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Introduction

The icePhone allows users to handle phone and chat contacts natively within iceBar. It provides a
standard user interface within iceBar for agents to handle calls and chats without needing a separate
softphone such as Microsoft Teams. To use the icePhone, ensure the icePhone class of service is
enabled for voice and/or chat contacts.

Launching iceBar

There are two ways to launch iceBar depending on your contact center’s configured options:
Start up your workstation
OR

Double-click the iceBar desktop icon

Once you launch iceBar, the application will load.

computeri €l k

iceBar
Contact Handling Toolbar

Creating Error Logs Version 15.0.0.48696

Logon Procedures

After you launch the iceBar application, the Identity Server Authorization window will open:
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Identity Server Authorization = O X

Unified Comrr!o
Username

™
English (Canada) -

[[] Remember Me

1
|

USE WINDOWS CREDENTIALS SIGN IN

1. The Identity Server Authorization window will prompt you to enter your User ID and Password.
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Identity Server Authorization = [m] X

Unified Comrr!o {
|

|-
English (Canada) -

¥ Remember Me

USE WINDOWS CREDENTIALS SIGN IN

———

You can enable the Remember Me checkbox to save your User ID.

2. Click the Use Windows Credentials button if you have Single Sign-On enabled. You may be prompted
to enter your Windows Credentials. Otherwise, click the Sign In button to proceed.

The toolbar will load with your profile settings at the top of your screen.

CONTACTTIME  QUEUED  LONGEST CHRISTINA LIU ADMIN (2047)  LOGGED OFF

e 00:00:00 0 00:00:00 Administrator 00:00:01

hvs

You will be required to enter your password each time you log in for security purposes.
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Users have the option to log on to ice and queues, or to log on to ice only.
Logging onto Queues

To log on to ice and queues:

1. Click on the drop-down in the User Panel.

CHRISTINA (4002) LOGGED OFF
Administrator 21:24:34

To use the icePhone to handle contacts, the “"Use icePhone” checkbox must be enabled before
logging in.

Use icePhone

Click Log In. The following drop-down menu appears, showing all queues you have access to.
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CHRISTINA (4002) LOGGED OFF
Administrator 22:19:09

Use icePhone

READY NOT READY

LOG IN

LOG IN TO ICE [l

LOG IN QUEUES

SELECT ALL

O

SEARCH | |

Sales Voice Queue (6001)

Tech Support Voice Queue (6002)

Customer Service Voice Queue (6003)

Sales Voice French Queue (6101)

Techn Support Voice French Queue (6102)

Customer Service French Queue (6103)

Email Queue (6500)

Email French Queue (6510)

IM Queue (7000)

OO0O0oO0oO0oO0o0O0o0oand

IM French Queue (7100)

APPLY

2. Enable the checkbox next to LOG IN TO ICE.

3. Under the LOG IN QUEUES section, select the queues you want to log into. You can enable the
checkbox for SELECT ALL to log into all available queues.

4. Click APPLY. The drop-down menu will disappear, and ice will log you on.

/- CHRISTINA (4002) READY
\. / Administrator 00:00:00
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Log off and Exit Procedures

You can log off from selected queues or selected profiles without exiting from iceBar.

Users have the option to log off of queues and ice or queues only.

To log off of queues and ice:

1. Click on the drop-down arrow in the User Panel.

/7 CHRISTINA (4002) READY
“_ / Administrator 00:00:00

2. Click on Log In. The following drop-down appears, showing all queues you have access to.

/7 CHRISTINA (4002) READY
\./ Administrator 00:00:05

Use icePhone

READY NOT READY

5 106N

(3 106 INTOICE

LOG IN QUEUES

SELECT ALL
SEARCH |
Sales Voice Queue (6001)
Tech Support Voice Queue (6002)
Customer Service Voice Queue (6003)
Sales Voice French Queue (6101)
Techn Support Voice French Queue (6102)
Customer Service French Queue (6103)
Email Queue (6500)
Email French Queue (6510)
IM Queue (7000)
IM French Queue (7100)

APPLY

3. Deselect LOG IN TO ICE. This will deselect all available queues.
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4. Click APPLY. The drop-down menu will disappear and ice will log you off of all of the selected queues.

Your status bar will now be greyed out if you are not logged on to ice.

CHRISTINA (4002) LOGGED OFF

Administrator 00:00:01 N
To Exit:
1. Click on the drop-down arrow in the User Panel.
(7 SUPERVISOR 2 (1006) READY \/
W Supervisor 00:00:02

2. Click on the Exit button to close iceBar.

Use icePhone

READY NOT READY

&) LOGIN V4

¢ O ©O© oW @

Place PAQ Contact Queue About
call History Stats iceBar
Silent .
Maonitor margency

Alternatively, to Exit:

1. Right-click anywhere on the iceBar to see the following options.




Dock Toolbar r
Hide toolbars 4
Always on Top

Options

Show Title Bar/Resize Toolbar

Edit States and Stats Thresholds
PAQ

Queue Stats

Contact History

Change Password

About iceBar

Exit

2. Select Exit.

The iceBar application closes.
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Your ice configuration may include an alternate Exit window:

Exit

Are you sure you want to close iceBar?

Eaiand oy O Exit

O X

Cancel

Selecting Exit closes iceBar. Selecting Cancel keeps the iceBar open.

If you have not logged off of your queues before attempting to exit, you will see the following pop-up.

