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1 Introduction

Zylinc has established a strong position in the unified communications market, servicing mid-sized and
large enterprises as well as public and government sector organizations. Zylinc’s market share is
growing rapidly, and the company is one of the largest providers in Northern Europe, with rapid global
expansion. Zylinc’s innovative business suite help organizations improve customer service levels,
accelerate business processes, and improve employee efficiency and productivity.

Zylinc’s unified communications business suite offers the most comprehensive solution with the
broadest appeal in the market, in terms of end-user roles and enterprise customer types. The unified
communication modules, such as Zylinc Attendant Console, Contact Center, Service Center, and the
Zylinc mobile apps, offer the highest degree of security, reliability, and operational efficiency, making
the suite attractive for mission-critical applications.

Today, Zylinc serves a wide audience of decision makers and influencers as well as a wide range of
different organizations: Banking, service, industry, retail, government, etc. Zylinc’s top focus is to
deliver a high-quality user experience across all devices and platforms. The Zylinc unified
communication modules are rich in functions and features, so that they satisfy a broad range of
customer and user demands.

Zylinc empowers all roles and employee functions in enterprises as well as public sector
organizations, for example:

e Customer service agents can provide
faster and more personal replies to
customer requests

e Attendants in the reception can swiftly
switch customers to the most relevant
available employee who can provide a
professional service to the customer

¢ Knowledge workers, whether stationary
or mobile, can interact efficiently with
each other and with inquirers, enhancing
the customer service experience
substantially and improving workforce
productivity

e Supervisors get tools and statistics that help them manage their workforce efficiently

The Zylinc unified communications business suite provides all the features that modern organizations
require, and different departments, like Sales, Customer Service, IT Helpdesk, Accounting, Logistics,
and Procurement can all use it. The graphical user interface is based on colleague and customer
interaction, which means that agents can, for example, transfer calls to other agents’ personal queues.
Also, agents have a full presence overview of the organization.

When an inquirer is placed in a queue, the Zylinc unified communications business suite contributes to
a positive experience. For example, on phone queues, callers can request a callback when it’s their
turn, instead of having to wait in the queue. That saves the caller precious time, increases customer
satisfaction, and helps the organization use resources efficiently. Also, automatic voice and text
prompts can prsent greetings, waiting messages, real-time queue position information, etc.

To help you maintain efficiency and improve customer service, the Zylinc unified communications
business suite includes a third-party integration API that allows lookup of relevant information in third-
party systems based on inquirer ID. This way, agents will be better prepared for handling inquiries.

X . [ ]
© 2019 Zylinc A/S. All rights reserved. llllC

LIBERATING



2 | Key Zylinc unified communications features

2  Two targeted clients

This document is a high-level description of key Zylinc unified communications features, based on the
popular Zylinc Contact Center and Service Center client solutions.

When it comes to features, the two clients are equally strong, but while Zylinc Contact Center is
deliberately compact, Zylinc Service Center gives agents a complete overview though a full-screen
interface.

You can mix Contact Center and Service Center clients, for example if an IT Helpdesk agent prefers

Contact Center’s focus on finalizing the customer’s request, while a Customer Service agent prefers
Service Center’s better overview of the availability of colleagues and resources.

Contact Center Service Center

= Auto distribution = Auto/Manual distribution
= Compact Client = Full screen client
= Focus on = Focus on

L] Agents L] Agents
. CRM integration - Colleagues

. Wrapup & reason codes = CRM integration

Ll Digit collection + lookup Ll Wrapup & reason codes
- Multichannels support = Digit collection + looku

. Incoming voice - Multichannels support

L] Call Backs L] Incoming voice

Ll Dial lists Ll CallBacks

= Chat = Diallists

. Email . Chat

. Email

Typical: Typical:

Transfer 5% of calls Transfer 50% of calls

Zylinc Contact and Service Center come with ready-to-use features like:

e Integrated SIP softphone or external phone control
e Primary, secondary, and standby agents (skillsets)
e Easyto add, move, and change agents

e Automatic call distribution

e Advanced callback function with messaging feature
e Waiting music and voice prompts

e Searchable organizational user and resource directory with calendar presence

© 2019 Zylinc A/S. All rights reserved. llllC
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e Overview of agent and queue, regardless of physical locations
¢ Inquiry handling via personalized keyboard shortcuts
e Profile-based administration, allowing the solution to be customized for different departments
e Work at any location with a network connection to the system
e Combines multi-channel handling of phone, chat, and e-mail inquiries
e Full integration with Zylinc’s product portfolio — true unified communication:
o Attendant Console
o Contact Center
o Service Center
o Voicemail
o Employee Assistant
o Mobile Operator & Mobile Agent
e Presence integration, including:
o Calendar status
o IM Presence
o Line state

o Mobile line state

X . [ ]
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3 Applications

The Zylinc unified communications suite is designed for different user roles. In the following, we’ll look
at the two client applications, Zylinc Contact Center and Zylinc Service Center, from the agent

perspective.

3.1 Zylinc Contact Center

The Contact Center client is a Windows application that’s easy to install and to configure centrally. It's
designed with usability in mind, taking into account that different end users and organizations have
different processes.

The Contact Center client is designed to only take up a small amount of screen space, so agents can
focus on other applications. The client includes three tabs with overviews of queues, communication
channels, and agents:

2y Contact Centes X [l % Coniact Centes < Ml Zy Contact Cente X
Inactive Enter Standby Inactive Enter Standby Inactive Enter Standby
¢ T I —— C 1 ) — C T | F—
s (% Transfer ¢ Dis (% Transfer ¢ D (* Transfe
New call 00:00:27 New call 00:00:21 New call 00:00:16
€1 Ext Offee @ (o Hang U L1 £t Offer @ o+ £n Ext. Offer o (o rang
Gl — proen P
St | [ -
Personal queve 0 € Karen Maller 0 Anumber
Peter Hansen
Installation N | 1 e T 0 Develcpment
gant ] +4533590613 (33590613)
AR € Helen Petersen 0 Waiting time 00:00:13
- o Queve Hele's CC
IS 8O ~ Jule Jakobsen 0 |-
Suppod » 0 -
- - . :
o~ Makus Hansen 10 — - -
Answered cals today 3
A o Peter Madsen : Average call duration 00:00:48

However, agent always have access to a background window, which provides an overview of the
availability of colleagues and resources:

2y ZyDesk - lime
Fie Actens  Layods  Hep

Options = All = Displayed Time Interval: 08.00 - 1700 = Find Available Time... Sorting: Name =

Travel  Vscaton M WorkingHome 1 Defeuit
Private 1 Sck Projects
Name Phone Mok Avsilatie Fram a2 juni 201 -
2 LR
B @ Alan Pedersen ~ B O sleE40%8 et
B @ Anders Madsen 0~ 5 4512034853 S
@ Anna ancersen ~ 517118832
a 87 510182125
0~ o2 @ -stermaz ¢
a @ 5128918
~ 8% [ s16228565
~ b
@ raien Patsrsan - B [ 81500
B @ JatobNisten 0~ 515880833 s
@ JosefineChrisiensen -~ 518247320
@ Juie Jnkossen ~ B[ 512801063
@ ristan sarensen ~ B3 5162094
@ Lasse Fredenksen ~ B0 O st
@ Mads Dant -~ 4518102838
B S Marcus Poutsen ~ B[ SIS0 130 B — REr
B @ Marus Hansen U -~ 596 1now .- ——
@ Wainins Krogh U o~ 801 O s
@ ikols] Thomsen 8 851 [ 51632708
G Peter Hanaen ) 4515302036
B @ paterogh ~ B4 —4stzseaos -

@ Steen Olesen ~ 850 ) +4519023677

i
inaciive Enter Standby

o | ————T—
E ¢ ois b Transter

i No calls

e ({0 (o Hang Uy

£l oo

B .
1| persona quevs [ ]o
HIEE -l o
E sger 7]
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3.2 Zylinc Service Center

Like Zylinc Contact Center, the Service Center client is a Windows application that’s easy to install
and to configure centrally.

