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Customer History: New Historical 
Transcript View
Agents can access all historical transcripts with an authenticated customer 
from the Customer panel in the right rail of Agent Desk, under the History tab.

Historical interactions will no longer appear in the central conversation panel.  
Instead, agents can view historical transcripts under the Customer History tab.  
This streamlines the focus of the center panel on the current interaction, and 
allows agents to look back at historical interactions side by side with the current 
conversation.
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To access historical transcripts, the agent can either navigate to the Customer panel and 
select the History tab or scroll to the top of the center conversation panel and select 
View history

Alongside each historical interaction, there is a button 
option to View transcript.

View Transcript Button
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When the agent clicks on View transcript, the panel 
displays a detail view of the transcript.  The agent can 
scroll through to read the full transcript and hit the < back 
button to return to the main Customer History view.

Historical Transcript Detail View