Exit

Are you sure you want o close iceBar?

| ExitandlogOff | Exit and stay Logged On

Cancel

You may select Exit and Log Off, which will allow you to exit safely from iceBar, or you may choose to Exit
and stay Logged On, which will allow you to close the application but remain logged on to the server and

queues.
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It is strongly recommended that you ensure that your state says Logged Off before exiting iceBar. If you
Exit and stay Logged On, then only the iceBar application closes. You will stay logged in to ice, which could
lead to inaccurate statistics, calls being connected to unattended telephone sets, and problems for users
who try to log on in subsequent shifts.

SUPERVISOR 2 (1006) LOGGED OFF
Supervisor 2.11:00:44

Another alternative to Exit:
1. In your system tray, right-click on the iceBar icon.

2. Click Exit.

Connection, Quality, and Resiliency Considerations

Call Connection Times
The connection time is the time it takes to set up the call. After that, the call continues as usual.

Under normal operating conditions:
e Inbound calls typically connect within 2—4 seconds.
e Outbound calls typically connect within 3-5 seconds.

Actual connection times may vary based on network conditions, carrier routing, and service
availability.

Voice Quality

icePhone uses Microsoft Azure Communication Services (ACS) for voice connectivity. As a cloud-
based service, call quality is dependent on the quality and stability of the network connection
used by agents and callers.

Network issues such as latency, jitter, packet loss, insufficient bandwidth, or unstable Wi-Fi
connections may result in reduced audio quality or call disruptions.

Service Dependencies

Because icePhone relies on Microsoft ACS, service degradation or outages affecting ACS may
also impact icePhone functionality, including call setup times, call quality, and call

availability. Please consult the ice support guide for troubleshooting recommendations.
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Backup Connectivity
For increased resiliency, iceBar can be configured with both a primary and backup connection
method. A common configuration is:

e Primary: icePhone
e Backup: PSTN

This configuration helps maintain agent availability if the primary connection becomes
unavailable.

For configuration instructions, refer to the iceManager User Manual.

Note: Call connection times and voice quality may vary depending on network conditions, carrier
routing, endpoint configuration, and the operational status of Microsoft Azure Communication
Services (ACS).

Connection Optimization
To reduce inbound call connection times, the Off-Hook Idle Timeout setting can be adjusted
through the ICE support team.

When the agent's icePhone remains in an off-hook state, the voice connection to ACS stays active
for a longer period, allowing subsequent inbound calls to be connected more quickly. With an
appropriately configured timeout, inbound connection times can typically be reduced to
approximately 1 second.

Important: Keeping an agent in an off-hook state increases icePhone consumption costs
because off-hook idle time is billed in the same manner as active call minutes. Customers should
balance connection speed requirements against the additional usage costs associated with longer
off-hook durations.

Understanding the icePhone

The icePhone provides a unified interface to handle chat and voice contacts within the same client.
You can find the icePhone buttons beside the Contact Functions panel on your iceBar toolbar. The
following section will describe the different icePhone buttons.




com puter'l'a k

CONTACT TIME
00:00:00
U

The icePhone buttons will only be available if the ‘Use icePhone’ checkbox is enabled on your User
Panel.

Show icePhone

The Show icePhone button opens the icePhone client. If you are currently handling a contact, it will
populate with the contact’s information allowing you to handle the contact using the buttons along
the top of the window.

icePhone - O X

=N

Note: Closing the icePhone window does not release your contact. To release your contact, click the
Release button on your toolbar or the End-Off Hook button on the icePhone client.

Devices

The Devices button opens the devices window to set the user’s speaker and microphone
device preferences.
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|
O

.. Devices

DEVICES

Session Device Id

100000

Speaker

Speakers (Realtek(R) Audio)

4

Microphone

Microphone Array (Realtek(R) Audio)

Voice Isolation

Deep Noise Suppression

Echo Cancellation

Automatic Gain Control

AR0A

* Audio processing changes may not take effect inmediately depending
on your browser or device.

Toggle either Voice Isolation to prioritize your voice and reduce background noise so you
can be heard more clearly or the Deep Noise Suppression if you would prefer to filter out

deep background noise.
Note: Toggling one setting on will disable the other.

Toggle the Echo Cancellation to prevent echoes caused by your audio or speaker from your

microphone.
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Toggle the Automatic Gain Control to automatically adjust your microphone volume to keep

your voice at a consistent level.

Devices =

DEVICES

Camera

Integrated Camera (30c9:0030)

Background Effect
o, & wal .
None Blur L More

MAKE ATEST CALL &,

The camera and background effect can also be selected for video calls.

The Make a Test Call button allows you to place a test call to test your speaker and
microphone input. The following window will open in which you will be instructed to record

a message after the beep to test your inputted audio configuration.
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Devices

B =\

8:echo123 you

To close the Devices window, click End Call.

Devices

DEVICES

Speaker

Speakers / Headphones (Realtek Audio)

Microphone

Microphone (Realtek Audio)

END CALL %%

End Off Hook/ Set as active call device

The function of this button will depend on whether you are on-hook or off-hook.
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If you are already on-hook, clicking this button will set your current iceBar as your active call device
and will place you off-hook in preparation for your next contact.

.

o U

You may only be active on one device at a time. If you have set your icePhone on iceBar for desktop
as your active call device, the button will be unavailable on iceBar for web.

4
Designate this device as the active call device % [ )

If you are off-hook, the button will be blue. Clicking this button will release any contact you are
handling and will place you on-hook.