The Service Center client provides a complete overview of the organization. It’s a full-screen client, so
agents can focus on all the organization’s communication streams.

The client includes overviews of queues and agents, a built-in softphone, and calendar and presence
information:

Zy_Senvice Center.

File Actions Layouts  Help
] EE - | E (o HangUp (P eanc [ Withdrmw] (€0 End wrapup ] (€2 Bxtendrapep ] [ Foliownie ]

Waiting Time | Queue Caller Number Caller Name: Status Histary Info Duration Caller Recipient Status ?
3
=
&
8
&
=

Acive v Subscrbed queues ¥ =
2
Personal queus | E— 3
M Moten Svberg m—] Onhold 2 Ghristina Larsen, Designer(434) o B E
emo zE o — 2
B Caus Sgented o ~ a 2yine P -+ =
2 Agents =17
I Fredrk Chronavist [— ] 00:08 #4 Kundeservice(00:01:42) DemoCCBEXEE4) L o
K Myoung Lee ) 2 Agents =[7]
Demo ChatGisco (ms) [ 10
W o T 1 [ m—) L
1 Agent a
E  Michel Test 1 | | Talking 4 Thomas Skov, Developer(855) Demo Chat Lynci (s y__ 10
v dii Zyline 2 Agents =[]
v £ a g
0015 H.(11:46:48) Demo Facebock (i WL 10
2 Agents =[7] v
dev —_—
~ Name short Depariment Tue. 19 Apni 2015 ] | Showing calendarfor Available from [
number 8 10 11 12 13 14 15 18 Jytte Laursen Fi. 2. Aprl 20160800 |8
y @ Helle Frederiksen 634 Development 5
(4 - 8 Tussday 19. Apr 2016 i
& Morten Salvberg -~ B58 [ Development Med... Bu
@ Michael Bodenhoff s
3 Benjamin Golaut a [ —— [
Jytte Laursen @ Marc Framyig-Antansen P Development Bu
Developer = Testt User = Imagination Developm
zil@zylinc.com a
45 3043 7908 Michel Helmer - & Development
E @ Jytte Laursen a 6l ScaleTesters
~ Contact 1904 10:00-11:30)) Status Meeting
Short number: €11
12:00-12:30 @rch
- Work @ Peter Hansen a 613 [ Development Re Re
myling
ScaleTesters @ Rasmus Aas Seholm 5. -~ 649 { Development: Hellerup Bu @ 1 H
kbh.hvoip.dk - = Testz User - Imagination Developm. v —

Users filtered

linc
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4 Features

The features described in this chapter apply for both Contact Center and Service Center.

4.1 Channel handling

When the application has started, the agent can choose to stay active or go inactive. Only agents who
are in active mode will receive inbound calls, e-mails, or chats.

4.1.1 Phone inquiries — Contact Center client

When the inbound caller line ID is recognized, the caller's name, number, and other data are
displayed to the agent before answering the call. The system recognizes numbers that are defined in
the user database. Optionally, it can perform a lookup in external enterprise systems or public
phonebooks, based on the caller ID.

If the agent needs to transfer a call, three transfer types are available:

e Agent transfer: Transfer of a call to another agent. The call will be moved to the selected
agent’s private queue and distributed when idle.

e Queue transfer: Transfer of a call to another queue.

e Colleague transfer: Using the availability overview, the agent can transfer the call to
colleagues who don’t themselves use Contact Center.

Agents can add a note to a call before they transfer it to another agent or queue.

2y Contact Center x
Diate Handled by Transferred to Inactive Enter Standby
19052015 13:41:06 { I T—
18-05-2015 13:41:29 +4520686381
20-05-2015 10:18:40 i | =

« Dial (» Transfer
Time Description Agent
0816 Enqueusd: Main 55335645 MNew call

lll Ext. Offer (o Hang Up

Queues Agents Calls
From

Jesper Juul Pedersen
647 jp (B47)
Waiting lime
Gueue

00:00:17
Main 88336645

d calls today
Average call duration

o
00:00:00

MNews: Remember special campaign ends tom..

When a call has been answered, the agent can handle it in different ways:
e Transfer the call
e Consult a colleague

e Putthe call on hold

© 2019 Zylinc A/S. All rights reserved. llllC
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4.1.2 Phone inquiries — Service Center client

When the inbound caller line ID is recognized, the caller's name, number, and other data are
displayed to the agent before answering the call. The system recognizes numbers that are defined in
the user database. Optionally, it can perform a lookup in external enterprise systems or public
phonebooks, based on the caller ID.

Agents who use the Service Center client can choose to work and handle calls in different ways:
e Manually: Receptionist selects calls (cherry picking) directly from the queue.
e Automatic: The System distributes calls.

When an agent answers a call, they can handle it as necessary:

e Transfer the call

e Consult a colleague

e Put the call on hold

e Park the call.

e Camp the call if the receiving person is busy

e Withdraw a call that has not been answered

e Send an e-mail or SMS text message to the receiving person about returning the call

e Start a chat while speaking with the caller

File  Actions Layouts Help
i CE Answer ] €0 tang Uy JRECHRSINY Ce - JRSRUEISERE

Waiting Time Queue Caller Mumber Caller Mame Status
Mame Status Mode Hist

i story
Hanne Holm - M Talking 3 Christina Larsen, Designer(434) [ History |

g i i
Mads Dahl c A ( & Zyline

00:15 44 Kundeservice(00:00:30)
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4.1.3 E-mail inquiries

E-mails are handled in the same way as calls. When an e-mail is distributed to the agent, the e-

mail is

available and traceable in the Contact Center or Service Center client, just like when handling a phone

call.

When the agent accepts an e-mail inquiry, it opens in a new window with an e-mail editor and
information about the inquirer.

Reply Reply to All Forward From: Marc Framvig-Antonsen
4 Zylinc, Developer

mfa@zylinc.com; M3 Exchange Test Mail Queue

Ta:
Ges
Bee:

Subject:  Re:FW: Fancy Test Mail with images and stuff

Include the original attachments

(==

Calibri B I U B

i
= = A

ALA = | ¢= 4+

|

Hello Zylinc

You can always find our product listing on www. zylinc.com

Iam a test maill 1 will feature lots of different styles, colours, links and images!
Lets start with some

Elue and text. Best regards, Marc Framvig-Antonsen www zylinc.com
. 2 .

,
wle can not help you over email please call our hotline +45387

< [

[1 altachment

Close E-mail Select destination

(—

Mark as Spam Postpane

nsert

a

The e-mail window supports all the normal e-mail features, including a full rich text, images, web links,

HTML, spell checker, etc.
The agent can quickly insert standard greetings and replies from a configurable list.
If the agent needs to transfer the e-mail, two options are available:

e Agent transfer
.

