Cisco Finesse: Revolutionizing the contact center
agent experience

* Browser-based agent desktop for easy

management and upgrades

* Designed to empower agents via user-
centered design product

* Flexible and expandable - Finesse® is a
web gadget container

« All applications that agents need (Cisco® or
third party) hosted within Finesse

« Administrators define agent and
supervisor layouts
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Cisco_Voice 0

« Developer-friendly APIs (REST, JS APIs)

« Ul Toolkit for 3™ party gadget developers
to align look and feel (Finesse 12.0)
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Cisco Finesse Integration Options

Put your application into Cisco
3rd Party Gadget Finesse by building a = [
gadget.... . s

...Or embed the Finesse APl in
your own application.

Cisco Finesse REST API ECE}
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Finesse 12.0 Key Themes

Modern look
and feel
Improved
agent productivity

Agent

assistance
Empowering
the supervisor
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Finesse 12.0 Theme: Modern Look and Feel

Can agents be provided more
screen real estate?

. , Rodney Hammond
Finesse doesn’t (business admin)

look and feel like

the latest Cisco®
products.

Can the logo, heading and
header be customized?

Trudy Vere-Jones
(administrator)
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Finesse 12.0: Left Navigation bar pinned

] . . ©, Not Ready © /.9 —
il Cisco Finesse @ (") (== &« 7 0

Queue Statistics .\

Customizable header

Active WrapUp
Queue Name # Calls Max Time Ready Not Ready
In Out Other Ready (Pending) Not Ready (Pending)
DisastsrReliefHotline 17 00:47:08 0 2 1 0 0 0 0
Emergenc 1 00:10:45 0 2 0 0 0 0 0
GeneralAid 0 00:00:00 0 1 0 -- - 0 0
My History
Queries 0 00:00:00 0 1 0 - - 0 0
L Skill Grou i ini iqati 2
P Click on the pinicon to collapse left navigation bar
Manage Skill Group Domain Router Local Logged On Current State Distribution
Customer
Queued A Router Lo... Queued Longest Queued Ready Reserved Act Act Act Hold Wrap Up Not
,® Queries Chat 0 00:00:00 1 0 0 0 0 0 0 0 1
oo
GeneralAid Email 0 00:00:00 1 0 0 0 0 0 0 0 1
Manage Emergeqcy Cisco_Voice 1 12/27/18 00:00:00 3 0 0 0 0 0 0 0 2
Chat And
DisasterReliefHotiRg Cisco_Voice 17 12/27/18 00:00:00 3 0 0 1 0 0 0 0 2

Email

Icon and title can be customized

ol
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Finesse 12.0: Left Navigation

bar unpinned

i . . ©, Not Ready e 9
cleco Cisco Finesse @ @ =

Queue Name # Calls Max Time Ready Not Ready

Logo and title can be customized

Click on the dots to expand the left navigation bar

DisasterReliefHotlin: 00:52:16 0 2

Emergency 00:15:53 0 2

GeneralAid 00:00:00 0 1

Queries 00:00:00 0 1

Skill Group
Skill Group Domain Router Local Logged On Current State Distribution
Queued “  Router Lo... Queued Ready Reserved

Chat 1 0 0
Email 00:00:00 1 0 0
Cisco_Voice 12/27/18 00:00:00 3 0 0

DisasterReNgfHotline Cisco_Voice 12/27/18 00:00:00 3 0 0

Existing layout retained
durirg{ch;erupgrade to12.0 "W

0 0 0
0 0 0
-- 0 0
— 0 0

Act Act Act Hold Wrap Up Not

0 0 0 0 0 1

0 0 0 0 0 1

0 0 0 0 0 2

1 0 0 0 0 2

Ready (Pending) Not Ready (Pending)

[

Toh

00:
00
00:

00:
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inesse Gadget Mashup : Bucher+Suter
www.bucher-suter.com

il Gi : Not Ready
isco Finesse
cisco -
CallHistory
m Number Filter by number x Type ~ | Showall calls x Duration Startdate ~ = Al x
® . 3 363421 1.min 37 sec May 2, 2019 11:35:40 AM
x L 3 363421 31 sec May 2, 2019 11:34:55 AM
x 3 363421 1.min 2 sec May 2, 2019 11:33:22 AM
Desktop x L + 363421 45 sec May 2, 2019 11:32-19 AM
x L 3 363421 1sec May 2, 2019 11:22:16 AM
X x . 3 363421 2sec May 2, 2019 11:13:56 AM
Email & Chat x L 3 363421 1sec May 1, 2019 5:34:33 PM
x G 3 363421 2sec Apr 30, 2019 5:34:47 PM
x x 363421 4sec Apr 30, 2018 5:34:30 PM -
Filt x
Customer Overall fiter |58 [i]
History
PhoneBook
‘ ~ | Search for contact names or phone numbers Q) x
Knowledge
Base Search "peter” x " Search "tobi" %
=) Firstname o Last name Phone eMail Source
Statistics
Christian Peter nosergroup
>
\ Edgar Peter nosergroup
SpeedDial Hans Peter Bomhauser nosergroup
Hanspeter Binggeli nosergroup
/ Peter Guggenbuhl nosergroup
Peter Weier nosergroup
Call Forward
Peter Tonz nosergroup
Note
Peter Mol nosergroup

vl
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http://www.bucher-suter.com/

Finesse Gadget Mashup: Novelvox (www.novelvox.com

I
CiIsco

I fisery. Jacihenry

SUMMARY ~ ACCOUNT DETAILS

®

Cisco Finesse Talking

Consumer
Appliance

ACCOUNTS

o

Supervisor
Desktop

[_] ACCOUNT SUMMARY

CURRENT OUTSTANDING

"ACCOUNT SERVICES" "STATEMENT & DOCUMENTS" "ESCALATION"

"ALERTS"

We are experiencing high call valume currently. Please adjust your break timings accordingly.

Total: $21,526 Unbilled: $21,526

LAST PAYMENT MADE
Amount: $8,090

10-01-2018

J CREDIT LIMIT CASH LImIT
o Total: $29,000 | Unbilled: $21,526 Total: $5,000 Unbilled:  $7,350
" 85% 31%
Credit Union - -
Utilization Utilizaion
(E?
== FM HISTORY Q  SearchM
Telecom Field Name Field No. Record Name Record Type
LOANS New Locator 14 Tracking 37
h
“ Lookup 16 EFT 39
T gT I
Supervisor racking Type 30 Share Transfer 16
Count YTD 31 Share 39
lﬁl Amount YTD 21 Preference 37
Lookup 23 EFT 16

Healthcare
EMR-EHR

= cARD SUMMARY

Select Your Card

Balance

$70,000

KXXX-XXXX-4102

Next Payment Due

25/04/2018

Last Payment Made

$20,000

@ LAST X CALLS

ANI NO.