4

o U

For more information on On Hook and Off Hook, please refer to the iceBar for Desktop User Manual.
Note:

e You must have the ‘Use icePhone’ box enabled in order to be able to use the icePhone buttons.

e If you have the Drop ice user line between calls class of service enabled, the button will only be
available as an End Off-Hook button. It will only be available when you are handling a contact and
will set you on-hook and release the contact when clicked.
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icePhone for Voice contacts

icePhone allows agents to receive and handle interactions through one interface. Agents can handle
and place calls from either the iceBar for Desktop or iceBar for Web without the use of a separate
softphone, such as Teams.

The following section will describe the icePhone buttons you can use while handling a voice contact
on the icePhone client window.

Contact Data

The Contact Data button displays information about your contact including the Contact ID, State,
Originator Name and Address, Target Name and ID, Receiving Address and User Data.

icePhone - O X

=\ CONTACT DATA X

Contact ID:

State:

Originator Name:
Originator Address:
Target Name:
Target ID:
Receiving Address:
User Data:

To close this tab, either click on the Contact Data button again, or click on the 'x’ in the top right
corner of the tab.

Dial Pad

The Dial Pad button opens the icePhone dial pad. You can dial a number and click the Place call
button on the bottom of the dial pad.
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icePhone - O x
| a
1 2 3
ABC DEF

4 5 6
GHI JKL MNO
7 8 9
PQRS UV wxvz
* #
o Call

To close this tab, either click on the Dialpad button again, or click on the 'x" in the top right corner
of the tab.

End Off-hook / Set as active call device

This button is the same as the End off-hook/ Set as active call device button on the iceBar toolbar.

icePhone _ O %

=

To close this tab, either click on the button again, or click on the x" in the top right corner of the
screen.
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Note: Closing the icePhone window does not end your call. You must click the Release button on
your toolbar, or the End Off-hook button on your icePhone to end the call. If you close the
icePhone and would like to open it again at any point during your call, you can do so from the
icePhone button on your toolbar.

icePhone for Chat contacts

The icePhone chat client can be used to handle chat contacts. The client is composed of a content
panel, where the chat conversation with your contacts is displayed and a set of contact handling
buttons along the top of the window.

Chris (1541) - m] x

B X & el i

Type a message here...

The following section will describe the additional icePhone buttons available when handling a chat
contact. Ensure that your profile is configured for IM handling in order to be able to use the buttons
for icePhone for Chat. Buttons on the icePhone that are available for chat contacts include Consult,
End Consult, Transfer, LOB, and Canned Responses. These buttons are still accessible on the iceBar
toolbar and can be used instead. The buttons covered in icePhone for Voice on page 18 are also
available for IM contacts.

Consult

There may be occasions when you wish to consult a third party while you are handling an IM.
Perhaps you need assistance with a customer or would like to confirm something with a
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supervisor. To do this, you can use the Consult button.

E X |5 md I

Transfer

There may be occasions when you wish to transfer an IM to a different queue or user. To do this,
you can use the Transfer button. For more information on how to use the Transfer button, refer to
the iceBar for Desktop manual.

LOB (Line of Business)

You may be asked to tag contacts with one or more Line of Business Codes. The codes are a way
of categorizing the contact, based on the nature of the contact. To do this, you can use the LOB
button.

Canned Responses

Canned responses are predetermined responses to common questions. Users can select a canned
response from a pre-defined list while handling an IM contact. To do this, you can use the Canned
Responses button.
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B X & o0 @

Contact Attachments

The Contact Attachments button allows the user to select a file from their local machine to upload
in the chat window. To do this, you can use the Contact Attachments button.

icePhone Configuration

Multiple tabs in the icePhone Client can be open at the same time. You can configure the icePhone
client by resizing or reordering the tabs.

Resize Tabs

To resize a tab, you can click and drag the edges of the tab to your desired size.

icePhone - O x

@ = % CONTACT DATA = X
Contact ID

State:

Originator Name:

Originator Address:

Target Name:

Target ID

Receiving Address:

User Data:

a
1 2 aBC 3DeF
4 GHI 5 KL 6 MNO
7 PaRs 8T1uv 9 wxyz
* 0- #
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icePhone - O X

1]
X

® = % CONTACT DATA
Contact ID:

State:

Originator Name:
Originator Address:
Target Name:
Target ID:
Receiving Address:
User Data:

= X
a
1 2A8C 3peF
4 GHI 5IKL 6 MNO
7 PaRs 81uv 9wxvz
* 0 #
o Call

The tabs will expand or decrease in size.

Reorder Tabs

To reorder a tab, click on the hamburger icon in the top right corner of the tab and drag the tab
to your preferred location.

icePhone - m] X

= Yy CONTACT DATA X
ey

=
e
State: rag to reorder

Originator Name:
Originator Address:
Target Name:

Target ID:
Receiving Address:
User Data:
= X
a
1 2 ABC 3 DEF
A GH 5 KL 6 MNO
7 Pars 8Tuv Qwxvz
* 0+ #

o call

The tabs can be reordered up or down.
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Handling Voice Contacts with icePhone

Placing a Call

There are two ways to place a call using icePhone: through the Place Call button on your iceBar toolbar or
through the dial pad.

Ensure that you have the ‘Use icePhone’ box enabled to be able to use icePhone.

To place a call using the Place Call button:
1. Click the Place Call button on iceBar.

The "Enter number to call’ dialog box appears.