Queue transfer

The e-mail can also be closed without a repl, or marked as spam.

© 2019 Zylinc A/S. All rights reserved.
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4.1.4 Chat inquiries — Cisco and BroadWorks

The Zylinc Contact or Service Center client handles chat messaging from chat queues defined on an
XMPP server. A chat is distributed in the same way as phone and e-mail inquiries.

When an agent accepts a new chat, a new window opens. The chat window differs from the two other
media handling windows, because the agent can handle multiple chats at the same time.

tupmn1@zylinc com 015e Agert lii@zylinc.comfwbxconnect
Dema Chat Lync {zychatd) I Need Help! 0918 44, Demo Chat Cisco (ms)
A & 021706 Agent
‘Welcome. how may | help you? 03:18
Customer o
| Just need more info 05:18 Send
Agent
G}eua.uppcrt both Skype for business and Lync 09:18 \Welcome. how may | help you?
I will transfer you to my colleague. please wait 0518 Please goto our web-site http:fwww zylinc.com for more informatio
| will connect you to our support department
[i@zyline.comiwbxconnect 0036 Thank you for contacting us
Dema Chat Cisco (=) | have no clue about that question
A% oeteas Sorry but you got the wrong depariment
‘we support both Skype for business and Lync
ez Cisco is also supported
o Cha 1 will transfer you to my colleague, please wait
o Chat
o Chat
Receive More Chats Choose recipient...... v =]

In the example, the agent handles three chats at the same time, and the agent can toggle between
these as required. When a new message is received on one of the chats, it’s highlighted in the list to
inform the agent of new activity.

To limit the processing time and typing in general response messages, the agent can quickly insert
standard chat text messages from a configurable list.

© 2019 Zylinc A/S. All rights reserved. llllC

LIBERATING



10 | Key Zylinc unified communications features

4.1.5

Chat inquiries — Skype for Business

The Zylinc Contact or Service Center agent handles chat messaging from Skype for Business chat
queues. A chat is distributed in the same way as phone and e-mail inquiries.

When an agent accepts a new chat, a new window opens. The chat window differs from the two other
media handling windows, because the agent can handle multiple chats at the same time.

Chat -
2ph@zyline com Peter Hansen (zph@zylinc.com)
Demo Chit (zychat) ZV D 4. 443, Demo Chat (zychatd)
A% 142025 n - s )

tumfa 1@zylinc.com
Demo Chat (zychatd)

A% 14261 1] fa

zhp@zylinc.com

Demo Chat (zychaid)
A+ 14204

F
2
F

How can I help you?

Peter Hansen

Can I send a phone message?

Helle Fredenksen

You can send a phone message if you open
the "Send Message" window and click on the
“auto text” button, Enter the caller info into
the fields and click “Send".

Peter Hansen

Ah, okay. Thanks for the help!

Helle Frederiksen

Anything else I can help with?

Last message received on 01-09-2015 at 14:26

QOO®®E®

14:25

14:26

Send
How can | help you?
Thank you for contacting us.
Please provide the product. product version and operating system
You can send a phone message if you open the "Send Message”
| wall transfer you to my colleague, who will assist you further.
Anything else | can help with?
Have a mce day.
You can find our website at www.zylinc.com

Choose recipient

In the example, the agent handles three chats at the same time, and the agent can toggle between
these as required. When a new message is received on one of the chats, it’s highlighted in the list to

inform the agent of new activity.

To limit the processing time and typing in general response messages, the agent can quickly insert
standard chat text messages from a configurable list.

Chats initiated from a Skype for Business endpoint, or a webpage based on the Skype for Business
Web API, can be escalated to video, voice, and/or screen sharing if permitted by the Skype for

Business deployment.

© 2019 Zylinc A/S. All rights reserved.
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4.1.6 Chat inquiries — Web plugin

Zylinc delivers a web plugin reference implementation that can be integrated into the customer’s

website to allow their users to request a chat.

Zylinc Chat Demo 19:07
Finally! We found an available agent for you....you will now be
connected to Jillian
C h at i th u S ' Zylinc Chat Demo 18:07
H h - chat
Customert .
Welcome to our chat. Feel free to e e
type in your name and have a chat
with us Jillian 18:07

dav

John Silver|

START CHAT

The reference implementation allows context preselection and display of opening hours and agent
nickname to easily be implemented by a web developer on the customer’s website.

[ ]
© 2019 Zylinc A/S. All rights reserved. llllC
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4.1.7 Chat inquiries — Web plugin audio, video, and screen sharing

In a Skype for Business installation, the web plugin uses Skype for Business Web API, which offers
users a way to communicate via audio and video through Zylinc client.

Audio Video X

Zylinc Chat Demo 12:56

Fina found sn avsilable sgent for you....you will now be

connectes Jillian

Zylinc Chat Demo 18:56

o
To offer audio and video escalation of a chat, agents must have Skype for Business installed together
with Zylinc Contact Center or Service Center.

[ ]
© 2019 Zylinc A/S. All rights reserved. llllC
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4.2 Agent features

4.2.1 Wrapup and reason codes

Zylinc Contact and Service Center support wrapup time after each
call. The wrapup time is set per queue, so that the agent has time
to finish administrative work before getting the next call.

The agent can end or extend the wrapup time once if needed.c
Reason codes let the agent select one or more call categories for
statistical purposes. A list will appear before wrapup when a call
has ended. Selected codes are stored in the statistics database
and can be extracted via:

e CSV export from the statistics portal
e Customizable templates from Zylinc Advanced

Statistics (add-on)
e Third-party APIs

Reason codes are defined per queue and can be set as
mandatory for a queue. Reason codes can be grouped if many
codes or multiple levels are required.

ooku

WRAFUP

-
[] Complaint

[] Private

[] Important
[] Mo-Clue

Answered calls today 1
Awverage call duration 00:00:07

© 2019 Zylinc A/S. All rights reserved.
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4.2.2 Agent status codes

When agents log out, or change their status to standby, they can be prompted to provide a reason for
doing so for statistical purposes.

Logout statuis code examples:

e Break Inactive Leave Standby
e Lunch - . ! 4
e Restroom E |
¢ Dial (» Transfer

e Meeting
o Off work Standby SB-E-mail

{11 Hold @ (o Hang Up

Standby status code examples:

Queves ge
e E-mail handling Subscrbed q B
e Extra wrap up time Personal queue o
° Follow up CC. SC Demo (8833... »i:] 0

e Outbound calls S E—

Choose reason for going inactive

The list of status codes is configurable by the administrator. st CE
Agent i
Status codes stored in the statistics database can be extracted Administer Queues | |terd

er
via: Something new Phone Corference
This is a small wallbc

e CSV export from the statistics portal

e Customizable templates from Zylinc Advanced Statistics
(add-on)
e Third-party APIs

© 2019 Zylinc A/S. All rights reserved. llllC
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4.2.3

User search and calendars

The Gantt-based availability overview provides information about all staff calendars and appointments.

Focus is on colleagues’ calendar information, but agents can also view information like extension line
state (such as busy, idle, or call forwarding), employee data (from Active Directory) and status from
instant messaging systems (such as Lync, Jabber, UC-One, BroadWorks, or Sametime).

