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As a contact center agent, here are step-by-step instructions of most of the standard, customer-facing tasks you'll do within

CoreNexa Contact Center.
Tip: For best results, please operate our product from a Chrome browser.
Logging In and Out of CC Client
® |login
o Enter your Username and Password

<« C @& https://manage.coredial.com/cc/cddemo/

® (lick Sign In
® |ogout

o Click your Agent ID in the upper right corner
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e (lick Logout
Changing Your Password

1. Click your Agent ID in the upper right corner
2. Click Settings

| o | = SR I

1 & Settings
& Profile

Use New Extension

998

e (lick User to expand

RtcClient Settings

User +
Phone +
Advanced +

e Scroll down and click Change Password

Change Password:

Change Soft Phone Icons

1. Click your Agent ID in the upper right corner 2.

IHEI

1 £ Settings
& Profile

Click Settings

Use New Extension

998

3. Click Advanced settings to expand

RtcClient Settings
User +
Phone ck

Advanced =
Reset Widget Locations:

Notifications:

Tl Notification

Permission granted.

Answer Focus:

4. Scroll down to the Toolbar (Text-Only) section



RtcClient Settings

Answer Focus:
‘Set browser focus when callis answered.

Enable SIP Logging:
Store SIP log messages. Refresh required.

Desktop Designer:

Template: Agent Demo Template
Assigned To: Agent Group
WidgetCount: 9

Toolbar(Text-Only):

Hide icons and display text-only toolbar buttons.

Show Audio Feedback:

Display a feedback icon to show mic audio level.

5. Check the box to Hide icons and display text-only toolbar buttons
RtcClient Settings

Answer Focus:
Satroskeed iocs Wian Gal 8 moetered

Enable SIP Logging:

Store SIP log messages. Refresh required.

Desktop Designer:

Template: Agent Demo Template
Assigned To: Agent Group
‘WidgetCount: 9

Toolbar(Text-Only):

[3K] Hiceioons and dsplay ext-onytoobar butons.

Show Audio Feedback:

Display a feedback icon to show mic audio level.

6. Uncheck the box to change back to icons
Nail Up Your Deskphone
This is for agents who have the red lock in their toolbar to use with a desk phone.
1. Option #1 - Call Into CC from Deskphone
® From your deskphone dial “Nail Up Ext”
i.  Askyour supervisor for this number

e Enter your CC agent ID followed by the pound sign (this can be found in the upper right corner of your toolbar)

L) = AGENT: 998
(Tl= = EESEN

® |nyour agent screen the Red Lock will change to Green Lock

@ Note: /[fyou hang up the deskphone you will need to repeat the above steps

2. Option #2 - Call Your Deskphone from CC
Click the Red Lock Button in your Toolbar

NailedUp Status

1 LcalMe [

e Enter your extension (if not already populated)

I, -
NalledUp Status

725 . Call Me

c. Click Call Me
d. Answer your phone and you will be connected

DNIS: | TalkTimer -
BOEEAROORESE



@ Note: If you hang up the deskphone you will need to repeat the above steps

Go Ready (To Begin Taking Calls)
1. Click Go Ready

CC Agent [1l=1]e
Christine Vincent OffDuty 00:06:58
AgentiD: 1272/ EXT: 1272 Selact Dispo 4 D

ActveQuoue: None

AlQueues: Sales Queue, Customer Service

@ Note: If your Nailed Up lock is red, you will not be able to click Go Readly. Follow the steps above to Nail Up your
deskphone.

Do Not Disturb (Off Duty)

1. Gointo a Do Not Disturb Status
® Depending on your display click the Coffee Icon or the DND button

DNIS: | TalkTimer . -~
| 00:00:00 *"""*!

DND Message

I ono of
BREAK
LUNCH
RESTROOM
MEETING
TRAINING
AFTER CALL WORK

o

® Choose a DND Message

I IENEEIC
e w2 -\ Plooeee 4 m

DND Message

I3 ono ot

® BREAK
LUNCH
RESTROOM
MEETING
TRAINING
AFTER CALL WORK

o

2. Go back to a Ready Status
e (Click DND Off
EENOONESEEIN0

DND Message

.

® BREAK
LUNCH
RESTRCOM
MEETING
TRAINING
AFTER CALL WORK

® You may need to click DND in the toolbar and then DND Off

Answer/Accept Queued Contact
When you have been assigned a queued contact (inbound call, sms, web chat, or email) you will be alerted in the upper

right corner.

e [fitis aincoming phone call, click Answer

Incoming Call
QUEUE: Customer Service

CALLER: CHRIS LANG
ANI: 6092807183




e [fitis a callback, message (call back with a message), SMS, web chat, or email click Accept
Note: Clicking accept for “New MESSAGE” will first play the message the caller left and then initiate the callback.