ENTER NUMBER TO CALL

| W

2. Enter the number that you wish to call. Click Place call.

Alternatively, you may select a number from a list of available users. To view a list of available users,

click on the drop-down menu. —




(3] LOGIN

ENTER NUMBER TO CALL

ice | Directory

Current State

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

| =

User Name

Default User

Andrea TL

Team Lead 2

Team Lead 3

Team Lead 4

Supervisor 1

Supervisor 2

Supervisor 3

Supervisor 4

Andrea

Louise

Sanjeev

User ID

1000

1001

1002

1003

1004

1005

1006

1007

1008

1009

1011

1012

After placing a call, your state will change to “On a Call".

To place a call using the icePhone dial pad:

1.

Click the Show icePhone button.

The icePhone window will open.

com puter'l'a k
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icePthe - O X
2. Click the Dial Pad button.
icePhone - a X
o[F] .
1 2 3
ABC DEF
4 5 6
GHI KL MNO
7 8 9
PQRS TV WXYZ
* 0 #
o Call

The Dial Pad tab will open.
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icePhone - O X
1 2 3
ABC DEF

4 5 6
GHI JKL MNO
7 8 9
PORS TUV wxvz
* 0 #
o Call

3. Enter the number that you wish to call by pressing the buttons on the dial pad.
Click the Call button. You will not have access to the user directory from ice or access to the 365
tab if you are placing a call using the dial pad.
After placing a call, your state will change to “On a Call".

|
Administrator 00-00:01

rf'-r DIANE (1111) ON A CALL
w2

Releasing a Call

You can also release a call from the icePhone.

Ensure that you have the 'Use icePhone’ box enabled to be able to use the icePhone buttons.

To release a call using the icePhone:

1. Click the End Off-hook button on the icePhone client to release the contact and to place yourself
back on-hook.
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Diane (3681) _ o %

a
t call devi
1 2 3
ABC DEF
4 5 6
GHI JKL MNO
7 8 9
PQRS TuvV WXYZ
* 0 #

6476476476 you

You may also click the End Off-hook button on the iceBar panel.

< , . ,
CONTACT TIME QUEVED ONGEST N
2 DIANE (1111 FAST BUSY
@ Diane (1111) (50001) 6476476476 N X A% . (&) JliL
— \oo/  Administrator  00:00:02

Terminate the current call device D 00:00:08 0 00:00:00

The icePhone window will remain open after clicking the End Off-hook button. Closing the
icePhone window will not release the contact. You must end the call using the Release or End Off-
hook buttons.

Receiving a Call

To receive a queued or direct call, you must be in the Ready state. In the instructions below, the following
assumptions are made: that you are in the Ready state, are wearing a headset, and have icePhone
enabled.

You can answer a call on iceBar with the Answer button. The following section explains how to answer a
call using the Answer button.

Answering with the Answer Button

ice can be configured so that users must press the Answer button before they are connected to
the caller. If this is the case for your contact center, iceBar plays a beep in your headset to indicate
that you are being presented with a call. To be connected with the caller, press the Answer button
on iceBar.




computer'l'a k

Note:

e The Answer button does not become available until you are presented with a call.

e You can also answer a call through the Toast Window if it is configured in your Notification
Options.

e IficePhone is configured for the user, the icePhone window will not automatically open after
clicking the Answer button on iceBar. You can still use the buttons on the Contact Functions
panel to handle your contact. If you need to open the icePhone window, click the Show
icePhone for selected contact button on your iceBar.

Elevate

The Elevate button allows you to elevate a call or chat in progress to a meeting. The Conference Roster
button will become available, allowing you to add and manage meeting participants. Elevate is available
any time you are on a call or chat.

Ice supports voice and chat elevation to video and screen sharing in ice 15.2 and higher for the following
scenarios:

e PSTN caller and icePhone for voice agent

e ACS caller and icePhone for voice agent

e PSTN caller and PSTN/Teams Direct Routing agent
e Web chat user and icePhone for chat agent

For PSTN callers, the ACS meeting join link is sent by email when the agent selects Add Participant and
provides the caller's email address. For more information on adding PSTN callers to an ACS meeting, see
the steps below.

Note:

e Users with the multi-contact handling class of service enabled will not be able to use the Elevate
button.
e Video and screen sharing are only supported for inbound contacts.

Elevate a voice call to a meeting
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If you are using icePhone for voice, the elevate button will be available in both the icePhone window and
on your toolbar. There are two supported scenarios for icePhone for voice agents:

e ACS Caller and icePhone agent
e PSTN caller and icePhone agent

The initial steps to elevate a call to a meeting are the same. If you are speaking with a non-ACS caller, you
will need to additionally invite them to the ACS meeting through an email invitation.

To elevate a voice call to a meeting, follow the steps below:

1. Ensure you are actively handling a voice call.

Hacs:S

B # 9 %

External User

2. When you are ready to elevate your call to a meeting, click the Elevate button.
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[ 8:acs:s - u] X

O Wl %

External User 49

You will be in the meeting state. The participants are visible in the panel on the left and the
meeting chat is available on the right.

' en-CA (338381) - u] X
O X @ a & O & MEETING CHAT X

02/2502:44 PM

User 2051 started a meeting.
User 2051 has joined the conversation.

Dan has joined the conversation.

Type a message here...

¢

Dan & o)

The standard icePhone buttons: Contact Data, Mute, Release, Chat, Conference Roster, Add
Participants, LOB, and Canned Responses, are available while you are in a meeting.

If you are speaking with an ACS caller, the share screen and enable video buttons will
automatically be available.