Options ~ All ~ Displayed Time Interval: 08.00 - 17.00 ~ Find Available Time...

Transportation [l Work athome [ Sick [l Meeting

Vacation M Errand B Lunch Break
Name (Own Groups) Short number Mobile Department On, 30. september 2015 -
3 10 11 12 13 14 15 16

@ Christina Larsen o a Development

=~ Christina Maller ~ 683 Development
& Helen Petersen B . 677 ] +4518212928 Development —

@ Jakob Nielsen H +4517333043 Development
 Josefine Christensen B ¢ &5 Development S
& Julie Jakobsen B - 659 +4513574TH Development
& Karen Maller B 5 61 +4513687884 Development C ] -
@ Kristian Serensen B -, 647 [l +4516290834 Development A
& Lasse Frederiksen B . 642 +4517442358 Development _
@ Marcus Poulsen B - 63 Development [ ] a

@ Markus Hansen B . 644 [ +4514497052 Development

& Mathias Krogh B . 683 @) +4511900024 Development

@ Nikolaj Thomsen B - 637 [l +4518705801 Development
wl Peter Hansen B ¢ 655 [ +4514476187 Development I
& Peter Madsen B . 648 [ +4518958907 Development L]

& Steen Olesen B ¢ sa0 Development
@ soren Kjer | Development =t
The calendar overview provides features like:

2] Martin Knusdsen Megsvarighed 1% Tmer | 03 wintier

e Search for available time: Find available

time in the schedule of one or across

more employees.

Seg inder for veigle detaer

o | |

[ rkusier wesoner

12082010

e Create Absence: Pushes an absence
appointment into the employee calendar.

© Armsiosia oo 3 - [1eo0 3
[ udetaat 12w &) - 1302
) e dgen Tedspurit 17.00- 1800 v
-ﬂ [ ] _m
From 09/11 P
User
Helen Patterson
Templates From 09/11
[ 0311 12:36-15.06 Lunch
Meeting - 30 min
Mesting - 60 min
Sick
Subject Lunch
Time 14:36 1] - [15:08 B
First day 109/11/2015 @
Last day. 09/11/2015 A
Category business v
® One absence Repeat sbsence
Create Absence Cancel Absence

Close
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Users’ calendar appointments are visible in the overview. If needed, agents can view more details
about a given user’s appointments.

Showing calendar for Awailable from
Peter Hanszen Fri, 14. November 2014, 12:30

Today. Friday 14. November 2014

11:00-12:30 Lunch

12:30 - 16:00 3 hours 30 minutes
16:00-17:00 Meeting

17:00- 17:30 30 minutes
17.30-12:00 Dentist

o=

From the same interface, an agent with required user rights can also set up call forwarding and do-
not-disturb:

Set Forward for Helle Frederiksen
() Office {®) Mobile
Peter Hansen; +4530445205 W

© 2019 Zylinc A/S. All rights reserved. llllC
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4.2.4 Messages

From their clients, agents can send messages to colleagues or external people. The following features

are available

e SMS: Send a text message directly from the client (requires agreement with CP-SMS or

ClickATell.com)

e E-mail: Send E-mail through the e-mail application.

When the agent composes an e-mail or SMS message, the autotext feature inserts caller number and,

if recognized, also caller name.

Email SMS
To™ info@zylinc.com|
cC
Subject™ Helen Paterson (12345678) from Zylinc has called regarding Product Question  w
Autotext
Caller Information
Name Helen Paterson Regarding Product Question
Phone number 12345678 Company Zylinc
Title Team Leader Info
Customer Id Customer Segment
Priority 1
Message
Send Clear Cancel
4.2.5 Line state presence and presence
Employees’ line state and presence information is Line state
shown in the client. IM Presence
N, /
| 4
. . . . . Name Shor.
Zylinc clients support line state information from @ Claus Sigersted ~ 662
Cisco and BroadWorks, and mobile line status 8 .DoteGreh
. . . . & Martin Knudsen ~ 663
from leading mobile service providers. @inaPontoppidan
& Henning Nielsen
. . . . y . & Troels Petersen ~ 665 Avallable
Mobile line state is a service that's provided by = Andreas Mueller (anm) - 648 | Away
the mobile service provider. . CenmaLon
& Marc Framvig-Anton - 655 Available

Mobile

v

Mobile
+452446 4
+4521185
+4528937
+45 2636 0
+453047 6
+4522221
+4520163
+453168 1
+4527347

Department
Services

Sales and Marketing
Services

Sales and Marketing
Management

Area52a
Administration
Development

Presence information from, for example, Microsoft Lync, Cisco Jabber, BroadSoft UC-One, or IBM
Sametime is also available, and chat sessions can be initiated directly from the Zylinc client.

© 2019 Zylinc A/S. All rights reserved.
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4.3 Agent devices

4.3.1 Desktop phones

Zylinc software supports remote control of a number of desktop phones. This means that if the agent
uses one of the supported desktop phones, all call control features, such as answering and ending
calls, is available directly in the Zylinc clients.

The following types of phones are supported for advanced call handling directly via vendor API:s

e Cisco: any newer Cisco desktop phone on Cisco JTAPI controlled list

e BroadWorks: any device available on BroadWorks Advanced Call Control Certification list

o SfB: any Microsoft-certified USB-connected device that supports the Skype for Business
Client API

Zylinc also supports auto-answering of calls on phones that implement SIP auto-answering methods
via either call-info or alert-info parameters. Different variations of these parameters are used for
different hardware vendors. The following is a non-exhaustive list of hardware vendors known to work
via this method:

e Snom (newer), Yealink & Mitel via call-info variant 1

e Snom (older), Grandstream & Linksys via call-info variant 2

e Polycom & Mitel via alert-info variant 1

e Aastra via alert-info variant 2

These examples are guidelines only, because different firmware might impact the support. Zylinc does
not maintain a compatibility list.

In practice, any SIP-connected IP device can be used together with the Zylinc solution. Zylinc
solutions support a special kind of phone integration, called Call Offer Mode, where the call is always
offered in the client before it is routed to the phone. This allows phones with auto-pickup to be used.

4.3.2 Mobile phones

Mobile phone can also be used as agent devices. Mobile phones are best supported using Zylinc’s
Mobile Agent add-on. Similar limitations as stated in the previous section apply to mobile phones.

X . [ ]
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4.3.3 Agent softphone

The Zylinc Contact and Service Center clients include a built-in SIP softphone, which agents can use
with a headset, without using an external phone.

With headsets from supported vendors, like Jabra or Plantronics, the softphone can be controlled from
the headset with the following features:

¢ Ring tone in headset

e Answer and end calls

¢ Mute on headset plays music on hold

With a laptop and a headset, the solution can be operated from a home office or similar.

4.3.3.1 Recording

On-demand recording is possible using the SIP Softphone. By pressing Record during the
conversation, it will be recorded from beginning to end and will be e-mailed as a message to
appointed administrators when the conversation ends. The softphone call recording feature can also
be activated for all calls automatically.

4.3.4 Skype for Business client

The agent can optionally use an installed Skype for Business client - Ertrm O o @&
File MeetNow Tooks Help

when using Zylinc client software.