9878765654

9278755654

9378765654

9474565654

9878765654

9773755654

Date

02-04-2018

01-04-2018

12-03-2018

11-02-2018

10-02-2018

02-02-2018

Powered by @ NovelVox

Available Balance
$20,239

Minimum Payment Due
$11,998

Last Statment Balance
$15,324

Call Reason
Payment Pending
Chequebook Request
Payment Pending
Chequebook Request
Payment Pending

Transaction Declined

ee

AGENT STATS ~ SCRIPT "AWARDS & REFERRALS"

<

Status
Closed
Open
Closed
Open
Open

Closed

“» John Smith

a :

[ MEMBER INFORMATION

, &

Qriginal Balance

o $38,426
Account : 8097678990
Name * EDWARD SMITH
Branch * Branch 1
Account Joint Membership
Birth Date © 10/10/1961
Phone No 919-805-6625

Joint Holder : NA

How was your experience?

Cisco (('/5;/
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Finesse Gadget Mashup : 2Ring (www.2ring.com

vlaln
cisco

Browser

ai

Realtime
Stats

My History

My Statistics

Manage
Customer

Cisco [l'l/&/

Cisco Finesse ® Talking S
Agents Logged In Agents Ready Agents Not Ready Agents Talking Calls In Queue S&P 500 « 266476 € CWEB « 24,000 DRIP « 10.95° INUG « 9330
~ 0.85% 2243 ~ 6.48% 146 ~ 5.68% oss ~ 10.02% oes ¢
PM

w.yourprovider.com/outageupdates

Oakland area should be back up by 4PM, specific location updates at hitp://

Em > FwiovR | B Park Call | M ADM | # Email am | 8 sms | ® paging | voice ready | chatnr | @ ow-config | B8 ow-oemo | A panic [IRSSIEESETES

2Ring BROWSER

A call Picking | - 1PPS Speednials

2Ring DW H Booking com | GDrive  x | GSheets xH Staffino Feedbacks

Queue Stats

Abandoned
44
3
34
Ell
39
37
29
40
36
£

CSQ Name
‘Customer Care
Invoicing

IT HelpDesk
Orders
Product Info
Product Support
Retumns

RMA

Service Desk
vIP

Offered
868
859
672
610
776
733
570
783
720
684

Handled
824
816
638
579
737
696
54
743
684
649

Abandon %
EALY
5.0%
5.1%
5.1%
5.0%
5.0%
5.1%
5.1%
5.0%
5.1%

Performance Today
1914

1986

1791 1867
9 1509 1535 || 1547 1558 1120 1643 - 16810,
95% gog 91%

93%
B3% g1 B5% B5% 85% gos BT% poo BEX gax_"ae % B6% goo 88% pax g3 pax

1984 1g7g
1603 1520

2000 ;1862 1859 Calls - Handled

1821
1585 1585 168

1 1746

81%

= Calls - Service Level

Service Level

© |2 1758 Taking ~ | © 7:26:27

Agent States
Not Ready - 13
Ready -2
Reserved- 11
I Talking - 31

Work - 11

Service Level
January 2019

Calls in Queue

Not Ready ~ | 3

HCLUS BRKCCT-1001
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Finesse Gadget Mashup : Webtext

www.webtext.com

alrer]n
Cisco

My History

l:
Manage
Customer

m

Manage
Chat And
Email

m]

Webtext
SMS

. ) Taking

| 00:04:22|:] 14698031924

Keypad H Hold ‘| Direct Transfer H Consult |

« O
=0

Send SMS

Sending SMS to:

Number 14698031924

Message Text

check... |SMS AVAILABLE

Remaining: 160

[ Choose a Template

powered by

&y webtext

Send SMS

History for: 14698031924.

Time |sender | Text

04/25/2018 17:00  Inbound

04/25/201917:00 Inbound  Sure, here itis

04/25/2019 16:59  Outbound  Hello Bob, can you send me a picture of your router?

Cisco (('/6;/

HCLUS
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Finesse Gadget Mashup :

S

PINSCI (www.spinsci.com

b Agenta Dashboard® 2017 SginS

SplnSCl Patient Details Scheduling Case Management Billing Triage Referrals Directory Pharmacy Nurse Betsy Swanson
My History T FOR - &
Clinical Details
(O] PN
4 =
Healthcare MEDICAL HISTORY ACTIVE PROBLEMS
Demo i)
»
Diagnosis Names: Problem Names:
Number of Matches (4)
> Cardiac left ventricular sjection fraction 21-40 percent > Protein-calorie malnutrition, se
> Sleesptalking > Moderate asthma without complication
Johns Jacobs -
Jul01,1981
= AllAllergies
7499231
Allergy Name Allergy Description Date Entered Date Noted Reactions Reaction Comments Severity Type
=/12/90 AfASF Itchy rash that comes Direct contact with skin i nig
IODINE IODINE 3/12/2019 3/12/2019 onslowly results in small bumps erate Intolerance

12147015489 PENICILLIN PENICILLIN 3/23/2019 3/23/2019 Hives and itc] Overdose Low Tolerant
3453 T Ave, Fort Worth,
TX76179,USA = AllEncounters
Mark Williams, MD
+1208 9753874 Type Date Event Type Customer Class Admission Type Discharge Disposition
Provid Evaluation 12/12/2018 Admission In Customer Elective 30 - Still Customer
United Healthc:
Parkway, GA.665: Evaluation 1/11/2019 Transfer In In Customer Elective 02-Transferred
+12164118765

Cisco ("/5 /

HCLUS
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Finesse Gadget Mashup : Upstreamworks
WWW.UpSstreamworks.com

upstreamworks  UWF © ) Talking + Ready

@ 917602

") & n

6475190442

pad | Hold |\:vm Transfer

Interaction Ernalls ace currently qulle high o = A vigh Call Volume Expected this Wesk =
Activity
Shelly Reed
& o v P @ OO
} 0©01:42PM E 031 H 020 Omiex@upstre.. Odeuwidb@gm A o o
[REEEI  © 100aysage  +ProductinquiniChec . +ln Progress: 3 emums °cxsms omoadmg e cal
Selector
Contact ® Hos © CRK ©Hisyy  Interaction + Followlp
Type  Personal B el Addvess mieix@upstreamuorks 1 Reason | UWF Contact Tyw *  Comments
fiame - Shelly Reed Phone Number | 416-555-1212 * RessnDou| Ema .
Contactid 917502 = Case Number TaskType | Sve_Emailo2
Region  East b ToskiD  JOSZVONODM
Messaging 3 o
saging Source Address  misilx@upstreammork \dentny Verifisd
Current Contact MyQueves  MyDay  Falowlp  Search o
Video
Shelly Reed - 917602
Success! The celected tasi has been picked
B InProgress
@  LestUpdated Agent Status Contact ID Elapsed Time Skill Contact Address Subgect Actions.
@ e 20026 2909, 1ar DT — Pade - 200329 pm——— D% C
© ec. Ao 24 2019, 141 T Pacted P or4s:10 Sve_ChatCop02 shellreed0o2@qmat com - D%
Directory Q Ve 9, 1:40 PM EDT Parkec 1:45:40 Sie_Chati2 com Aceount assistance Y O
3 records found
2IT =
Interaction History
Preferences Contact Name Type Contact 1D Secondary ld Contact Reason / Detail Actions
Shelly Reed Personal 91760 inquiry / Checkng et
" Shely Resd Personal ! Poicy Adustment
Jagieat Rant Shely Reed Peesonal 917602 quiry | Morigage L.y

