
Segment Id 2 - Audio
Segment Id 3 - Audio
Segment Id 4 - Audio
Segment Id 5 - Audio

The recording has successfully been deleted.

v/ DELETE CONTACT RECORDINGS RESPONSE

Succeeded

Note: the recording player will be removed from the Details panel if you have deleted all
segments.







Chapter 5: Active Contacts

Active Contacts provides the ability to search for interactions by queue,
user, contact type, time range and other criteria. Contact details are
shown when a particular record is selected.

Using Active Contacts, you can:

e Search for active contacts in the system.
e Search for contacts that entered the system today.

e Only Administrators have access to the information on this tab.
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Active Contacts
When you first click the Active Contacts tab, the following screen appears. Search options and
results are on the right side of the screen and filters are along the left side of the screen.

TOR W T ACTIVE JULIE (1301) OGGED OFF
v RNAL SURVEY  Rep ADMINISTRATOR  CAMPAIGN  ICEBA
= MONITOR  JOURNAL ~ SURVEY ~ REPORTS ADMINISTRATOR CAMPAIGN  ICEBAR  SCTUE o0 A I@ S v

ICE SERVERS QUEUES USERS
ACTIVE CONTACTS < Choose ice server - Select queues - Select use -
O voice CIL
am =
0 Email n Type Name Address State Start Time Server Email Tracking Number | Subject User Data
i
O Autodial o
¢
0 waiting 2
0 In Workflow 7
O Active H
[ tnactive

No Rows To Show

Contact ID
Subject

Start Time

=]

CLEARALL
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Searching for an interaction
To search for an interaction, complete the following steps:

1. If you are looking for the results for a specific ice server, find and select the appropriate ice
server from the ‘ice Servers’ drop-down. You can search one server or multiple servers. To
delete a selection, click the grey x beside the server name.

2. If you are looking for the results for a queue or multiple queues, find and select the
appropriate queues from the ‘Queues’ drop-down. You can search one queue or multiple
gueues. To delete a selection, click the grey x beside the name.

QUEUES

pelect queues... "

Customer Service French Queue (6103)

¢ Customer Service Voice Queue (6003)
Default Name (6000)
Default Name (6004)
Default Name (6005)

Default Name (6006)

FunFarls Marma (80141

3. If you are looking for the results for a user or multiple users, find and select the appropriate
users from the ‘Users’ drop-down. You can search for one user or multiple users. To delete a
selection, click the grey x beside the name.

USERS

$elect users... -

Andrea (1201)

Antonio (1102)
Francis (1004)
Julie (1301)
Laura (1001}
Lucas (1002)
Marcel (1202)

Paula (1003)
T Sylvie (1101)

4. Click Search Contacts. The Results section refreshes with items that match the filter criteria.
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ICE SERVERS QUEUES USERS

- Cheose ice server — - Select queues... - Select users... -

SEARCH CONTACTS CLEAR UPDATE ACTIVE CONTACTS

D Type | Name Address State Start Time End Time Server Email Tracking Number Subject

U]
o| > 1735 Voice  Kathika sipKathika@computer-talk.com Ended  Jun 25,2021 01:31:32 PM Jun 25, 2021 01:31:32 PM
3| > 17 Voice  Richard sipRichard@computer-talk.com Ended  Jun 25,2021 01:35:51 PM Jun 25, 2021 01:35:51 PM
g T Voice  Nicholas sipNicholas@computer-talk.com Ended  Jun 252021 01:36:11 PM Jun 25,2021 01:36:11 PM
o > 1738 Voice  Rick sipRick@computer-talk.com Ended  Jun 25,2021 01:36:14 PM Jun 25, 2021 01:36:14 PM

You can change the number of contacts to display by using the Action menu.

The search results contain pertinent information about the call, email, or IM. The table below
describes the fields in the results frame.

Column Description

The identification of the contact.
Type Type of interaction. Possible values are IM, Voice, and Email.
Name The name of the person who contacted the contact center.

Address The SIP address, email address or phone number of the
person who contacted the contact center.

State of an interaction. Possible values are Waiting, workflow,
Active, Inactive, and Ended.

Waiting: in IVR, waiting for a user

workflow: in IVR, not waiting for user (in self-service)
Active: being actively handled by the user

Inactive: still with the user, not being actively handled
Ended: interaction with contact has been completed
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Column Description

Note: Only Global Administrators can see contacts with an
Ended State.