If installed on the same computer, Zylinc communicates with the Skype
for Business client, and offers the following features:

e Click-to-chat e ETRR— c:

e Dialout from Zylinc client via the softphone ,Eofm

e Answer calls to Skype for Business client from Zylinc client @ Elleen Long - in5 meedng chan
Presence from other users’ Skype for Business clients can also be ‘9; ik e

displayed.

Kirbyy Jarman - Available

ﬁ § Jon Smith - In 3 meeting
1}

@ (- GALLIORWARDING OFF

© 2019 Zylinc A/S. All rights reserved. llllC
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4.35 BroadSoft UC-One client

The agent can optionally use an installed BroadSoft UC-One client when
using Zylinc client software.

If installed on the same computer, Zylinc communicates with the UC-One
client and offers the following features:

¢ Click-to-chat
¢ Dialout from Zylinc client via the Softphone

e Answer Calls to the UC-One client from Zylinc client

Presence from other users’ UC-One clients can also be displayed.

4.3.6 Cisco Jabber client

5 UC-One ol @ ==
e & a L Q@
| Search and Dial Y+
» Product Dev (3)
v Ops (14)
B4 Elizabeth Crider
W James Thompson
"W Jason Jefferies
@ W Jillian Bumns
sis TIIE] Katie Doolittle
i v Sales (21)
Bob Bur
Bob Healey
&} Dana Dempsey
E Drew Polinski

OB e

In Cisco environments, the built-in softphone is the preferred choice, if the agent wants to use a

softphone.

If the Cisco Jabber client is installed on the agent’s computer, the agent can double-click another
agent or user in the availability overview to open up a chat session directly in their Jabber client

Presence from other users’ Cisco Jabber clients can also be displayed.

© 2019 Zylinc A/S. All rights reserved.
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5  Distribution (ACD)

51 Distribution of channels

Zylinc Contact Center and Service Center have a complete set of call flow features, configurable per
queue by the administrator. Agents can subscribe to different queues with different skill sets.

Some of the features are:

e Primary/secondary skill set & ACD © e
ST e
e Standby skill set 2 cvi, 3

—_— et FEe G
o Failover settings/backup queues - =
Primary Group Secondary Group Standby Group

e System timeouts

This makes it possible to support
different business processes and if
necessary use standby agents during
peak periods.

Calls are distributed either via longest idle or a round-robin distribution policy. If skill-based routing
(see the following) is enabled, it will take precedence over these policies.

The call distribution mechanism also supports scenarios where you want to distribute calls from
multiple queues to one common queue. This makes it possible to configure call distribution rules
where calls are handled in the same queue, but with settings from the queue on which they came in.

Common
CaJIback queue

Queuel
9 /
ComrRon
Queue 2
% Normal
Agent2
Queue 3

X . [ ]
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5.1.1 Standby agents

You can define agents as standby agents on relevant queues. If allowed, agents can also choose to
go into standby mode directly in the client interface.

Standby agents are only activated when:

e The agent in question is the only agent monitoring a queue
e A certain number of calls are waiting in the queue
e Waiting time in the queue exceeds a certain number of seconds

For statistical purposes, you can require agents to supply reason codes for going standby.

51.2 Skill-based routing

Skills can be associated with each agent to ensure that calls are directed to agents with special
knowledge. You assign each agent a rating that indicates their skill level, and each relevant queue will
then require a certain rating.

When you enable skill-based routing on a given queue, the system will first look for the agent in the
primary group with the highest matching skill rating. If no agent is found, the secondary group will be
searched, and if no relevant agent is found there either, the normal distribution method (for example
longest idle) is used.

5.1.3 Caller-rated distribution

With caller-rated distribution, you can prioritize of callers based on their phone numbers. Caller rating
can, for example, be used to prioritize certain callers (VIP routing) as well as to de-prioritize others.

®© i

ACD

Customer
Database

You can enable caller-rated distribution on a per-queue basis. When distributing calls, the A number
rating is considered before waiting time, that is callers with higher rating will be placed in front of
callers with lower rating, regardless of the waiting time. Calls are still prioritized based on the waiting
time, but only when comparing calls with same rating.

If a caller's A number is not defined, the caller will get a rating of 0. Callers with a rating of a positive
number will be prioritized over callers without a rating, which again will be prioritized over callers with a
negative rating. The higher the number, the higher the priority.

To avoid starvation of de-prioritized callers, you can configure a timeout on the negative rating, after
which those callers will be handled in the same way as callers without prioritization.

o 5. Al oy
© 2019 Zylinc A/S. All rights reserved. llllC

LIBERATING



23 | Key Zylinc unified communications features

514 Caller-rated queuing

With caller-rated queuing, you can move callers to another queue based on their phone number.

Queue A

-

Queue B (VIP)

:WW N
I

Queue B (personal)

Caller Lookup

You can enable this functionality on a per-queue basis, with the following settings:

e Never - Functionality disabled

If Available - Only move call, if the target queue is open and monitored

Always - Always move the call, regardless of the status of the target queue

Caller ratings are retrieved from either:

e Web service lookup (real-time)
¢ Database lookup (real-time)
o File (.csv) lookup (real-time)
e Zylinc Directory lookup, either:

o .csvimport as new contacts or as additional information to existing contacts/users
o Edited from Zylinc clients by, for example, a supervisor

X . [ ]
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515 Historical routing

With historical routing, you can route calls and e-mails from the same inquirer to the same agent who
handled the previous inquiry.

AR
S

For calls, the A number of the caller is used to identify the call — and if the previous agent is still logged
in, the call is routed to that agent.

Statistics

You can set a limit for how long back in time historical routing should be considered.

For e-mails, historical routing ensures that an e-mail conversation is possible. This is achieved either
by using reference tags in the email header or by using the e-mail address of the inquirer.

. z ]
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5.2  Phone queues

521 Phone queue configuration

Zylinc Contact Center and Service Center support an arbitrary number of queues that can be

configured independently of each other. Functions supported include:

e Queue weight for prioritization of queues

e Music on hold

e Voice messages, including welcome messages, status information, caller queue position

e Opening days and hours

o Exceptions from standard opening hours for public holidays, special events, etc.

e Overflow and call forwarding to external numbers, back-up queues, hunt groups, voice prompts, or
voicemail outside of opening hours or based on calendar exceptions

e Settings for automatic call distribution and round robin.

e Settings for handling calls in queues when either the number of calls or the waiting time exceeds a
limit

e Thresholds on queues based on exceeded number of calls waiting

e Callback offering based on queue threshold, waiting time, or number of calls in queue

Zylinc supplies both music on hold and standard system voice prompts. You can easily upload your
own files, and you can record messages by calling a number defined in Zylinc Administration Portal.

All Contact and Service Center queues can be prioritized with different weights according to their
importance. Calls to queues with the highest priority (VIP) will get through to the subscribed agents
first.

Since every queue has its own call flow settings, you can have different settings per branch or
department.

In addition to queues, every agent has their own private queue, which is used for returned calls and
calls transferred from other agents.

5.2.2 Voice prompts and music on hold

A Zylinc solution comes with built-in music on hold and voice prompts in different languages.

You can also upload your own music files and voice prompts to the system in either .wav or .mp3 file
format.

For every queue, you can set a primary language, which the system uses to play prompts in the
corresponding language. It is also possible to detect which language to use based on the country code
on international calls.