Cisco {"/c / HCLUS
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DevNet sample gadgetsS (s ieisioner cisco comidocsiinesse sampiecadcers/sampiecadcers

New York, NY
TITTE &
X
7 u: swnt | Hoboken Si.;n Out caliVarablel Updato catVariatiol
caliVarable2 Updato calVariabie?
Varabled o .
MRD ID: 5000 calivariable Update catVariabled
e o calivarabled Updato calVariabled
g & Offer more dialogs '
GREENWICH 5 g, calVariable$ Update caiVariables
VILLAGE Websior el -0
- v calivarabied Update calvariabiob
&"ggﬁmm ) ) callVarabie? Update calVariable?
o B cailvarabie8 Update caiVatiableB
cafiVaracied Update calVarlable®
LOWER
g\“ MANHATTAN calvaravield Update catVariabiel0
.5. k

PAULUS'HOOK
=

S2616 T:0%. 10 PO GMT 0000 (8 Reconde) i
.
o 1 e e makeWebService o T
R agoas ) g LI 0000 AM LR
g [ . e LW 2000 AM AONTE 1
{ G« One MetroTech Center. e - T em VI8 120000 AM e et
W (s u«' e, ¥ Make ReqUGSt 17 et 1 arsen LI 120000 AM AN 1L I
asthen® @ G ™.Te2 4 @ zen AT 120006 AM A6 1N I
S Text: Jane Doe 123456 = S o
Ay . o .

/ g oy S i ] (o™ e 108 £ 0000 AM PSP
! g gkt L | | m

& a0 B +

f ”?v Barclays Center
R0 Wil -

vl
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Finesse 12.0 Theme: Enhanced Agent
Experience

Can the voice state
control be made more
prominent?

Can | view critical caller
info before answering a
call?

It's difficult to select
Sandra Jefferson among 50 wrap-up

(ag e I’]t) reasons!

Cisco {"/5/ #CLUS BRKCCT-1001

| change my call state one
way, chat and email state
another way.

Can | quickly make an
outgoing call?

| always forget to specify a
wrap-up reason.

© 2019 Cisco and/or its affiliates. All rights reserved. Cisco Public 34



Finesse 12.0: Agent Experience

el . . Not Ready © /.9 — 0
i Cisco Finesse Q - = « s 5

s o ® Read

Queue Statistics sy
® Break Active WrapUp

Queue Name # Calls Ready Not Ready = =
éCsiance In Out Other Ready (Pending) Not Ready (Pending)

DisasterReliefHotline 17 0 2 1 0 0 0 0
® Lunch

Emergency 1 0 2 0 0 0 0 0

GeneralAid 0 00:00:00 0 1 0 == -= 0 0

My History
Queries 0 00:00:00 0 1 0 -~ = 0 0

X Skill Group e}

Manage Skill Group Domain Router Local Logged On Current State Distribution
Customer
Queued ~ Router Lo... Queued Longest Queued Ready Reserved Act Act Act Hold Wrap Up Not
/ Queries Chat 0 00:00:00 1 0 0 0 0 0 0 0 1
L)
GeneralAid Email 0 00:00:00 1 0 0 0 0 0 0 0 1
Manage Emergency Cisco_Voice 1 12/27118 00:00:00 3 0 0 0 0 0 0 0 2
Chat And
DisasterReliefHotline Cisco_Voice 17 12/27/18 00:00:00 3 0 0 1 0 0 0 0 2

Email

Cisco ("/5;/ HCLUS BRKCCT-1001

© 2019 Cisco and/or its affiliates. All rights reserved. Cisco Public 35



Finesse 12.0: Digital Channels State Control

Alilt Gigeo Finesse QNotReady @@ ?ﬁ;&srxgsble digital channel state control 7T 0
All

Queue Statistics

® Read
eady Active WrapUp
Queue Name # Calls Max Time sady = =
@ Not Ready In Out Other Ready (Pending) Not Ready (Pending)
DisasterReliefHotline -- 00:00:00 -- -- - o3 sz
Chat
Emergency i 00:00:00 -- -- - e o
GeneralAid - 00:00:00 -- -- -- - R S sz
My History
Queries S 00:00:00 -- - --

ST Skill Group 2

Manage
Skill Group - Agent Utilization v n Thresholds only
Customer |
Skill Group Domain Router Local Logged On Current State Distribution To
Queued Router Lo... Queued Longest Queued Ready Reserved Act Act Act Hold Wrap Up Not B o]
Manage DisasterReliefHotline Cisco_Voice 0 00:00:00 1 0 0 0 0 0 0 0 1 0 ocC
Chat And Emergency Cisco_Voice 0 00:00:00 1 0 0 0 0 0 0 0 1 0 0C
Email GeneralAid Email 0 00:00:00 1 0 0 0 0 0 0 0 1 0 oc
Queries Chat 0 00:00:00 1 1 0 0 0 0 0 0 0 0 0oC
< >

Cisco(l'l/&/ HCLUS
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Finesse 12.0: ECE Experience
it Gisco Finesse Q) Dot Reasy @

Manage Chat and Email Al

® Ready

E mai | @ Not Ready

Chat
= m SortBy | Adivity 1D ¥

Email
My Histo
¥ v 335274 gkaur@eGain.com
'S = : >
RE: Need help with loan application
EIM_MRD_Sasha_EIM_S51_Sasha
Manage Q Created: Today 03:14 PM = 4P
Customer
Manage
Chat And
Email
=
| Page 1 of 1 Displaying 1-1of 1

=

Co-Browse
Without SSO

Cisco(l'l/&/ HCLUS
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Finesse 12.0: Digital Channels State Control

UCCX

alealn . . ©, Not Ready
cleco Cisco Finesse @

Agent CSQ Statistics Report

CSQ Name
Disaster relief hotline
Emergency
General Aid

My History Queries

My Statistics

'S

Manage Agent Team Summary Report
Customer

Agent Name

{} Josh Peterson

Sandra Jefferson
Manage

Chat And
Email

\_

D,

Chat and Email

® Ready
Longest Call in Queue

® Not Ready 00:00:00

0 ) 00:00:00

o] 00:00:00

0 00:00:00

I

State Reason

Not Ready Agent Logon

Not Ready

Agent Logon

Cisco (('/6;/
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Finesse 12.0: Popover

alialn : : ) ( °’ ) O
e Sto Cisco Finesse \ ) Reserved m) (= PCS
Queue Statistics
Active WrapUp
Queue Name # Calls Max Time Ready Not Ready
In Out Other Ready (Pending) Not Ready (Pending)
DisasterReliefHotline 17 00:56:03 0 1 1 0 0 0 0
Emergency 1 00:29:56 0 1 0 0 0 0 0
GeneralAid 0 00:00:00 0 1 0 =a Su 0 0
My History
Queries 0 00:00:00 0 1 0 == = 0 0
I Skill Group 2
Manage Skill Group ~  Domain Router Local Logged On Current State Distribution
Customer
Queued Router Lo... Queued Longest Queued Ready Reserved Act Act Act Hold Wrap Up Not
N DisasterReliefHotline Cisco_Voice 16 12/27/18 00:00:00 3 0 1 1 0 0 0 0 1
o_e
Emergency Cisco_Voice 1 12/27/18 00:00:00 3 0
| ing Call fi 1051100060 -
REEEE GeneralAid Email ) 00:00:00 1 0 Moo g T
Chat And Name * Mike Anderson
Email Queries Gt 0 00:00:00 L 9 Customer Profile - ABCD Securities
. . . Department * Service Call
Incoming call/chat/email with context O 0 cuucheme Disscterralief hatins
. . Location : Bangalore
NEW API for popover available for digital channels
Incoming call from 1001010 X