Chris (338641)

B¢ X a|@ T a & O @

For more information on these buttons, see icePhone Meeting Buttons.

Note: The meeting will not end until all ice agents have left.
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If you are speaking with a PSTN caller and wish to screen share or enable video calling, you must take
the following additional steps:

1. To allow the agent or caller to share their screen or video, you will need to invite the caller to
an ACS meeting. Click the Add Participant button. The following tab will open.

| [ en-ca (338941) — o x
¢ X @ & =@ MEETING CHAT X
a
02/26 02:42 PM
User 2051 started a meeting. ADD PARTICIPANT
User 2051 has joined the Send Email @[]
conversation. D ice  Directory
Dan has joined the Search

conversation. D
Show logged off users D

Name = 1D State
£2) ACSNi.. 1013  Lunch
@ alin2 1018 Lunch
= Yuke 1025 OnIM
@ Yuke2 1026 Lunch
@Yukezl 1028 Ready

REFRESH

Type a message here...

-
14

Dan & &)

2. Select the Send Email checkbox and enter your caller’'s email address in the text field at the

top.
@ en-ca (338381) — = =
¢ X 2 a d& O MEETING CHAT X
customer@email .com dl

02/25 02:44 PM
User 2051 started a meeting. SEND INVITE

Send Email @

User 2051 has joined the

conversation. ice Directory
Dan has joined the Search
conversation.

Show logged off users D
Name = 1D State
@alinZ 1... OnaCall
@alinB 1... OnaCall
Type a message here... & Yuke 1...  Ready
@ Yuke3 1. Ready
1 Yuke4 1. Lunch v

» T

®

Dan & «)




computerta k

3. Click Send invite. An email containing the meeting link will be sent to the provided email,
allowing the participant to join with full video and screenshare access if permissions are
enabled.

Note: The meeting will not end until all ice agents have left.

Handling Chat Contacts with icePhone

Placing an Outbound IM

To place an outbound IM:
1. Click the Start IM button on iceBar.
The ‘Enter IM address’ dialog box appears.

ENTER IM ADDRESS

| W

2. Enter the SIP address or User ID that you wish to contact. You must include sip: before the start of a
SIP address. Ex: sip:asmith@company.com. Click START IM.

Alternatively, you may use the ice directory below to see the list of users and their availability. Only
users who are designated to handle IMs and have the IM addresses configured will be displayed in
the list.




Choose user o~

ice

Current State

Ready

Ready

AN
Not Ready | &
=/

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

Logged Off

User Name

Laura

Lucas

Paula

Francis

User 1

User 2

Team Lead 1

Supervisor 1

Administrator 1

Sylvie

Antonio

Marcel

User ID

1001

1002

1003

1004

1071

1072

1077

1078

1079

1101

1102

1202
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A new chat window will open with the icePhone client after clicking the Start IM button.

(3701)

@ X

-

Thu, 14 Nov 2024 18:01:02 GMT

Establishing outbound session to "External User"” [sip:chris@computer-talk.com]

Thu, 14 Nov 2024 18:01:02 GMT

Waiting for External User to join the conversation.
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Receiving an IM from Queue

ice can be configured so that instant messages and web chats are queued to a selected group of users.
For example, your contact center may receive messages through a Live Chat button on your website:
mailto:support@widgets.ca. These are directed to the first available user in the Live Chat queue.

This functionality requires iceChat, a product within the ice suite.

These users can either be regular users set up to handle multiple modalities or they can be dedicated IM
users set up to only handle IM contacts.

If you are logged on to a queue that receives IMs, you are notified of an incoming IM with the ‘Incoming
IM' dialog box. The fields displayed in this dialog box are explained in the table that follows it. If you are
off hook when the IM arrives, you will also be notified by a beep in your handset or headset.

Note:

e If you have the Auto Answer Email or IM class of service, you will be presented with this window,
however the Answer button will be disabled. Instead you will hear a beep in your headset and you will
be immediately presented with the email message.

e Users will receive web chats, social media messages, SMSs in the same client that they use to handle
IMs.

To receive an IM from the queue, you must be in a Ready state. When you receive a message, the
‘Incoming IM' dialog box appears:

(] IncomING 1M X
Q Customer
sip:Customer_iceMessaging@computertalksar
TARGET IM Queue (7000)
USER DATA

> X

ANSWER RELEASE

The table below describes the fields displayed in the ‘Incoming IM" window.



mailto:support@widgets.ca
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Incoming IM
Field Description
Target The IM queue to which the message has been sent.
User Data Any data the IM sender may have entered.
‘Answer’ button. Clicking ‘Answer’ is only required if the
" Auto Answer Email/IM class of service is disabled.
AMNSWER
‘Release Call’ button. ice sends the message back to the
>< queue.
RELEASE
This option is grayed out. You cannot redirect incoming
SMS messages.

Releasing a Chat

The icePhone chat client can be used to handle and respond to chats. The client is composed of a content
panel, where the chat conversation with your contacts is displayed and a set of contact handling buttons
along the top of the window. Once you are on a contact, you can also use the Release button with

icePhone.

To do this, follow the steps below:

1.

While in the On IM state, click the Release button on the icePhone client.
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Chris (3711)

@& = O @

11-14 01:03 PM
New message received from "Chris" [acs:0bad 185f-b91d-4024-98f5-68df62fac680]

11-1401:04 PM

Chris has joined the conversation.

[Type a message here..

2. After clicking the Release button, you will be notified that you are the only party left in

the conversation and depending on your user profile configuration, your state will change
to Wrap-up or Ready.