The following prompts can be configured in the system per queue:

o 5. Al oy
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Announcements:

Language, Primary English E| [ 7] Autodetect: [ &3

Music on hold: default v @  answered' - no difference - v] @
Welcome announcement: - None - E| 11

Adhot announcement, Welcome: - None - E| L 2]

Adhoc announcement. Queue: - None - E| (7]

Custom announcement, New Calls: - None - E| [ 7] Frequency: 20 sec E e

Custom announcement, Returned Calls: - None - E| [ 7] Frequency: 30 sec E @

Private announcement: - None - E| [ 7] Frequency: 30 sec E [ 7]

Position Announcement:

Enable Position Announcement: [ enable [ 7]

Pre-Position announcement: - None - [2)

Position announcement #1: - Default (simple) - L7 JO]

Position announcement #n, Part 1° - Default - [ 7] @' Part 2: | - Default - (7] @

Those prompts are used in the call flow as described in the following diagram:

Welcome
announcement

y

Call in Private

Returned Call
Ad-Hoc Queue
Welcome i
Announcement
Pre-Positions
Announcement

Available
Agents?

#1 in queue?

Route Call
Ad-hoc No
Queue Yes Call Answered
Announcement v I Position #n part 1 I in ti
Position #1
Yes
Position #n part 2
Announcement
See Callback
Flow
Yes o~ Personal Pickup
>
Single Annc.
o  Repeating Amnc.
Position Annc.
Yes
No Gall Answﬁ\ Personal Pickup Global Pickup Callback Annc.
thin ti
fithin timeol Pickup Annc.
| |
A4

Call Answered

linc
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5.2.3 Announcement recording

You can add, change, and remove queue announcements by calling a special number with an IVR
menu and then using the IVR menu to record the required announcement. It is also an alternative to
uploading announcements for general use via the Zylinc Administration Portal.

5.24 IVR

You can set up each queue to prompt users for input that can be used in a CRM system lookup (digit
collection) or to prompt for callback confirmation.

The web-based IVR configuration can be used to configure IVR scenarios, such as “Press 1 for Sales,
Press 2 for support, ...”

IVR MENUS MainIVR EDIT IVR MENU

Menu Settings:

Name: MainIvR (2] Number: 12345678 (2]

Queue Type: Zylinc Media Server Q

Display Name: VR for hovedenummer (2]

Type: Prompt & Collect IVR [v/&  Language: -nochange {¥| &

Announcement: - none - E (2]

IVR Prompt: zylinc-main-ivr (da,en) ©® Max: 1 Timeout: | 5 Attempts: 1 (2]

IVR Actions:

Default: Digit Start: Digit End: Language: Announcement: Settings:
O 1 Danish [v] -none - Queue Call v Sales & Marketing
O 2 Danish [¥] - none - Queue Call ¥ Support
] 3 Finnish -none- Queue Call Administration og Bd |
2 German |V - none - Queue Call V] Reception
}
Add Action Forward Internal
Forward External
Forward IVR
poneee
Repeat this VR

The web-based IVR configuration includes:

e Set Language dependent on IVR selection
¢ Play announcement when a selection is made
e Setup time-dependent rules
o Different actions dependent on IVR selection, for example
o Queue call
o Forward to number
o Forward to other IVR
o Hangup
o Repeat
e Multilevel IVR support by connection multiple IVRs

For very advanced IVR solutions, you can use Zylinc’s script to make an unlimited number of IVR
levels that use time, A numbers, and other parameters as input.

[ ]
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525 A number routing

With A number routing, you can handle a calls in different ways dependent on the callers’ A numbers.

A number routing is a special type of IVR. In the same way as one IVR action can point to another IVR
menu, A number routing actions can also point to A number routing actions.

5.2.6

You can set up each queue to operate in a specific time zone.

Queue time zones

By default, time zone logic is disabled, but for installations where the server resides in another time

zone than the agents, we recommend enabling time zones.

5.3 Callback

Callback feature is a standard part of the solution.

You can enable callback per queue, and it will then be offered to
waiting calls based on waiting time or number of calls waiting.

If a caller line ID is visible, the caller will be offered to be called back
on that number or on a manually entered other number.

You can give the caller the option of leaving a recorded voice
message with their callback request. Agents can then listen to the
voice message before calling back.

A callback is distributed to agents as a normal call. The agent that
handles the callback can view the history of the call since it was
placed in queue.

You can set up each queue with the following callback settings:

¢ When to offer callback

e When to stop offering callback before the queue closes
¢ Which queue to place a callback request in

e The callback offer announcement and repeat frequency
e The DTMF digit to use as callback queue breakout

e Ability to offer caller to record a voice message

Zy ContactCenter ... X,

Inactive Enter Standby
C I | ——
¢ Dia (» Transfer
New callback 00:00:09
{11 Ext. Offer [ (o Hang Up
Queues Agents Calls
¢ Call o~ Play
From
Jesper Juul Pedersen
Services
+4521603611
Callback number +4521603611
Queue Support
Answered calls today 4
Awerage call duration 00:00:45
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This flowchart illustrates each step of a call entering a queue where callback is enabled:

Callback Enabled

Yes

Return to Queue

Customizable Annc

Fixed Annc

End call & place
callback in CB
queue

End call & place
callback

L ]
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5.4  Dialout campaigns

Zylinc Contact Center and Service Center support outbound dialing and ad-hoc or scheduled
campaigns.

You can schedule campaigns by uploading a .csv or Excel file in the Zylinc Administration Portal, or
you can create a single dialout in the portal.

Third-party APIs allow other campaign or CRM systems to integrate with Zylinc’s campaign module.

In the clients, dial-lists are presented in the same way as callbacks, with a preview mode where the
agent can accepts calls before they are routed.

5.5 Personal queues

An agent’s personal queue is very similar to a regular phone queue. A personal queue only has one
agent attached to it, and it does not have opening hours. It is simply open whenever the agent is
online.

An optional setting allows direct calls to an agent’s phone (Cisco, BroadWorks, or the internal
softphone) to be redirected to the personal queue if the agent is logged in. This allows the agent to
handle direct calls in the client, with the same feature set available as for ordinary calls distributed
from a queue.

X . [ ]
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5.6  Chat queues

You set up chat queues almost in the same way as with phone queues, in the Zylinc Administration
Portal.

You can assign each agent to handle multiple chat queues. Chat sessions are prioritized using weight
settings, like phone queues, but typically with a lower weighting.

Chat queue setup includes:

e Name, display name, chat address

e Standby settings

e Timeout settings

e Auto-text for use when queue is closed, unmonitored, connected, or disconnected
e Position texts

e Standard texts for quick insertion

e Opening hours

e Color coding

5.7  E-mail queues

You set up e-mail queues almost in the same way as with phone and chat queues, in the Zylinc
Administration Portal.

You can assign agents to handle any number of e-mail queues. E-mails are prioritized using weight
settings, like phone queues, but typically with a lower weighting.

Each queue corresponds to an e-mail mailbox. Technically, the solution subscribes to a mailbox via
IMAP, and then distributes e-mails to available agents.