TOASTER NOTIFICATION appears prior to popover

<
if the useris away from the Desktop °

via finesse25.autobot.cvp:8445 -I:I-

vl
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Finesse 12.0: Popover Configuration

- Finesse allows maximum 6 Call variables to be displayed on a
Popover at a time (1 Header variable and 5 additional variables)

Edit Default Layout
Name Default Layout Description Layout used when no other layout n
Call Header Layout
Name callVariable2 ~

Call Body Layout

* Select up to 5 call variables. The selected variables will be displayed in call pop-over and Supervisor active call details.

Left-Hand Column Layout ﬂt-Haﬂd Column Layout
v Customer Profile callVariable6 v | X v Branch callVariable7 v X
Contact Number callVariabled ~| X Address callVariable8 E‘ X
v Department callVariable5 v X City callVariable9 ~ | X
Alternate Number callVariable3 v X Country callVariable10 ~ | X
v Queue Name queueName E| X Queue No. queueNumber ~| X

Add Row Add Row
i L

el
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Finesse 12.0 with ECE: Toaster & Popover
Notifications

Popover: Focus within Finesse

Toaster: Focus out of Finesse but out of ECE gadget
. . X Customer Name - Abhinav
Incoming Chat from Abhinav e
Customer Phone ... - 44 7833496633
- i Subject : Help with savings account
f—— Egengjnfﬂms -H. ’ “
. . . » * Abhinav
Incoming Email from Abhinawv )
: asahal@egain.com
. - 44 7833496633
¢ Interest Rate - Reminder
via ussu hvernealls? egenginfocddds -H- L

vl
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Finesse 12.0: Call Control UX

. . =) [~
Cisco Finesse Talkin
cisco \ 9 - «
Name
Mike Anderson | 00:01:19 1051100060 Keypad [ Hold l [ Direct Transfer l [ Consult l [ Wrap-Up ~
Customer Profile : ABCD Securities Location : Bangalore
Department : Service Call Address : Central Business Park
Contact Number : + 1-408-567-789 Country : India
Queue Name : Disaster relief hotline Alternate Number : 1051100060
My Histol -
i v Queue Statistics
by Active WrapUp
1 Queue Name # Calls Max Time Ready Not Ready
In Out Other Ready (Pending) Not Ready (Pending)
Manage DisasterReliefHotline 17 00:23:08 0 1 2 0 0 0 0
Customer Emergency 0 00:00:00 0 1 0 0 0 0 0
GeneralAid 0 00:00:00 0 1 0 - -- 0 0
Queries 0 00:00:00 0 1 0 - - 0 0
Manage
Skill Grou A
Chat And P D
Email e
Skill Group ~ Domain Router Local Logged On Current State Distribution
Queued Router Lo... Queued Longest Queued Ready Reserved Act Act Act Hold Wrap Up No
DisasterReliefHotline Cisco_Voice 17 12/27/18 00:00:00 3 0 0 2 0 0 0 0 1
Emergency Cisco_Voice 0 00:00:00 3 0 0 0 0 0 0 0 1
GeneralAid Email 0 00:00:00 1 0 0 0 0 0 0 0 1
( ' /
Cisco l '/6’ HCLUS BRKCCT-1001  © 2019 Cisco and/or its affiliates. All rights reserved. Cisco Public 42




Finesse 12.0: Phonebook and DialPad

. . ) =)
Ulsch'  Cisco Finesse (L5 ot ooy (=9 Search Contact

Queue Statistics

One click callingicon

Queue Name # Calls Max Time Ready Not Ready
DisasterReliefHotline 17 00:27:29 0 2
Emergency 1 00:00:42 0 2 0] 0 . s . )] Abhishek Kumar i,
GeneralAid 0 00:00:00 0 1 0 -- GHI JKL MNO b | Manager
My History :
Queries 0 00:00:00 0 1 0 = 7 8 9 ) | Acharya Rajesh 541-8
| Experts group
Py Skill Group a
Manage Skill Group Domain Router Local Logged On o
Customer )
Queued Router Lo... Queued Longest Queued
DisasterReliefHotline Cisco_Voice 17 12/27/18 00:00:00 3 0 2
Emergency Cisco_Voice 1 12/27/18 00:00:00 3 0 2
Manage GeneralAid Email 0 00:00:00 1 0 1
Chat And
) Queries Chat 0 00:00:00 1 0 1
SETl
<

Phonebook

DialPad

Cisco ("/61/ HCLUS BRKCCT-1001
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Finesse 12.0

Search and set Wrap-up Reason

il Gigeo Finesse Talkin =) 0
cisco l‘ e -
Py @ Mike Anderson | joo=0o:28 poSiionaee Keypad Hold Direct Transfer | | Consult m m
Customer Profile - ABCD Securiies Location : Bangalore
Hom Depwament Seric Cat PU— ® Search & setreason
Gontact Number - + 1-408-567-783 Country - ncia N
Queue Name | Disaster relief hotline Alternate Number 1 Aerany
Queue Statistics
Wraplip
Queue Name 1 Calls Max Time Resdy Not Ready
n Ready (Pending) Not Ready (Pending)
GisasterRelietHotine 16 7 o 1 2 o o
Emergency 1 000332 1 a o o
Queries o 0 1 0 0 0
»
PR kil Group (e}
Emai Skill Group Domain Router Local Logged On Current State Distribution
Queved Router Lo Queued Longest Queued alraln Cisco Finesse Talkin 0
cisco \ “ - b 4
DisastorRoliofHotina  Cisco_Voics 16 00:00:00
Emergency Cisco_Voice 1 00:00:00
@ Mike Anderson ‘ 00:00:13 40811003 Keypad Hold Direct Transfer | | Consult | RUETRT()] m
GeneralAid Emal [ 00:00:00 ﬁ
Queries Chat 0 00:00:00 Customer Profile - ABCD Securities Location * Bangalore
Home Department * Service Call Address © Central Bus
Contact Number : + 1-408-567-780 Country * India Olsim Procsse Gustomar qu..
M l l |ti Se I eCt Wra p l l p O Queue Name  Disaster relief hotline Alternate Number - 8 |0
Bus
My History Agent CSQ Statistics Report usiness B
v ~ Claim Process
Reason(s) for

