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

Within the custom response library sub-tab, agents can 
navigate into and out of folders. The custom response 
library only has one level of folders (no nesting).

At the top of the responses tab, agents can search within 
the customer response library by clicking into the search 
bar and typing a search term.  Note: the ‘Custom’ sub-tab 
has to be selected in order to search the custom response 
library.

From the custom response library, agents can hover over a 
response and click ‘insert’ to insert the full text of the 
selected response into the typing field.

Agents can add custom responses to their library by 
clicking the ‘+’ icon at the top of the library.  To edit or 
delete a custom response, agents can hover over the 
response and select ‘Edit’ from the menu.
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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.

Within the global response library sub-tab, agents can 
navigate into and out of folders.  The global response 
library can have multiple levels of folders.

At the top of the responses tab, agents can search within 
the global response library by clicking into the search bar 
and typing a search term.  Note: the ‘Global’ sub-tab has 
to be selected in order to search 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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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.