Start Time The time when the contact entered the system.

End Time The time when the contact was released from the system.
Server The ice server associated with the contact.

Email Tracking The Tracking ID for the email interaction.

Subject The Subject line of an email interaction. This field is only
populated for email contacts.

User Data This field contains information on the contact. Depending on
the interaction type, different information is displayed.

For voice interactions, the caller ID and the caller’s responses
to menu prompts may be displayed. It may also contain notes
from the previous agent.

For email interactions, user data can be empty, or it can
contain notes from the previous agent.

For instant messages, user data contains the website URL
from which they entered into a chat session. It can also contain
the contact’s responses to menu prompts.

You can sort results by any of the columns in the table. You can also filter results by Interaction
Type or Advanced Filters.

To filter the results by the channel it came in or the state of the interaction, select the relevant
check boxes in the ‘Contact Type / State’ menu and click Update.
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& Contact Type [ State =

O veice
O m

O Email
O Autodial

D Waiting

O in workflow
D Active

D Inactive

O Ended

UPDATE

e To filter by items in the Advanced Filters section, fill in the appropriate fields and click Update. To
cancel, click Clear All.

Advanced Filters

Parameter Description & Advanced Fifters

Contact ID

Contact ID Enter the Contact ID of interest. Enter Number

Subject
Subject Enter the Subject line for the email of
interest.
Start Time
Start Time / Enter a date-time range to filter the search A
End Tlme results_ End Time

Pick a date-time

UPDATE

CLEAR ALL
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Columns Options

The Results table provides information for each contact. Click the Columns heading on
the left of the table and use the checkboxes to show and hide the information.

ICE SERVERS

Search..

D

Type
Name
Address
State
Start Time
End Time
Server

sy 4

Subject
User Data

- Choose ice server -

SEARCH CONTACTS CLEAR UPDATE ACTIVE CONTACTS

Email Tracking Number

1735

1736

1737

1738

QUEUES

Select queues...

Type | Name
Voice  Kathika
Voice  Richard
Voice  Nicholas

Voice  Rick

USERS
- elec
Address State
sipKathika@computer-talk.com Ended
sipRichard @computer-talkcom Ended
sipMNicholas@computer-talkcom Ended
sipRick@computer-talkcom Ended

Start Time

Jun 25, 2021 01:31:32 PM
Jun 25, 2021 01:35:51 PM
Jun 25, 2021 01:36:11 PM

Jun 25, 2021 01:36:14 PM

End Time Server Email Tracking
Jun 25,2021 01:31:32 PM
Jun 25,2021 01:35:51 PM
Jun 25, 2021 01:36:11 PM

Jun 25, 2021 01:36:14 PM

The gallery will refresh with the selected columns. By default, all columns are displayed

on the table.

Note: Use the search field to find a column name in the list.

Column Headers

Column Header Actions

Click the Actions button on the right side of the column name as shown below to open the

menu of options.

ICE SERVERS

D
10
o > 1735 [Ad
3> 1

> 1737
v
o > s

ce server -

‘SEARCH CONTACTS CLEAR UPDATE ACTIVE CONTACTS

Type
tions
Voice
Voice

Voice

Name

Kathika

Richard

Nicholas

Rick

QUEUES

Select queues...

Address
sipKathika@eomputer-talk.com
sipRichard@computer-talk.com
sipMicholas @computer-talk.com

sipRick@computer-talk.com

State.

Ended

Ended

Ended

Ended

USERS

Start Time

Jun 25,2021 01:31:32 PM
Jun 25,2021 01:35:51 PM
Jun 25,2021 01:36:11 PM

Jun 25, 2021 01:36:14 PM

End Time

Jun 25,2021 01:31:32 PM
Jun 25,2021 01:35:51 PM
Jun 25,2021 01:36:11 PM

Jun 25, 2021 01:36:14 PM

Server Email Tracking Number Subject
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Y 11])
57 Pin Column

Autosize This Calumn
Autosize All Columns

Size Columns To Fit

Restore Default Columns
Pagination

Show Sidebar

Hide Sidebar

Clear Filter From This Column

Clear Filters From All Columns

Ctr+Al+P >

Cirl+AR+Q
Ctrl+Alt+A

Cerl+Alt+F

Ctrl+AR+C

Cerl+Al+X

Cirl+Alt+Z

w

Cirl+Ak+]

Corl+Al+T

w

Ctrl+AR+T

Select an option from the menu to configure the columns and rows in the table.
The table below explains the menu options provided.