Disposition Queued Contact
Once you have finished an inbound call, SMS, web chat, or email you have to choose a disposition before going back to a
ready status

1. Click the Select Disposition drop down
CC Agent i i

Christine Vincent WrapUp > Save Dispo 00:00:08
AgertiD: 1272/ EXT: 1272 ' Select Dispo save Disposition

ActveQueue: Sales Queue Closed Deal
Other

Wrong Department

AlQueues: Sales Queue, Customer Service

INQ:0  MaWal:0:00 Calls:2 Tak:00:00:00 Toaalc 00:00:30 DND: 000213 Inbound: 2

Pantant Nataile

2. Select your disposition
| cC Agent B =
Christine Vincent |

AgentiD: 1272/ EXT: 1272 Closad Deal k]  save Disposition
ActiveQueve: Sales Queue

AlQueues: Sales Queue, Customer Service

IQ:0  MmWalt:0:00 Callg:2 Talk:00:00:00 TotalTalk: 00:00:30 DND:0002:13  Inbound: 2

3. Click Save Disposition

CC Agent
Christine Vincent Ready 00:00:12
AgentiD: 1272 EXT: 1272 Select Dispo

ActiveQueus: None

AlQueues: Sales Queue, Customer Service

InQ:0  MamxWalt:0:00 Calls:2 Talk: 00:00:00 ToialTallc 000034 DND: 00:02:13  Inbound: 2

Conference Call

e While on an active call click the Conference button

& DNIS: 7177753076 | TalkTime

ANI: 6092807183 00:00:06

® Enter the number or extension you want to conference in

Note: You do not need to place your first call on hold. The system will automatically do this for you

& | DNIS: 7177753076 | TalkTime i
ANI: 6092807183 | 00:00:56

7 Conference With...

2152974400 ‘. Dial

e Click Dial

® When you are ready to merge the calls, clickComplete Conf

a8 DNIS: 2152974400 | TalkTime

ANI: 999 00:00:08

1 Conference With...

2152974400 . Complete Conf

® Once the calls have been merged you will have options on how to end the conference
1. Leave Conference - Click Leave Conference if you want to keep the bridge open for the other callers

2. End Conference - Click End Conference to end the call for everyone



1. Remove one caller - Click the red x next to the number that you want to remove from the conference

DNIS: TalkTime |
ANI: 999 00:00:09

Conference With...

Conferenced Parties

* 999
»
S

Transfer a Call

If you need to transfer a call, identify if you want to do an unsupervised (blind) or supervised (warm) transfer.
Supervised (Blind) Transfer

® (lick the transfer button in the toolbar to pop open the transfer options
TalkTime

00:0047 | g | SP

| Transfer Call To...

Supervised:
e Set the Supervised toggle to NO

® Plug in the number you want to transfer too in the text box
e (Click Xfer

TalkTime r ~n
o, [ w e~ LD

Transfer Call To...

o
Supervised:

Supervised (Warm) Transfer

Click the transfer button in the toolbar to pop open the transfer options

TalkTime i N L]
00:00:17 vl

! Transfer Call To...

Supervised:
e Set the Supervised toggle to YES

® Plugin the number you want to transfer too in the text box 4. Click Xfer



| Transfer Call To...

Supervised:

_:\ N S eReGI

e |f the person says they can accept the call, click Complete Xfer
alkTime g ~—
EASDORNS
" Transfer Call To... I

1272
Supervised:
= Complete Xfer | € Recall

e |f the person says they can‘t accept the call, click Recall
TalkTim . L
FEAlOORRNEH
" Transfer Call To... I

1272
Supervised:
= Complete Xfer | € Recall

e |fyou clicked Recall, click the hold button to resume the initial call

Requeue a Call
If you need to transfer a call into a queue that you are not a part of, use the smart transfer widget.

® |n the Smart Transfer widget, make sure the Supervised Toggle is set to No

Smart Transfer D =7
Select Survey: +
Select Queue: ‘ v

Select Auto Attendant: Rl = Transfer

® |n the Select Queue dropdown, choose the queue you want to transfer the call to

Smart Transfer [ 1]=1~
Select Survey: ¥
Select Queue: l General Support :

Select Auto Attendant: ¥

e (lick the Requeue button

Smart Transfer I:‘ =1

T superves: (T J00)
Select Survey: ¥ 0 &
Select Queue: | General Support |

Select Auto Attendant:



