AGENT DESK FEATURE RELEASE

Global and Custom Response
Library in Agent Desk

Agents have access to manage a library of custom responses directly in Agent
Desk. The response library now also houses the global auto-suggest whitelist,
so that agents can browse and search the complete library of whitelist
response. The global and custom response libraries are available under a
single, redesigned Responses tab in the right rail.
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E Again we are very sorry for the inconvenience
and will notify you in accordance with the invest...

All your charges are accurate and in order to keep
plan costs down for you, we cannot offer courte...

day.

Anything for a valued customer like you. Thank

E Alright. Thanks for chatting with us. Have a great
E you also for giving me opportunity to help you...
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Custom Response Sub-Tab

Agents can perform the same functions in the custom response sub-tab in a redesigned

interface.
Responses + Q < (0\ covid| X)
Search responses -
Custom Global = Custom Global =
Folders 4 Custom response results for “covid”
= =2
B8 Greetings = @8 CcoVID-19 Support =
Coronavirus (COVID-19) Response
BB Confirmation [ o ) P
We're monitoring the impact of COVID-19 on
communities across the country. We recognize that...
COVID-19 Support
BB Transfer
Billing arrangements
. . If you are experiencing hardship as a result of the current
5 i Closing 3 | COVID-19 pandemic and your account becomes past due...
Navigating Folders in the Custom Response Library Searching the Custom Response Library
Within the custom response library sub-tab, agents can At the top of the responses tab, agents can search within
navigate into and out of folders. The custom response the customer response library by clicking into the search
library only has one level of folders (no nesting). bar and typing a search term. Note: the ‘Custom’ sub-tab
has to be selected in order to search the custom response
library.
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Click-to-Insert from the Custom Response Library Creating & Editing Custom Responses
From the custom response library, agents can hover over a Agents can add custom responses to their library by
response and click ‘insert’ to insert the full text of the clicking the ‘+" icon at the top of the library. To edit or
selected response into the typing field. delete a custom response, agents can hover over the

response and select ‘Edit’ from the menu.
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Global Response Sub-Tab

In the global response sub-tab, agents can search, view, and click-to-insert responses
from the global whitelist. The global whitelist cannot be modified by agents in Agent Desk.
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Navigating Folders in the Global Response Library Searching the Global Response Library
Within the global response library sub-tab, agents can At the top of the responses tab, agents can search within
navigate into and out of folders. The global response the global response library by clicking into the search bar
library can have multiple levels of folders. and typing a search term. Note: the ‘Global’ sub-tab has
to be selected in order to search the global response

library.

Re... > Viewsignal strength ~

E Do you have signal bars?

Don't worry, it will help you a lot to get a high
signal connection from the tower.

How many signal bars are you getting?

Click-to-Insert from the Global Response Library

From the global response library, agents can hover over a
response and click ‘insert’ to insert the full text of the
selected response into the typing field.
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Jump-to-Search Global Responses

If agent begins typing in the typing field and would like to jump to searching the global
response library, he/she can do so directly from the composer view.

0 Q. Weunderstand - Search global responses

We understand how you feel, and we're very sorry. We're going to take care of .
this for you right now. As soon as the agent begins to type, a

' ' . q
We understand that having service at all times is extremely important, and | search optlon will appear above the
can understand how frustrated you must be, auto-suggestions

| understand the problem and will be happy to help you. Let’s see what | can do.
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We understand how you feel, and we're very sorry. We're going to take care of

this for you right now. The agent can either scroll up and hit
We understand that having service at all times is extremely important, and | ‘enter’ or click to search the global
can understand how frustrated you must be. response libra ry

| understand the problem and will be happy to help you. Let’s see what | can do.

Enter search Last mes

e 4 I(O\ We understand| 31

S 3

Custom  Global Once the agent hits ‘enter’, the text from
the typing field will appear in the search
bar for the agent to search in the global
response library

2 Global response results for "We understand”

We understand how you feel, and we're very
E] sorry. We're going to take care of this for you...

Resolve issue

We understand that having service at all times is
E extremely important, and | can understand how...

Service su
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