Column Heading Menu Options

Menu Option

Function

Pin Column

Select this option to lock the column on to one side of the table.
Options include:

=  Pin Left
* Pin Right
= No Pin

Autosize This
Column

Resize the selected column to only the necessary width.

Autosize All
Columns

Resize all columns to only the necessary width.

Size Columns
To Fit

Resize all columns to only the minimum width.

Clear Filter
From This
Column

Remove all filters added to the selected column.

Clear Filters
From All
Columns

Remove all filters from all columns in the table.

Restore Default
Columns

Revert column settings to the previous version.

Pagination

Sets the number of rows displayed in the table.
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Column Heading Menu Options

Menu Option

Function

«  Auto

10

100

1000

Off

Auto will fit as many rows as possible without using a scrollbar. Off
to turn off pagination and display all rows on the same page.

Show Sidebar

Display sidebar options including Filter and Column settings.

Hide Sidebar

Hide sidebar options including Filter and Column settings.

Column Header Sorting

Select the column name to sort the rows in the table by the selected column.

ICE SERVERS QUEUES USERS
— Choose ice server — - Select queues... - Select users.. -
SEARCH CONTACTS CLEAR UPDATE ACTIVE CONTACTS
| = Type  Name Adldress State  StartTime End Time Server
i
ol Lhras Vsice  Kathika sipKathika@computer-taliccom Ended  Jun252021013132PM  Jun 252021 01:31:32 PM
3| > e Voice  Richard sipRichard@camputer-talk.com Ended  Jun25,2021013551PM  Jun 25,2021 01:35:51 PM
IR Voice  Nicholas sipNicholas@computer-talk.com Ended  Jun25,2021013611PM  Jun 25,2021 01:36:11 PM
z| > s Voice  Rick sipRick@computer-talk.com Ended  Jun25,2021013614PM  Jun 25,2021 D1:36:14 PM
i
ICE SERVERS QUEUES USERS
-- Choose ic - Select queues... hd Select users... e
SEARCH CONTACTS CLEAR UPDATE ACTIVE CONTACTS
ID =| Type | Name Address State Start Time End Time Server
i
o s Vsice  Rick sipRick@computer-taliccom Ended  Jun252021013614PM  Jun 25 2021 01:36:14 PM
3 Voice  Nicholas sipMicholas @computer-talk.com Ended  Jun25,2021013611PM  Jun 25,2021 01:36:11 PM
o 0 e Voice  Richard sipRichard@computer-talk.com Ended  Jun25,2021013551PM  Jun 25,2021 01:35:51 PM
= > 173 Vsice  Kathika sipKathika@eomputer-talicom Ended  Jun25202101:3132PM  Jun 25 2021 01:31:32 PM
i
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Filter Options

Click the Filters heading on the left of the table and use the data points available to filter
your list of contacts.

The gallery will refresh according to the filter conditions selected.

Note: Use the search field to find a column name in the list.

ICE SERVERS QUEUES USERS
— Choose ice server - - Select queues. - Select users. -~
SEARCH CONTACTS CLEAR UPDATE ACTIVE CONTACTS
Search. D Type Name Address State Start Time End Time Server Email Tracking
1
ol> b » 1735 Voice  Kathika sipKathika@computer-talk.com Ended Jun 25,2021 01:31:32 PM Jun 25,2021 01:31:32 PM
g > Type > 1736 \Voice Richard sipRichard@computer-talk.com Ended Jun 25, 2021 01:35:51 PM Jun 25,2021 01:35:51 PM
S > 1737 \Voice Nicholas sip:Nicholas@computer-talk.com Ended Jun 25,2021 01:36:11 PM Jun 25,2021 01:36:11 PM
V| ame
] > 1738 Vsice  Rick sipRick@computer-talk.com Endes  Jun 25 2021 07:3614 PM Jun 25, 2021 01:36:14 PM
5| > Address
> state
> Start Time
> EndTime
> Server
> Email Tracking Number
> Subject
> UserData
’
Fag
Search..
[
o > ID
3
2| Type
¥ » Name
=
=
2 |~ Address
Contains hd
”:I|tEI'.. |
Reset Filter
» State
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Right-click menu options

Right-click on a row in the table to perform additional tasks, such as route contacts to
users from queue.

ICE SERVERS QUEUES USERS

e server - - Select queues, -

D Type Name Address State Start Time End Time Server Email Tracking Nun
g\l > 1735 Voice Kathika sipKathika@computer-talk.com Ended Jun 25,2021 01:31:32 PM Jun 25, 2021 01:31:32 PM
g > 1736 Vaoice Richard sipRichard@computer-talk.com Ended Jun 25, 2021 01:35:51 PM Jun 25, 2021 01:35:51 PM
- > 1737 Voice Nicholas sip:Nicholas @computer-talk.com Ended Jun 25,2021 01:36:11 PM Jun 25, 2021 01:36:11 PM
; > 1738 Voice Rick sipRick@computer-talk.com Ended Jun 25,2021 01:36:14 PM Jun 25, 2021 01:36:14 PM
2 31T Voice Nick sin:Nick @computer-talk.com__ InWorkflow Jun 25,2021 03:17:09 PM Jan 01, 0001 02:42:28 AM

Release Contact
Route Contact to User

Route Contact to Queue

The table below provides information on right click menu options in the Active Contacts
gallery.

Active Contacts Right-Click Menu

Menu Option | Function

Release Select this option to release (end) the contact.

G When this option is selected, the following window appears:

x
ACTIVE CONTACTS

Are you sure you want to release contact 43338817

Click Yes to release the contact or click No or x to close the
window.

Note: This option is only available for active contacts.

Remove Remove the contact from queue.
gﬂgtj?t SOl When this option is selected, the following window appears to

select a queue from:
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Active Contacts Right-Click Menu

Menu Option

Function

SELECT A QUEUE TO REMOVE THIS CONTACT

Queue ID Queue Name

7000 IM Queue

Caution:

e This option should only be used if the contact is
queued in 2 separate queues.

o If this option is selected while the contact is waiting in
a single queue, the contact will be removed from
queue, but will also remain in workflow.

Route
Contact to
User

Route the contact to a specific user.

When this option is selected, the following window appears to
select a user from:

SELECT A USER TO ROUTE THIS CONTACT

1004 Francis Not Ready
1001 Laura Ready

1003 Paula Ready

Route
Contact to
Queue

Route the contact to a specific queue.

When this option is selected, the following window appears to
select a queue from:
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Active Contacts Right-Click Menu

Menu Option | Function

SELECT A QUEUE TO ROUTE THIS CONTACT

Queue ID Queue Name

6500 Email Queue
6001 Sales Voice Queue
6002 Tech Support Voice Queue

View Email Select this option to view the email interaction history.
EMAIL
Subject: Re: Service
From: Michael<Michael@gmail.com=>
To: ice<ice>
Ca
Hi Enn,

Thanks very much for the quick and helpful response

ATTACHMENTS:
Name Size Mime Type Download
image001.jpg 2241888 image/jpeg *

Note: This option is only available for email contacts.

Layout Options

The following options allow you to save configurations in the form of a layout.
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These options will allow you to save your layout changes or revert your changes.

=R A=

The table below provides information for each layout option.

Active Contacts Layout Options

Toolbar Item Function

Use this button to save the layout changes.

Use this button to restore your layout to a previously saved layout.

ol [ul [

Use this button to reset your layout to the default settings.

Row Groups

Click and drag columns to the top of the grid to categorize or group the rows in the grid.

An example of using Row Groups:

1. Click Search Contacts and view the active contacts in your system.

.
s 4220941 Ended

2. Click and drag the Type column to the top of the grid.

3

3. The rows are now grouped by Type:
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Note: You can add multiple columns to the top of the grid to created nested groups.



Ice

Appendix A: Adding to Allowed sites

This section explains how to add iceManager to the list of allowed sites on your
browser. Steps for adding allowed sites to Microsoft Edge, Google Chrome, and
Firefox can be found below.
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Microsoft Edge
You can allow pop-up windows to open in a Web site by adding the Web site to the Allowed
sites list.