Cisco ("/5 /

Disaster relief hotline o ] FAQ
My Statistics
Emergency o Finance
General Aid ] Marketing
Queries 0
Customer f b
of 5 reasans can be
Chat And
Email Agent Team Summary Report
State Reason

Agent Name

HCLUS
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Finesse 12.0: Force Wrap-up reason & Wrap-up Timer

=) )
= « 0
N
L) Select Wrap-Up Reason

Hmim
cisco

Cisco Finesse “ W

Customer Profile : ABCD Securities Location : Bangalore W
- q
Department : Service Call Address : Central Business Park ra p Up ™ tate
Contact Number : + 1-408-567-789 Country : India H
Disabled
Queue Name : Disaster relief hotline Alternate Number : 1051100060
My Histol -
Y b Queue Statistics
- Active WrapUp
& Queue Name # Calls Max Time Ready Not Ready
In Out Other Ready (Pending) Not Ready (Pending)
Manage DisasterReliefHotline 16 00:18:51 0 1 1 0 0 1 0
Customer Emergency 1 00:05:22 0 1 o] o] 0 0 0
GeneralAid 0 00:00:00 0 1 0 - - 0 (4]
Queries 0 00:00:00 0 1 o] = == 0 0
Manage
Skill Grou i
Chat And P D
Email R
Skill Group Domain Router Local Logged On Current State Distribution
Queued Router Lo... Queued Longest Queued Ready Reserved Act Act Act Hold Wrap Up No
DisasterReliefHotline Cisco_Voice 16 12/27/18 00:00:00 3 0 0 1 0 0 0 1 1
Emergency Cisco_Voice 1 12/27/18 00:00:00 3 0 0 0 0 0 0 0 1
GeneralAid Email 0 00:00:00 1 0 0 0 0 0 0 0 1
Queries Chat 0 00:00:00 1 0 0 0 (0] 0 0 0 1

Cisco ("/61/ HCLUS BRKCCT-1001
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One click call

Finesse 12.0: My History
N\

il : :
cIsco Cisco Finesse

Break @ @ \ (L3

Recent Call History

Type Number Disposition Wrap-Up Reason Qusue Start Time ~  Durstion Actions
Inbound 1010002 Handled Customer Query DisasterReliefHotline December 31, 2018 10:08:42 am 00:00:29 v v
Inbound 1010001 Handled Business DisasterReliefHotline December 31, 2018 10:07:48 am 00:00:15 G Vs
' Inbound 1010002 Handled FAQ DisasterReliefHotlins December 31, 2018 10:07:23 am 00:00:16 v ’
My History ~
Inbound 1010001 Handled Claim Process DisasterReliefHotline December 31, 2018 10:06:36 am 00:00:26 v v
-
X Outbound 1010002 Handled DisasterReliefHotling December 31, 2018 10:05:30 am 00:00:20 \ v
LIEER Outhound 1010002 Handled DisasterReliefHotline December 31, 2018 10:05:03 am 00:00:10 v N
Sefesth fandied sasterislisfiiotic scember
Customer <

Recent State History

Manage Start Time v State Reason Duration
Chat And Dec 31, 2018 10:10:40 am ® NOT_READY Break 00:00:05 ~

Email Dec 31, 2018 10:10:36 am ® READY 00:00:03

Dec 31, 2018 10:10:27 am @ NOT_READY Conference 00:00:09

Dec 31, 2018 10:10:20 am ® READY 00:00:07

Dec 31, 2018 10:10:16 am ® NOT_READY Conference 00:00:04

Dec 31, 2018 10:10:10 am ® WORK_READY 00:00:06

Dec 31, 2018 10:10:03 am TALKING 00:00:07

LY

vl
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Finesse 12.0: Browser close confirmation

This page is asking you to confirm that you want to leave - data you have entered may not be saved.

vl
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Finesse 12.0 Theme: Agent Assistance

Can | get help from my Can | reach out to my
peer when I’'m on a call? supervisor for guidance?

| need to get some critical
info from an expert!

Sandra Jefferson
(agent)

vl
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Finesse 12.0: Desktop Chat

.::lllsu‘l:lc;' Cisco Finesse . ) Taking @ Desktop Chat icon

o O

Sandra Jefferson (sjeffers@cisco.com)

Name

@ Mike Anderson ‘ 00:08:20 1051100060 [ Keypad } [ Hold } [ Direct Transfer ] [ Consult } [ Wrap-Up v }
Customer Profile : ABCD Securities Location : Bangalore Easy sea rCh
Department : Service Call Address : Central Business Park
Contact Number : + 1-408-567-789 Country : India
Queue Name : Disaster relief hotline Alternate Number : 1051100060

My Histol .
Y k4 Queue Statistics X
Supervisors & Experts
= Active
L Queue Name # Calls Max Time Ready Not Ready
In Out Other
Manage DisasterReliefHotline 16 00:39:47 0 2 2 0 0
Customer Emergency 1 00:35:28 0 2 0
GeneralAid 0 00:00:00 0 1 ]
3y
= Queries 0 00:00:00 0 1 0
Manage :
g Skill Group Connects to IM&P Service
Chat And
Sl Skill Group Domain Router Local Lo... Current State Distribution
Q... Long... Queued Longest Queued Re... Re... A... A
DisasterReliefHotline Cisco_Voice 16 00:40:39 00:00:00 4 0 0 2 0
Emergency Cisco_Voice 1 00:36:20 00:00:00 4 0 0 0 0

My Supervisors

James Newman | jnewman@cisco.com

. Rick Barrows | rbarrows@cisco.com
Chat with Agents, w'

Richard Johnson | riohnson@cisco.com
My Team

Christina Finch | cfinch@cisco.com

Charles Matthews | cmatthews@cisco.com

Denise Jones | diones@cisco.com

Jude Michaels | jmichaels@cisco.com

@ Josh Peterson | jopeters@cisco.com

Michael Williams | mwilliams@cisco.com

Peter Hazlewood | phazlew®@cisco.com

Paul Wood | pwood@cisco.com

Rndney Marsh | rmarsh@eisen eam

ay

ol
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Finesse 12.0: Desktop Chat

] - - ] e .o .
cleco Cisco Finesse Y, ) Taking @ @ @

Name
@ Mike Anderson ‘ 00:11:38 1051100060 [ Keypad ] [ Hold } [ Direct Transfer ] [ Consult ] [ Wrap-Up +
Customer Profile : ABCD Securities Location : Bangalore
Department : Service Call Address : Central Business Park
Contact Number © + 1-408-567-789 Country : India
Queue Name ° Disaster relief hotline Alternate Number : 1051100060