Agents handle e-mails using an internal e-mail client in Zylinc Contact center or Service Center.
E-mail queue setup includes:

¢ Name, display name, e-mail address, reply-to address

e Standby settings

e Timeout settings

e Auto-replies for use when queue is closed, unmonitored, connected, or disconnected
e Standard texts for quick insertion

e Spell checker

X . [ ]
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5.8  Caller lookup

Zylinc Contact Center and Service Center maintain their own user databases with information about all
employees and contacts. Data in the database is synchronized from Active Directory, Domino
Directory, .csv files, or from external telephony systems.

Agents can extend or modify this user information in their clients. They can also add custom users to
the system, which are not synchronized from an external system. It is also possible to add keywords to
the users and assign an alternative contact person.

All the stored database user information is used to look up and display colleague information in the on
inbound calls based on the caller’'s A number.

X . [ ]
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6  Add-on features

6.1  Zylinc Mobile Agent
Zylinc Mobile Agent is available for iOS and Android.

It gives users on the go a number of important features, such as:

¢ Login/logout and standby
e Queues overview

e Agents overview

ssaes TOC 3G 09.39 i - sesen TOC 3G 15.45 f -
= Service Center = Service Center
(S— [ [ I b}
Manage my queues Same queues L
AC SC (3529 4164) _
Anupam Palit

CC SC Demo (88336641) ~ Azita Ataeian

| == |ars Lenborg Fredsted

CC test common

jents L
@ Outbound Campaign

5 §

L i

When the agent is logged into the Mobile Agent, calls to queues are automatically sent to the agent’s

phone.
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6.2  Voice queue member (clientless agents)

Voice queue member is a feature intended for users and employees who do not require a client
application, but still need to answer the main number or hunt group of the specific company or
department.

All the logic is pre-configured in the Zylinc interface, and it works with all the features normally
associated with the queue logic in Zylinc.

Zylinc has set up an IVR login for the agents. This IVR login is a number that you can configure in the
Zylinc Administration Portal. Agents can then call the IVR and press 1 for login and 2 for logout. When
the agents are logged in, all calls will be distributed based on the queues settings. All the calls will
trombone from the Zylinc Media Server towards the specific A number of the agent.

Note that all authentication of agents depends on the Zylinc solution knowing the number of the agent,
and that's why the agents can only use their mobile, Cisco, or Skype number to call the IVR.

Can voice queue members and regular agents work on the same queue? Yes, the only limitation is
that the voice queue members do not have ad application to interact though.

Zylinc recommends that voice queue members do not have more than one or two queues associated,
because they have not interface where they can determine queue memberships.

Scenarios: A — login from mobile phone, B — login from Skype device, C — login from Cisco phone

/ Mobile or Fixed Network \

Presence
API

Hosting

Application
server

AD

Scenario B
Scepario A

Scenario C

&ﬁ

Media-server

[ ]
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6.3  External system integration

For integration with third-party systems and business processes, Zylinc supports information lookup to
identify the inquirer as well as inquirer invocation, where an external application or solution is invoked
based on information from the call.

Caller ID lookup Call Action

Webbased

ZyDesk /V ( CRM

—p
Invoke external

Call Information program

Yellow pages service

Yellow pages

ZyCore ID

CRMApps

Application

CRM

Database
Customer Data

Caller invocation
Caller invocation invokes other programs based on data, such as A humber, collected IVR digits,
agent ID, etc. The Zylinc solution supports the following interfaces for caller invocation:

o DDE interface

e Command line execution

o Windows link

e Custom DLL

e Network invocation
The interfaces can be triggered based on the status of the call, where the Zylinc solution supports the
following call state triggers:

e Call, chat, or e-mail offered

e (Call, chat, or e-mail answered

e Call, chat, or e-mail ended

¢ Outgoing call, chat, or e-mail

It is therefore possible to invoke a CRM, ERP, other system, internet browser, or Windows application,
and do a lookup directly in the application and hereby initiate the appropriate operation that fits to the
current state.

In some cases, it may not be relevant or allowed to make such lookups. That's why the Zylinc solution
offers the ability to import a negative list of numbers that should not trigger caller lookup and
application invocation.

Some CRM, ERP, and other systems can be accessed through a browser, and this makes it possible
to open up a browser where relevant fields are pre-filled with relevant data.

By transferring a call to another agent, a new lookup, and/or application, invocation will be triggered
for the receiving agent using the same parameters.
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6.4  Call recording

In addition to the call recording functionality built in to the Zylinc softphone, the Zylinc solution also
supports integration to external third-party recording systems.

If configured and installed, pressing the Record button in the client will initiate a recording of the
current call on the external system.

For some systems, it is possible to store additional information about the call, such as agent ID, queue
name, and a comment about the reason for recording the call.

Currently the system support integration to the following systems:

e Apresa/ Recordit (http://www.vidicode.com/products/call-recorders/call-recorder-apresa/)
e BroadWorks

6.5  Surveys

Zylinc supports third-party integration to external survey systems.

If you have set up a survey, it can be activated on a per-queue basis.

If activated, the system will optionally prompt the caller before they enter the queue, and if the caller
accepts to take part in the survey, the Zylinc solution will request the external survey system to dial the
caller after the agent has finished handling the call.

Currently the system support integration to the following systems:

e Recordlt
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7 System configuration

7.1 Zylinc Administration Portal

You manage the Zylinc solution through the browser-based Zylinc Administration Portal. Because you
can give relevant people different roles and feature sets, managers, supervisors, system
administrators, and agents can all use the Administration Portal.

Users with access to the Administration Portal are able to:

e Add queues and connect numbers

e Configure queue settings, such as opening hours, backup queue, music, and voice prompts
¢ Add agents with skillsets in different queues

e Upload and manage music and voice prompts

e Add profiles and attach users or groups from Active Directory

o Perform general setup and adjustments (IP addresses, timeouts, etc.)
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CLIENTS ALDID FORWARDING NE TWORK SYSTEM

M 1 ML | Lai

felel 55443 ¥ Wolo|

ilayvearTe 1] 2 1{_ "_, il
oigig a_kzaniagnbjih KTk 1 0 en EREL O N
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1a CLIENTS 1 FORWARDNNG WE TWOHRE SYSTEM INSTALL
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KT ': '_' Publis Qusus o
Marc's CB queu
Diskitefon Longest id w VWeight 1 ¥
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Foilliyer Wis Priceiny AR
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Standby User - Calls Actvate: & Ceacivalie: 3
Standby LISar « Sec ACtvan: Daractvass: [
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Department managers can easily re-configure and modify queues, set weighting on queues, add or
remove people from groups, associate skillsets, upload new voice prompts etc.
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You manage Zylinc Contact Center and Service Center with dynamic roles and privileges, so you can
distribute administrative rights in your organization.