3711

@ X )

11-14 01:03 PM
New message received from "Chris" [acs:0bad 185f-b91d-4024-98f5-68df62fac680]

11-14 01:04 PM

Chris has joined the conversation.

You are the enly party left in the conversation.

To handle the IM:

Note: If you have the Auto Answer Email/IM class of service, you may skip the step below.

If you are set as an on-hook user, you will have to click Answer in the Incoming IM toast window or on the
toolbar.

1. Click Answer on the ‘Incoming IM’ dialog box.
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Notice the Ready button changes to indicate that you are in the On IM state.

Off Hook Users

1.

If you are off-hook, you will only need to click the Answer button in the Incoming IM toast window.
icePhone will open with the IM conversation after you click the Answer button.

If you have icePhone configured and if Canned Responses are enabled, the Canned Responses button
will be available in the icePhone client window.

Chris (3741) - ] X

B X M = Q@ CANNED RESPONSES |i
& Introductions

Thu, 14 Nov 2024 18:34:50 GMT D Hi! My name is (name). How can ...

New message received from "Chris" [acs:c87{7875-c960-
49fd-bed3-b10d8597bca2]

Thu, 14 Nov 2024 18:34:51 GMT

Chris has joined the conversation.

Type a message here...

The IM content is located in the left text box. Type your response in the lower text box or select a
canned response and hit the ‘Enter’ key on your keyboard to send the message. If you wish, you can
resize the chat window as well as the Canned Response list using your mouse.

To use canned responses, simply select the response that you would like to use from the list and it will
populate in the text box. Alternatively, you may double-click the entry and it will automatically appear

in the conversation box.
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Chris (3741)

® X & 0 3O @

Thu, 14 Nov 2024 18:34:50 GMT

New message received from "Chris" [acs:c87f7875-c960-
49fd-bed3-b10d8597bca2]

Thu, 14 Nov 2024 18:34:51 GMT

Chris has joined the conversation.

Hi! My name is (name). How can | help you today?

CANNED RESPONSES X

& Introductions

10 Hi! My name is (name). How can ...

Once the entry has been inserted, you can edit it for additional personalization, before sending the

message.

Chris (3741)

B X & = &

Thu, 14 Nov 2024 18:34:50 GMT

New message received from "Chris" [acs:c87f7875-c960-
49fd-bed3-b10d8597bca2]

Thu, 14 Nov 2024 18:34:51 GMT

Chris has joined the conversation.

11-14 01:40 PM

Canned response:
Hi! My name is Diane. How can | help you today?

Type a message here...

CANNED RESPONSES X
& Introductions

O Hi! My name is (name). How can ...

To configure the canned responses on your system for icePhone, please refer to the iceBar for Desktop

Manual.
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Caution: The 'Enter’ key does not act as a carriage return; anything you have typed in the text box will be
displayed to the recipient as soon as ‘Enter’ has been pressed.

4. Once you have finished the conversation, you can end the contact by clicking the Release button on
your iceBar. If the Close Window on Release setting is configured for your user, then your chat
window will automatically close as soon as you click the Release button.

You will automatically be put into the Ready state unless you have wrap-up time enabled.

Note:

¢ If you have the ‘Allow Multiple IM Handling’ class of service feature, you will need to click Ready
to remove yourself from the On IM state.

e If you close your window while on an active chat while using icePhone, the window will pop up
once the other participant replies.

e If you minimize the window while on an active chat while using icePhone, the icon on your
taskbar will flash to indicate that you have a new message.

5. Click the Ready button to remove yourself from the Wrap up state. You may also click the Sidebar to
move to the Not Ready state.

Transferring a chat with icePhone

There may be an instance when you need to transfer a caller to another user, queue or external number.

You can use the Transfer button with icePhone.
To do this, follow the steps below:

1. While in the On IM state, click the Transfer button. The transfer tab opens on the right.
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Chris (3751) - O

B X & =g N i

New message received from "Chris" [acs:6cb0350-61a6-

Type a message here...

11-14 01:42 PM TRANSFER

462-bfc1-1b7bfaf7ad07] ice  Directory
11-14 01:42 PM Search
Chris has joined the conversation. Show logged off users [_]
Name= ID State
@ Laura 1001 Ready

(]

Enter the Queue ID, user ID, or SIP address you would like to transfer the IM to.

Use the ice directory below the Transfer button to see the list of users and their availability. Only
users who are designated to handle IMs and have IM addresses configured will be displayed in

this list.
X
8888 «Q
ice 365
Search
Show logged off users []
Name « ID State
|_@ Administr... 8888  Ready |

Enable the ‘Show Logged off Users’ checkbox to see a list of users configured for your contact

centre including logged off users.




3. Click Transfer.

8838

x
a

TRANSFER

ice 365
Search
Show logged off users |:|
Name » 1D State

|_ Administr... 8888  Ready
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The IM will then be transferred to the destination you entered. You will be put into Wrapup or

Ready state to handle the next contact.

Consulting with icePhone

There may be an instance when you need to consult with a third party when you are on a call.

You can use the Consult button with icePhone.

To do this, follow the steps below:

1. Click the Consult button on the icePhone client window.

E X | R o I 7

The Consult button will open the Consult tab on the right.




2.
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Chris (3751)

@x

11-14 01:42 PM

New message received from "Chris" [acs:6cb0f350-61a6-
46f2-bfci-1b7bfalf7a907]

= 0O @

11-14 01:42 PM

Chris has joined the conversation.