To do this, follow these steps:
1. Open a Microsoft Edge browser window.

2. Inthe Menu (three dots in the top right corner), select Settings.

A @ G118
@ New tab Ctrl+T
ﬁ New window Ctrl+N
£2 New InPrivate window Ctrl+Shift=N
Zaom — 1w 4+ A
¢= Favorites Ctrl+Shift=0
Callections Ctrl+Shift=Y
@ History Ctrl+H
i Downloads Ctrl+)
B apps >
G Extensions
@ Perfarmance
E] Print Ctrl+P
[G Web capture Ctrl+Shift=5
(] Web select Ctrl+Shift=X
@ Share
(53 Find on page Ctrl+F
AY Read aloud Ctrl+ Shift=U
More tools >
|€§3 Settings
(0 Hide sidebar Ctrl+Shift=/
@ Help and feedback >

3. Navigate to the Cookies and site permissions section and find the Pop-ups and redirects

setting.
@ JavaScript >
Settings Allowed
Search tings
Q. Search settings @ Images >
Profiles onows
%) Privacy, search, and services (7 Pop-ups and redirects 3
&3 Appearance Blocked
[0 Sidebar
@ Ads >
(5 Start, home, and new tabs -
& Share, copy and paste
I [I@ Cookies and site permissions (-:) Background sync >
= Allow recently closed sites to finish sending and receiving data
Default browser
1]
1 Downloads 1 Automatic downloads >
@ Family safety Ask when a site tries to download multiple files automatically
¢t Languages
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4. In the ‘Allow’ section, click the Add button and type the address of the website. Then click
Add.

x
Add a site

Site

t':e.‘c:sr“ple.cc-m

Cancel

5. The website should no longer be blocked by the Pop-up Blocker.

Source: https://support.microsoft.com/en-us/microsoft-edge/block-pop-ups-in-microsoft-edge-
1d8ba4f8-f385-9a0b-e944-aa47339b6bb5
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Google Chrome

To see blocked pop-ups for a site, follow the steps listed below:

1. If pop-ups have been blocked, you'll see the Cx icon in the address bar. Click the icon to see
a list of the blocked pop-ups.

2. Click the link for the pop-up window that you'd like to see.

3. To always see pop-ups for the site, select "Always show pop-ups from [site]." The site will be
added to the exceptions list, which you can manage in the Content Settings dialog.

To manually allow pop-ups from a site, follow the steps below:

1. Click the Chrome menu ' = ' on the browser toolbar.

2. Select Settings.

Mew tab
MNew window

Mew incegnite window

Bookmarks 3
Recent Tabs 3
Relaunch Chreme in Windows 8 mode

Edit Cut  Copy Paste
Zoom - 100% - oo
Save page as.

Find...

Print...

Tools 3
Histary

Downloads

Signed in as pow.vivian@gmail.com...

About Google Chrome
Help

Exit

3. Click Show advanced settings.
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Chrome Settings
History On startup
Extensions . Open the Mew Tab page

Settings ) Continue where you left off
Open a specific page or set of pages. Set pages
Help

Appearance

Get thernes Reset to default theme

| Show Home button

| Always show the bookmarks bar
Search
Set which search engine is used when searching from the cmnibox

Google ¥ | Manage search engines...

Users

You are currently the only Google Chrome user,

Add new user... || Deletethisuser || Import bookmarks and settings...

Default browser

The default browser is currently Goegle Chrome.

Show advanced settings...

4. In the Privacy section, click the Content settings button.

Chrome Settings
Fistory ] Show Home button
Extensions -
¥ Always show the bockmarks bar
Settings
Search
Help Set which search engine is used when searching from the omnibox.

Google ¥ || Manage search engines...

Users

You are currently the only Google Chrome user.

| Add new user... || Delete this user || Import bookmarks and settings... |

Default browser

The default browser is currently Google Chrome.

Privacy
| Content settings... || Clear browsing data...
SrrrgheChmomme Ty ek ywmm browsing experience. You may optionally disable these

services. Learn more

¥ Use 3 web service to help resolve navigation errors

Use 2 prediction service to help complete searches and URLs typed in the address bar or the app launcher
search box

4

Predict netwark actions to improve page load performance

Send suspicious downloaded files to Google
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5. In the Pop-ups section, click Manage exceptions.