My History

Queue Statistics

: © Rick Barrows
- Active
X Queue Name # Calls Max Time Ready Not Ready

In Qut Othe Today ~
Manage DisasterReliefHotline 16 00:39:47 0 2 2 o 0 . i . .
Rick, this call pertains to Claim Process,
Customer Emergency 1 00:35:28 0 2 0 0 0 \':v:r\:}:u?l am unaware of. Who can help me
o GeneralAid 0 00:00:00 0 1 0 -- -
N
. e ; 00 . . Sandra, can you please inform Josh and
Querias ¢ QREIEY Y L Y then transfer the call to him as his team
takes care of Claim Process topics ?
Manage Skill G
1 rou
Chat And P
i v Sure, I'll do so, Rick. Thank you.
Email o v
Skill Group Domain Router Local Lo... Current State Distribution
&
Q... Long... Queued Longest Queued Re... Re... A
DisasterReliefHotline Cisco_Voice 16 00:43:58 00:00:00 4 0 o] 2
Emergency Cisco_Voice 1 00:39:39 00:00:00 4 0 0 0 ® Rick Bar... Denise J...

ol
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Finesse 12.0: Desktop Chat Window

with presence Resize chat chats
window

No limit on number of chat session tabs © AdiEsinan
Clicking on chat window header will toggle the window size o
tO mlnlmlze_maXImlze Hi, user details for call : 101001
Click on the header and drag & drop the chat window to any "
location within desktop Send
AttachmeJl
|
® Aditya Si... ® manabr... Sandlp

Minimized view /
m Active Inactlve More chat
chat chats tabs

Number of unread chat messages Compose Unread messages count
message o .
Default maximized view

4
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Finesse 12.0 Theme: Empowering the Supervisor

Can | view who Sandra is
talking to right now and
for how long?

How long has Sandra
been out for lunch ?

| would like to send a
broadcast message to my
team...

| would like to assess
agent performance

Rick Barrows
(supervisor)

vl
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Finesse 12.0: Supervisor Experience

laln - : @, Not Ready —
clsco Cisco Finesse @ m @ o O

Team Performance

Team1 |:| Include Logged Out Agents
Agent Name State Time in State Extension Actions
Agent 4010497 Talking 06:47:05 1010497 o0 v
My History
Josh Peterson @ Not Ready - Connection Failure 01:33:47 1010001 eee
¥ Rick Barrows @ Not Ready 00:00:51 1010002 o0
Team Data Sandra Jefferson Talking 00:01:22 1010000 oo A
Name : Mike Anderson Customer Profile : ABCD Securities
Active Participants : 1051100060 Department : Service Call
Queue Data
Held Participants : - Queue Name : Disaster relief hotline
x_. Duration : 00:01:22 Location : Bangalore

Call Status : Active

Manage

ueue Name : DisasterReliefHotlin

Customer

Active Call Details
for selected Agent

ol
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Finesse 12.0 Supervisor : Time in state for
logged out agents

alaln . : @, Not Ready —
Cleco Cisco Finesse () - @ g O

Team Performance

L3
i1
FunctionalAgents | Include Logged Out Agents
Manage
Team Agent Name State Time in State Extension Actions
k{} AGENT 1001001 ® Not Ready 00:01:21 1001006 Qoo

(YRR AGENT 1001002 | Logged Out - Lunch 00:03:02 oo
AGENT 1001003 00:02:00 1001001 e
P X1

AGENT 1001004 Logged Qut - Emergency soe

Team Data
AGENT 1001005 Logged Out oo
AGENT 1001006 Logged Out - Duration of agent logged out time ..
SELILCCE  AGENT 1001007 Logged Out =
1:: AGENT 1001008 Logged Out -
Manage AGENT 1001009 Logged Out =
Customer AGENT 1001010 Logged Out -

ol
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Finesse 12.0: Supervisor Experience

"cll's'(':lc;' Cisco Finesse ( \°| Not Ready ) (@ o

Team Performance

Team1 Include Logged Out Agents
Agent Name State Time in State Extension Actions
Agent 4010497 Talking 06:48:25 1010497 oo
My History
Josh Peterson @ Not Ready - Connection Failure 01:35:07 1010001 b
2 Rick Barrows @® Not Ready 00:02:11 1010002 eee
Team Data Sandra Jefferson Talking 00:02:43 1010000 oo
Monitor
Name : Mike Anderson Customer Profile : ABCD Securities
Active Participants : 1051100060 Department : Service Call
Queue Data
Held Participants : - Queue Name : Disaster relief hotline Sign Out
&'_: Duration : 00:02:43 Location : Bangalore View History

Call Status : Active

Manage

Queue Name : DisasterReliefHotline
Customer

View Agent History

ol
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Finesse 12.0: Supervisor UX: Agent History

|l|||l|l|
cisco

Al

Manage
Team

D
My History

p Y%

Team Data

Queue Data

r
Manage

Customer

x‘ﬁ'

Cisco Finesse

< ©, Not Ready

< Agent History

Recent Call History - Sandra Jefferson

Start Time Duration Type Number Disposition Queue Wrap-Up Reason
Dec 15, 2018 10:27:18 pm 00:00:08 Inbound 40811003 Handled Disaster relief hotline Finance
Dec 15, 2018 10:26:50 pm 00:00:10 Qutbound 40811003 Handled Disaster relief hotline FAQ
Dec 15, 2018 10:26:23 pm 00:00:07 Inbound 40811003 Handled Disaster relief hotline Marketing
Dec 15, 2018 10:18:11 pm 00:07:50 Inbound 40811003 Handled Disaster relief hotline FAQ
Recent State History - Sandra Jefferson
Start Time v State Reason Duration
Dec 15, 2018 10:27:26 pm Work 00:00:02
Dec 15, 2018 10:27:20 pm Talking 00:00:05
Dec 15, 2018 10:27:18 pm Reserved 00:00:02
Dec 15, 2018 10:27:00 pm ® Ready 00:00:17
Dec 15, 2018 10:26:50 pm ® Not Ready Offhook 00:00:10
live!
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Finesse 12.0: Team Message => Supervisor UX

il ; : ©, Not Ready —
tleco Cisco Finesse @ m) & O

Team Performance

Team Message
2
Disaster relief team Include Logged Out Agents Compose Message
Manage R
Team, the call volume is high right now,
Team Agent Name State

Time in State Extension please attend to your calls immediately.

\ Tvpe
@ Josh Peterson @ Not Ready - Agent Logon 00:01:47 40811003 [ [— yp

message
My History Sandra Jefferson @ Ready 00:01:34 40811001 Show recent messages | v
Voice CSQ Summary Report Select Teams j
PN v
CSQ Name Waiting Calls Longest Call in ... Agents Logged In Agents Talking Agents Ready Agents Not Ready Disaster relief team .\ Select
Team Data - ——
Disasts lief hotli 0 00:00:00 3 0 1 2
saster refet hotine Duration (hh:mm) Tea m (S)
Emergency 0 00:00:00 2 0 1 1
General Aid 0 00:00:00 2 0 1 1
Queue Data
Queries 0 00:00:00 2 0 1 1
EXm [ phoose
xr how long
Manage tO ShOW
Customer message

&ﬁ-

Cisco (('/6;/
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Finesse 12.0: Team Message => Agent UX

Talking
cisco

Cisco Finesse AW

CIG

Rick Barrows | 11:35 PM Team, the call volume is high right now, please attend to your calls immediately.