Type a message here...

- O X
X
a
ice  Directory
Search

show logged off users [_]
Name & 1D State

@ Laura 1001  Ready

REFRESH

Enter the Queue ID, user ID, or SIP address you would like to consult with.

Use the ice directory below the Consult button to see the list of users and their availability.

ice  Directory

Search
Show logged off users |:|
Name « ID State
@ Yuke 1 2833  Ready

REFRESH
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Enabling the Show Logged off Users checkbox will show you a list of users configured for your
contact centre.

While consulting, the End Consult button will be available. When you are ready to return to your
caller, click End Consult.

E X & n I

Using Line of Business Codes (LOBs)

You may use the LOB button in icePhone to tag contacts with one or more Line of Business Codes. These
codes categorize the contact based on its nature.

To do this, follow the steps below:

1. Click the LOB button on the icePhone client window.

E X & R N | it

The LOB tab will open on the right.
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Chris (3751)

B X & ljm%

11-14 01:42 PM

New message received from "Chris" [acs:6cb0f350-61a6-
46f2-bfci1-1b7bfaf7a907]

11-14 01:42 PM

Chris has joined the conversation.

Type a message here...

LOB X

& Customer Service
D [1] Information request
D [2] Account inquiry
|:| [3] New product request
|:| [4] Return

SUBMIT CANCEL

2. Select the code(s) that apply.

If you do not know the meaning of the codes, check with your supervisor.

3. Click the Submit button to submit the Line of Business Code(s) associated with the contact.

LOB x
B Sales
[7] New Customer

SUBMIT
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To close the LOB tab, click on the 'x’ in the top right corner, or click on the LOB button again.

Elevate a chat to a meeting

Elevation to a meeting with screen share and video share is supported if you are using icePhone for
chat and speaking with customers using ice web chat.

The elevate button will be available in both the icePhone window, and on your toolbar and allows you
to elevate a chat to an ACS meeting. In this meeting, agents and participants can share their screen,
enable and disable video, and send chat messages.

To elevate a chat to a meeting, follow the steps below:

1. Ensure you are actively handling a chat contact.

Chris (339071) — m] X

E X & = 203

02/26 03:24 PM

New message received from "Chris"

02/26 03:24 PM

Chris has joined the conversation.

Type a message here...

2. When you are ready to elevate your chat to a meeting, click the Elevate button.
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Chris (339071) - u} X

E X & xami;i

02/26 03:24 PM

New message received from "Chris"

02/26 03:24 PM

Chris has joined the conversation.

Type a message here...

A

3. A new meeting window will open. The participants are visible in the panel on the left and the
meeting chat is available on the right.

Chris (339091) — - »
O X @ # O ;a & O MEETING CHAT

02/26 03:35 PM

Welcome to

ID:1 #339091

You typed: Lang: en-CA Name: Chris.

02/26 03.35 PM

User 2051 has joined the conversation.

User 2051 started a meeting.

4 GEEEEEEEEEEE———— b X

Type a message here...

Chris & o) ¢

4. The regular icePhone buttons: Contact Data, Mute, LOB, Chat, and Canned Responses, are all
available while you are in a meeting. Additionally, the Start Video, Start Screenshare,
Conference Roster, and Add Participants buttons are available in an ACS meeting.

For more information on these buttons, refer to Understanding the icePhone and icePhone
Meeting Buttons.

Note: The meeting will not end until all ice agents have left.
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icePhone Meeting Buttons

When you are in an ACS meeting, in addition to the regular icePhone buttons, you will see the Start Video,
Screenshare, and Add Participants buttons. These allow you to further manage your meeting options and
the meeting participants.

Start Video

The Start Video button allows you to enable your camera so that the caller can see your video feed.
Please note, the caller's camera will not automatically turn on. They can enable or disable video from
their own meeting window.

To enable your camera, follow the steps below:

1. Click the Start Video button.

Chris (338641) = o X

% @ O oa & o8 MEETING CHAT
02/26 10:42 AM

Welcome to
ID:1 #338641

You typed: Lang: en-CA Name: Chris.

02/26 10:42 AM

User 2051 has joined the conversation.

User 2051 started a meeting.

Yy A

Type a message here...

¢

Chris & o) A

2. The following pop up will open to allow you to configure your video settings. From this
window, select your camera and your background.




Computer'l'a“(

START VIDEO?
Camera

Integrated Camera (30¢9:0030)

Background Effect

) 8
None Blur More

Cancel

3. Click Ok to start your video. If you do not wish to turn on your camera, click Cancel.

4. If you wish to turn off your camera, click the button again.

Start Screenshare

Start Screenshare allows you to select the tab, window or screen you would like to share and start
sharing your screen. Your caller may also share their screen through the Start Screenshare button in

their own meeting window. Only one screen may be shared at a time.
To share your screen, follow the steps below:

1. Click the Start Screenshare button.

2. The following pop-up will open, allowing you to select the tab, window or screen you wish to
share.
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Chris (338641) = [u] X

[ @GN Choose what to share with 1.computertalk.com X

Window Entire Screen

% iceBar ComputerTalk iceCh... ' NetScaler AAA - Wo...

W) Also share system audio

Cancel

-

is @& oy
Chris & ) A

3. Select the option you wish to share. You may also share your browser audio. Click Share.

4. The other meeting participants will now be able to see your screen.
Note: Only one screen can be shared at a time.

o ENABLE DESKTOP NOTIFICATIONS

Would you like to enable desktop notifications for iceBar alerting?

is sharing a window. | Stop sharing | Hide

5. To stop sharing your screen, click the Stop Screenshare button.
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Add Participants

While you are in a meeting, you may add additional participants through the Add Participant button.