-
Nhnc
T LIBERATING

CLIENTS

VOICE QUEUES

Basic Seftings:
MName:
CQueue Display Name:

FPublic Queue:

Call Distribution:
Distribution:

Caller Priority:

Directory 1D

Follow Me Priority:

Update Connected Line [D:
Standby User - Calls

Standby User - Sec.:

Threshold Values:

Cueue Limit- New Calls:

CQueue Limit- Waiting Calls:

Service Goal:

Timers:

Timeout:

Announcements:
Language, Primary:
Music on hold:

Welcome announcement

Adhoc announcement, Welcome:
Adhoc announcement, Queue:
Custom announcement, New Calls:

Custom announcement, Returned Calls:

Frivate announcement:

Position Announcement:

AUDIO USERS

1_delete

1_delete

SomeDeleted Queue

¥
Longest idle v
Enable
Automatic

Systemn Default v

Activate: 5 Deactivate: 3

Activate: Deactivate:
10 calls or Mo limit
0/ seconds or ¥ Nolimit
G0 seconds

Public Private (Moved)

- default - v - default -

English v

default v

- None - v

- None - v

- None - v

- None - v

- None - v

- None - v

v

()

linc.com | Administration Portal

Version 5.6.42
FORWARDING NETWORK SYSTEM INSTALL

BASIC | ADVANCED | USERS | OPENING HOURS

Mumber: 554433

Colour Code:

weignt| 1 v

Low prio expire; Neyer ¥

‘Warning Level: 0 calls
Private (Returned) Private (Callbacks)
- default - v - default - v
Autodetect:
Answered: - no difference - v
Frequency: 30 sec v
Frequency: 30 sec v
Frequency: 10 sec v

You can define agents per queue, either directly per agent or by using directory groups:
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" Aulinc

LIBERATING

Queue Users

Available
Christina Larsen ~
Christina Maller
Daniel Rasmussen
Helen Petersen
Jan Larsen
Jean-Paul Test8 Frangais User
Jonas Christiansen
Josefine Christensen
Julie Jakobsen
Karen Maller
Lasse Frederiksen
Marcus Poulsen
Markus Hansen
Martin Olsen
Morten Test 1
Nikolaj Thomsen
Peter Hansen
Peter Madsen
Poul Test 1
Saren Kjser
Steen Olesen
Susanne Svendsen
TEO Guest Account
Test Apo'Strophe taul0. User
Testl User
Test2 User
Test3 twoName Disiiber-User
Test4 User-dvidr
Test5 Mamed Apu User Surname Nahasap v

CLIENTS AUDIO
VOICE QUEUES GServices
Queue
GServices

(= |
&

=
Kl

(= |
Kl

Primary
Person

Kristian Sarensen
Group

Development

Secondary

Person
Casper Sgrensen
Jakob Nielsen

Standby

Person
Cecilie Larsen
Mathias Krogh

Owners
- visible for all --

Logouttp@zylinc.com | Administration Portal

NETWORK INSTALL

BASIC | ADVANCED | USERS | OPENING HOURS

Result
Kristian Sgrensen

Result
Casper Sgrensen
Jakob Mielsen

Result
Cecilie Larsen
Mathias Krogh

Result

Allan Pedersen o)
Anders Krogh

Anita Hansen

Anna Andersen

Benjamin Jensen

Casper Sgrensen

Cecilie Larsen

Christina Larsen v

7.2 System users, roles and profiles

Zylinc Contact Center and Service Center users come with the following standards:

Administrator

o Full access to Administration Portal

o Full access to Statistics Portal

o Full access to settings in the Windows client

Supervisor

o Limited access to Administration Portal

o Full access to Statistics Portal

o Definable access to settings in the Windows client (can be limited by administrator)
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User

o Basic access to the Windows client

Every user is granted access to one or more profiles that define which feature set and which client

layout are available to the user.

Many customers use the standard roles, profiles and layout, but the roles, profiles, and layouts highly

are flexible and can be changed by the administrator.

Itis also possible to distribute a set of privileges or roles to special administrators. This means that the
administrator can tailor roles by limiting or expanding access to features in the Administration Portal:

Available Privileges
Client
Client Absence
Client Full Control
General Settings
Global Timer - Routing
Global Timers - Agent
Timer Profiles
Forwarding
Add/DelliModify Forwarding Departments
Change Spoken Absence rules
Forwarding full control
Modify Forwarding Departments
Modify policies
Set/Change forwarding
Network
Metwork Full Control
Products
Forwarding
Maobile Operator
Voicemail
Statistics
Statistics Portal All Data
System
System Full Control
User
Profile Lists
Roles Control
Security Rules/Access
User Change Others CallerlD/Displayname
User Change Others Phone Mumber

(&

Selected Privileges
Audio

Audio Adhoc Control

Audio Custom Control
Audio Full Control

Audio Lists

Audio Moh Control

Audie Recording Copy/Clear
Audio Recording Define

Products

ZyDesk
Voice Queues
Chat Queues

Queues

Adhoc announcements
Announcements

Calendar Edit

Calendar Lists

Callback Settings

CallBacks View/Delete

Call Lookup

Change Members

Change Opening Hours
Change Users

Dial Lists View/Upload/Delete
Digit Collection Settings
Display name

Distribution Settings

Failover Forwarding

Failover Settings

Language Change -
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7.3 Queue alerts

In the Zylinc Administration Portal, you can set up alerts for your queues. The alerts send out SMS
text messages or e-mails to specific recipients based on queue performance:

e If the queue is unmonitored
e If call waiting time exceeds a limit
e If the number of calls waiting in the queue exceeds a limit

e If the number of agents on a queue is below a limit

7.4  GDPR Support

The Zylinc solution lets you delete records based on events in the system.

GDPR CUSTOMERS | FORMER EMPLOYEES | CUSTOM USERS

21603611 B & Delete / Anonimize data for all users

Extension Last Entry Name Total

|+ 21603611 Apr 112018 12:54:42 Jesper Juul Pedersen 350 View

You can search and delete events based on:
e Calls
e E-mails
e Chats

The system also supports that data about former users can be deleted if required.
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8  Zylinc unified help

For detailed information about how to set up, manage, and use a Zylinc solution, use the award-
winning online Zylinc unified help.

Zylinc unified help covers myriads of Zylinc-related concepts and procedures, and it contains interactive
videos, useful tools, tips, examples, etc.

It's relevant no matter whether you're a Zylinc end user, super user, administrator, technician, consultant,
decision maker, or commercial partner.

2 Ut e G e s e — P o

Zylinc unified help

Concepls, procedures, exampies, wdeos, tips, FAQs, and more

[P — S e ey
Featured Zylinc try-2-out instructional videos

LAlinc [Allinc [Allinc

All content on Zylinc unified help is produced with the audiences’ needs in mind. Say hello to help that
matches your tasks, and wave goodbye to system-oriented documentation.

Go to help.zylinc.com and request access. We'll deal with your request as quickly as possible.
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9 Getintouch with Zylinc

The Zylinc sales team will be happy to help you assess your needs and recommend the right
implementation for your organization.

o Uiee
CPERIENCED

AMBITIOUS

TWARD.LOOKING

Contact the Zylinc sales team on info@zylinc.com or on +45 7023 2328.
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10 Copyright, disclaimer, and trademarks

© 2018 Zylinc A/S.

This document is intended for general information purposes only, and due care has been taken in its
preparation. Any risk arising from the use of this information rests with the recipient.

Zylinc A/S reserves the right to make adjustments without prior notification.

Zylinc A/S makes no representations or warranties, expressed or implied, by or with respect to
anything in this document, and shall not be liable for implied warranties of merchantability or fitness for
a particular purpose or for any indirect, special, or consequential damages.

All names of people and organizations used in this document’s examples are fictitious. Any
resemblance to any actual organization or person, living or dead, is purely coincidental and
unintended

Zylinc is a registered trademark of Zylinc A/S.

Microsoft® and Windows® are registered trademarks of Microsoft Corporation. All other trademarks
mentioned in this document are trademarks of their respective owners.
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