Name
Mike Anderson

‘ 00:02:27

Hold } [ Direct Transfer ] [ Consult ] { Wrap-Up v }

Customer Profile : ABCD Securities
Department : Service Call
Contact Number : + 1-408-567-789

. Queue Name : Disaster relief hotline
My History

m«:\
Address : Central Business Park
Banner message, scroll to next message

Country : India

Alternate Number : 1051100060

Queue Statistics

IS

Active WrapUp
Queue Name # Calls Max Time Ready Not Ready
Manage In Out Other Ready (Pending) Not Ready (Pendi...
Customer DisasterReliefHotline 16 00:32:57 0 2 2 0 0 0 0
Emergency 1 00:28:38 0 2 o 0 0 0 0
GeneralAid 0 00:00:00 0 1 ] -- -- 0 0
Queries 0 00:00:00 0 1 0 == = 0 0
Skill Group ]
Skill Group Domain Router Local Lo... Current State Distribution
Q... Long... Queued Longest Queued Re... Re... A... A... A... H... W... N... B
DisasterReliefHotline Cisco_Voice 16 00:34:47 00:00:00 4 0 0 2 0 0 0 0 2 (
( ' /
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Finesse 12.0 Administration

New look and feel
Gadget layout
Call variables
Phonebook

Reason codes

* Not-ready

» Sign-out

* Wrap-up

Search for reason codes
Configuration API
Workflows

Cisco {l'l/&/

alaln i i
cisco Cisco Finesse Administration

2 Manage Reason Codes (Not Ready)
Settings Q
| Not Ready Reason Code Search
\ Reason Label pe. A .eason Code
Shift over Custom 233
Break Custom 312
Conference Custom 357
= Tea Break Custom 428

Desktop

Layout m Refresh

Manage Reason Codes (Sign Out)

- I -

¢ | Signout Reason Code Search

Reason Label Type 4 Reason Code
Training Custom 100

Lunch break Custom 174

Shift over Custom 180
Emergency Custom 746

Global?

F F F

Sign Ou
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Cisco Finesse Workflows

» Customers require a way of triggering screen-pops or passing data to other applications without
custom development

* Finesse® supports the ability to do a browser screen-pop or call a REST API on Finesse or a
third-party application

vl
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Finesse 12.0: Extend workflow to digital channels
- Workflow triggers for ECE email & chat, digital channels

- Workflow conditions for ECE email & chat, digital channels

- Browser Pop and HTTP Request actions for ECE email & chat,
digital channels

New Workflow New Workflow
Choose Media { Cisco Voice “ ] Choose Media Cisco_Chat MRD v

Select... Name
Name . .

Cisco_Voice

Description
_ Cisco_Chat_MRD P

Description

Cisco_Twitter_MRD ‘When to perform Actions [ v
When to perform Actions E‘

When a Task is Offered

How to apply Conditions

T
When a Task is Accepted
T

[None Configured]

How to apply Conditions If all Conditions are met £3
Add Condition

[NOHS Conﬁgured} When a Task is Interrupted

iti 1 1 Wh Task is Closed
Add Condition Ordered List of Actions %

vl
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Finesse 12.0: Extend workflow to digital channels
(UCCX)

- Workflow triggers for email and chat

- Workflow conditions for email and chat
- Browser Pop and HTTP Request actions for email and chat

New Workflow

New Workflow
Choose Media [ Chat ~ Choose Media Chat E‘
Select...
Name Name
Voice
. Email L.
Description Description
— When to perform Actions [ ~

When to perform Actions

w How to apply Conditions
When Chat is Accepted

How to apply Conditions
[None Configured] When Chat is Handled

[None Configured]
Add Condition Add Condition When Chat is Declined

Cisco{"/c:/ HCLUS BRKCCT-1001  © 2019 Cisco and/
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Finesse 12.0: Browser and OS compatibility

Operating system Supported browsers

Chrome V60 and higher
Internet Explorer 11 Native
Windows 10
Edge (Microsoft Edge 41.16299.15.0 and higher)
Firefox ESR 52 and higher ESRs
Mac OS Firefox ESR 45 and higher ESRs
Chrome OS Chromium V73 and higher
~
No support for Windows 7, based on https://support.microsoft.com/en-us/help/4057281/windows-7-support-
will-end-on-january-14-2020
J

vl
Cisco ("/5, #CLUS BRKCCT-1001  © 2019 Cisco and/or its affiliates. All rights reserved. Cisco Public 63


https://support.microsoft.com/en-us/help/4057281/windows-7-support-will-end-on-january-14-2020

Upgrading to Finesse 12.0

LINKS

Videos:
¢ https://video.cisco.com/det

ail/videos/contact-

Consistent User Experience (UX) with Cisco CC + Collab suite Centervtieo/5989308839

001/cisco-finesse-12.0-

agent-desktop-for-ucce-

*All* upgrading customers shall move to next-gen UX with Release 12.0 poce-and-hos-

cc?autoStart=true

. https://video.cisco.com/det
Backwards compatible Senter vieo/5089311041
001/cisco-finesse-12.0-
1ot d —1 agent-desktop-for-
- Existing 3™ party gadgets rendered as-is acent-desktoo-for-
. . . *  https://video.cisco.com/det
- UX toolkit available to help align gadgets to new look and feel @C@%Aymm
- Finesse® APIs are backward-compatible (REST and JS API unchanged) E T

12.0%autoStart=true

. 12.0 DevNet sandbox available

Documentation:
.

Desktop Chat is supported with Cisco® UCM and IM&P 12.5 ahaasicn 1o cor

m/cust_contact/contact ce
. nter/finesse/finesse 1201/
Websockets support for OpenkFire: user/quide/cfin b 1201-
cisco-finesse-desktop-
userguide.html

- WebSockets will be new default for event channel in Finesse Desktop with 12.0 + hitps:/fwww.cisco.comicle
n/us/td/docs/voice ip_com
- 3 party XMPP BOSH clients backward compatibility with OpenFire maintained pleust coneciconiact oo

r/quide/uccx_b finesse-
agent-desktop-supervisor-
desktop-120.html

vl
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https://developer.cisco.com/docs/finesse/#!visual-design-guide
https://devnetsandbox.cisco.com/RM/Diagram/Index/61108b4a-a53f-4530-b84c-9731959ac11d?diagramType=Topology
https://video.cisco.com/detail/videos/contact-center/video/5989308839001/cisco-finesse-12.0-agent-desktop-for-ucce-pcce-and-hcs-cc?autoStart=true
https://video.cisco.com/detail/videos/contact-center/video/5989311041001/cisco-finesse-12.0-agent-desktop-for-uccx?autoStart=true
https://video.cisco.com/detail/videos/latest-videos/video/6042745874001/finesse-supervisor-desktop-12.0?autoStart=true
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/finesse/finesse_1201/user/guide/cfin_b_1201-cisco-finesse-desktop-userguide.html
https://www.cisco.com/c/en/us/td/docs/voice_ip_comm/cust_contact/contact_center/crs/express_12_0/user/guide/uccx_b_finesse-agent-desktop-supervisor-desktop-120.html