Caontent settings

Handlers
® Allow sites to ask to become default handlers for protocels (recommended)

Do not allow any site to handle protocels

Manage handlers...

Plug-ins
®! Run automatically (recommended]
Click to play
Block all
Manage exceptions...

Disable individual plug-ins...

Pop-ups
Allow all sites to show pop-ups

®/ Do not allow any site to show pop-ups (recommended)

Manage exceptions...

6. Either select to allow all sites or click Manage exceptions.
7. Click Done.

Pop-up exceptions

Hostname pattern Behavior
[*]gaweb.qa.local Allow
[*]iceTlicelab.computer-talk.com Allow

TYPE URL HERE Allow =

Learn more

The website should no longer be blocked by the Pop-up Blocker.

Source: https://support.google.com/chrome/answer/95472?hl=en



https://support.google.com/chrome/answer/3123708
https://support.google.com/chrome/answer/95472?hl=en
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Firefox
To access the pop-up blocker settings:
1. Click the menu button = and choose Options

2. Select the Content panel.

Options ==
= = 7= N Z:‘, B
J g i T = E2 A ®
General  Tabs  Content Applications  Privacy  Security  Sync  Advanced
| Block pop-up windows I
Fonts & Colers
Default font: [T\mesNaw Roman '] Size:
Languages
Choose your preferred language for displaying pages
[ oK ] I — ] [ Help ]
\

In the content panel:
e Block pop-up windows: Uncheck this to disable the pop-up blocker altogether.
e Exceptions: This is a list of sites that you want to allow to display pop-ups.

@ Allowed Sites - Pop-ups E@

You can specify which web sites are allowed to open
pop-up windows, Type the exact address of the site
you want to allow and then click Allow.

Address of web site:

Allow

Site Status
popuptest.com Allow

[ﬂemove Site ] [ Remowe All Sites ] [ Close l

Allow: Click this to add a website to the exceptions list.
Source: https://support.mozilla.org/en-US/kb/pop-blocker-settings-exceptions-troubleshooting


https://support.mozilla.org/en-US/kb/pop-blocker-settings-exceptions-troubleshooting

Appendix B: Recording Triggers

The table below describes the recording triggers that you can use to filter iceJournal
results.

Recording Triggers

Recording Trigger Description

Any Trigger Consider all trigger types.

User Initiated The recording is initiated when a user clicks the
Recording Notification button on iceBar.

Supervisor The recording is initiated when a Supervisor uses the

Initiated Silent Monitoring button on iceBar.

Bulk Trunk All calls on either the inbound (Bulk Trunk — Incoming)
or the outbound trunk (Bulk Trunk — Outgoing) are
recorded.

Bulk Trunk All calls on outbound trunks are recorded.

Outgoing

Bulk Trunk All calls on inbound trunks are recorded.

Incoming

Bulk User All conversations associated with users are recorded.

Scheduled User Recordings for a particular user are scheduled for a

specific date and time.

Scheduled Queue Recordings for a particular queue are scheduled for a
specific date and time.

Scheduled Recordings for a particular DNIS/UC Group are
DNIS/UC Group scheduled for a specific date and time.
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Recording Triggers

Recording Trigger

Description

Scheduled ANI

Recordings for a particular ANI are scheduled for a
specific date and time.

Scheduled
Duration

Record anything greater than the configured amount of
time. Note: this can only be used when lookback
recording has been enabled.

Scheduled Multiple
Parameters

This trigger refers to recordings that were triggered
based one two or more parameters. For example, you
can use a trigger recording for calls that have a certain
ANI and certain DNIS. Calls with those triggers will
appear in the iceJournal filter when this trigger is
selected.
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|| A |
Archiving, 19, 33, 34, 35

|| D |
Datastores, 33

|| E |

Evaluations, 19, 33, 54, 64

|| H

Home tab, 25

iceBar Web, 24
iceJournal, iv, 27, 28, 54, 90, 91, 114, 115

|| J

Journal tab, 27

Index

| L |
Logging out, 24

|| M |
Menu Bar, 25
Monitor tab, 27

|| N |
Notification Bar, 22

|| Q |

Quick Text Messages, 22

Recording settings, 33

S |

Schedules, 19, 33, 45

Settings, 24
Single Sign-On, 14