Cisco Finesse IP Phone Agent Functionality

» Agent Functionality via Cisco IP Phone

il
€15¢0

» Agent State TR
» Ready
» Not-Ready Codes

» Wrap-Up Codes

» Caller Data
» 78xX, 88xx series
> Queue statistics (UCCX only)

[£l) 17 07 05/10/17 1001012
=

Calls Queued = T
Longest Queue Time

Cisco (('/6;/
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Finesse Localization & Accessibility

» Agents choose their preferred language at login time
« Agents can choose a different language each time they log in

Chinese - simplified

Finesse - supported languages

Finnish

Polish
Chinese - traditional French Portuguese
Danish ltalian Russian
Dutch Japanese Spanish
English Korean Swedish
German Norwegian Turkish

Cisco (('/5;/

Agent accessibility

Adherence with Web Content Accessibility 2.0
Level A guidelines

https://www.w3.org/TR/WCAG20/

HCLUS
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FiInesse 12.5 Enhancements

- Agent Statistics Live Data Report enhancement (UCCE

Finesse

My Statistics

Handled Calis After Call Time

00:02:12

00:02:12

Handled Calls Time

[

Not Ready Time ®

00:02:12

Agent UX

Supervisor UX

Agent State Logged On Time Handled contacts Handled Calls Talk Time Handled Calls Hold Time
Sendra Jeflerson | Talking | 00:02:12 122 00:02:12 00:02:12
Statistics
My History
Manage
Chat And
Emal
s H
Il Finesse
cisco

Q Not Ready

p

@

0-

Agent Summary Live Data Report [
[ ]
Agent Channel v State Logged On Time Handled contacts Handled Calls Talk Time Handled Calls Hold Time Handled Calls After Call Time Handled Calls Time
Sandra Jefferson Voice Talking 00:02:12 102 00:03:09 00:00:38 00:02:12 00:05:32
My History Sandra Jefferson Chat Ready 00:02:00 98 00:02:30 00:00:22 00:02:12 00:05:29
James Waugh Voice Talking 00:01:58 100 00:02:48 00:00:33 00:02:12 00:05:12
i
Mark Stonis Voice Ready 00:02:10 122 00:03:38 00:00:48 00:02:12 00:05:51
Team Data
Mark Stonis Email Ready 00:02:11 81 00:02:18 00:01:02 00:02:12 00:04:59
—
B Olivia Lyon Voice Not Ready 00:02:14 101 00:02:19 00:00:28 00:02:12 00:05:12
Queue Data
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Finesse 12.5 Enhancements

Improved layout configuration UX for Finesse Administrator

Manage Desktop Layout

© Text Editor ) XML Editor [STERERAL

<tinesselayout amlng="Rttp:/ /uw.cisco.con/vig/Einssse>
<1 NROT EDIT. The version number for the layout XML. =-->

g Sversion>1201-0</veratons

B <configs>
<i-- The Title for the application which can be customized. -->
<config key="title' value="Cisco Finesse"/>
<

The logo file for the application —-> Manage Desktop Layout
<1 For detailed instructions on using custom icons for logos and tabs,
please refer to the section "Customise Title and Loge in the Header”

in the Finesse Administration Guide. -->
<l-- <config key="logo" value="/3rdpartygadget/files/cisco_finext_logo.png"
</configs>
:: <header>es</header> Text Editor @ XML Editor
- ROT E The version number for the layout XML, —->
<l-- DO ROT EDIT. The version number for the layout XML. -->
B <layout>es</layout>
<1-- Set the height of the TeamPerformance gadget using the “maxRows" parameter = <finesseLayout>
1f you do not set or if you set the height to less than 10 rows, then default
for eg. <gadget> gadgets isp 20</gadget> M > 2 - :
+ <layout>-v<llayout.>
</finesseLayout>

<version>1201.0</version>
® <configs> </configs>

# - <header> </header>

layout>

of the Tean

then

The defa

isor ...|</layout>

</finesseLayout>

Cisco {l '/c:/ HCOLUS
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FiInesse 12.5 Enhancements

= Shortcut keys for agent and supervisor

dudly nesse O () & o 76
» Shortcut keys provided for

gadgets & key operations Keyboard Shortouts List
» Javascript based framework to

define shortcut key for

action/operation for custom

gadgets

vl
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FiInesse 12.5 Enhancements

- Allow agents to update call variable during an active call

alilie g Talking B (] (] .

© Nithael Littefoot | oo ~ +14085551212 [ keypad | [ Hold | [ Transter | [ consur | [ wrap-up - m

Customer Status : Gold

Issue : Some billing issue

Phone Number : +1-408-555-1212 Membership Number : 123456789

Emall Address :| michael.littlefoot@email.com Data Card Number : 123456789000123
Address :| 3772 Siera Road, Long Long Address, San Jose, CA 95140 Alternate Contact Number :| 000 987654321

Account Number : 123456789 Other : More detailed issue info

Configure variables that can be updated

Agent CSQ Statistics Report
Agent CSQ Statistics Report v Thresholds Only (-]
Agent ID ©SQ Name Calls Waiting
Edit Default Layout
1001051 VoiceCSQ 0
1001050 VoiceCSQ 2 Name Default Layout Description Layout used when no other layout n
1001052 VoiceGSQ 1 Call Header Layout
1001054 VoiceCSQ o Name callVariable1 E‘
1001085 VoiceCSQ 1 Call Body Layout
1001053 VoiceCSQ o * Select up to 5 call variables. The selected variables will be displayed in call pop-over and Supgflisor active call details.
1001051 VoiceCSQ 0
Left-Hand Column Layout Right-Hand Column Layout
1001050 VoiceCSQ 2 — -
v Customer Profile callVariable2 v‘ @D editable X v Branch callVariable5 H @ cditable

1001052 VoiceCSQ 1 1=
1001054 VoiceCsQ 0 ¥ Contact Number callVariable3 ~| @ Editable X v | Address callVariable F! Editable
1001055 VoiceCSQ 1 v Department callVariable4 -‘ Editable X Queue No. queueNumber H Editable X

Queue Name queueName -‘ Editable Country callVariable8 H Editable X

Alternate Number callVariable9 v‘ Editable < City callVariable7 .: Editable

tve! NN
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Finesse 12.5 Enhancements

- Agent Search UX in Team Performance gadget

-] L

il Not Ready -° - 5 o
cleco  Finesse ® v = (¢ J i 2 e

Team Performance

Functional Agents 1001 Q, Include logged out agents (]

Agent Name State Time in State Extension Actions v

Agent 1001051 Talking 00:15:01 1100122

Agent 1001050 Talking 00:07:00 1100232

Agent 1001052 Talking 00:04:45 1102231

Agent 1001054 Talking 00:04:01 1122678

Agent 1001055 ® Ready 00:03:23 1100685

- Make Call from Ready via API
- Drag & Drop Gadgets (Agent & Supervisor)
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