Chris (338641) — = -
0 X @ # T oa o & MEETING CHAT X
a
02/26 10:42 AM
Welcome to ADD PARTICIPANT
Send Email @ []

Server ID:1 #338641

ice  Directory
You typed: Lang: en-CA
Name: Chris. Search

Show logged off users D

02/26 10:42 AM Name < ID State
User 2051 has joined the 3 ACSN... 10... OnlIM
conversation. @ alin2 10... Lunch
User 2051 started a 2= Yuke 10... Ready
meeting.

@ Yuked 10... Lunch

REFRESH

Type a message here...

is @
Chris & A

-

You may choose to add another ice user, a participant from your directory, or an external participant.
1. To add an ice user, select the user from the ice user directory, and click “Add Participant”.
2. To add a user from the directory, open the directory tab.

a. If you are prompted to authenticate, follow the instructions in the new browser window
that opens.

b. Once your authentication is complete, open the directory tab again and select the
participant you wish to add to the meeting.

c. Click "Add Participant”.

3. There are two ways to add an external participant; through email or phone. Select your
preferred option.
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Note: Participants who join by phone will not have access to screensharing and video
options.

To send an email invitation, ensure the “Send Email” checkbox is enabled and enter the
participant’s email address in the text field at the top.

Send email sends a meeting link to the provided email, allowing the participant to join with
full video and screenshare access if permissions are enabled.

X

customer@email.com a

SEND INVITE |

Send Email @

ice  Directory

Search
Show logged off users D
Name =« ID State
@ alin2 1018 Onacall
@ alin 3 1019 Onacall
2= Yuke 1025 Ready
@ Yuke3 1027  Ready

For more information on permissions, see the iceManager User Manual.

Alternatively, enter the participant’s phone number in the text field. The participant will
receive a call to join the meeting. When the participant answers the call, they will hear a
message notifying them that they are joining a meeting.

To see the list of participants in the meeting, click the Conference Roster button.
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en-CA (341501)

@x@ma&«.m@

Chris & o)

&

= O >
CONFEREMCE ROSTER e X
@ -
Chris

Note: Participants can re-join calls in progress through the same email link, allowing agents to

handle connectivity interruptions or page reloads.

Conference Roster

While you are in a meeting, you may view the list of participants in the meeting. From this tab, users
may also add, remove and mute participants.
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[E en-ca (341501) - o x|
O X B H U & & & CONFERENCE ROSTER []x
@FOU 2radd participant -
Chris 2 Mute all

Chris & o) &

Click the ellipses in the top right-corner of the Participant field to see the options to manage meeting

participants.

Add Participant

Additional participants can be added from the Add Participant button. Click on this button to open

the Add Participant tab and add a new participant.

L 4

2+ Add participant I
& Mute all

-

Mute All

The Mute All button allows you to mute all participants in the meeting.

L 4

2+ Add participant

| & Mute all I

You may also remove and mute individual participants using the options in line with each user. Click

the ellipses next to the participant to see the options available.
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' en-CA (341501) — ] %
O X @ #F U e & B CONFERENCE ROSTER X
@ ]
Chris & Mute
2*Remove

Mute Button

Click the mute button to mute the selected participant. Participants may unmute themselves.

2% Remove

Note: You will not be able to unmute other participants.
Remove Button

Click the Remove button to remove the selected participant from the meeting.

B Mute

2% Remaove

Note: The participant may rejoin the meeting from the same initial email invite while the meeting is in
progress.

Using Contact Attachments

The Contact Attachments button on the icePhone chat client allows the user to select a file from their
local machine to upload in the chat window. When this button is selected, iceBar will open the file
explorer window which will allow the user to select an attachment to upload in the chat. To use contact
attachments, this feature must be enabled in the configuration settings in iceManager. For more
information, please refer to the iceManager User Manual.
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Chris (831)

® X & R |

07-03 03:11 PM

New message received from "Chris"

07-0303:11 PM

Chris has joined the conversation.

Type a message here...

| Upload file |

To upload a file in the chat:

1. Click the "Upload File” button. iceBar will open the file explorer window on your local machine.

Open X
«— ~ 4 BB » ThisPC > Desktop > v Q| | Search Desktop »r
Organize ~ MNew folder =~ [ 0
~
“  Name Date modified Type
v 3 Quick access
B Desktop * New folder 9/7/2022 4:22 PM File folder
¥ Downloads »
Documents »
[&=] Pictures »
Education o+
icechat
@, OneDrive - Personal
v < >
File name: V| Custom files (*wav;*wma;*mp: ~

2. Select a file to upload in the chat.
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Chris (831) — O X

B X M e

07-03 03:11 PM

New message received from "Chris"

07-03 03:11 PM

Chris has joined the conversation.
07-0303:14PM

Header—--Diane.png

Type a message here...

Once a file has been uploaded, the website visitor will be able to open the file on their local machine.




2024-07-03, 3:11 pm.

Welcome to icel

Press 1 for Sales, 2 for Support or 3 for French.

20240702, 3:11 pm.

We are now transferring you to queue.

2024-07-03,3:11 pm.

Diane has joined the conversation.

Diane 2024-07-03, 3:16 p.m.

Header---Diane.png

M ComputerTalk iceChat - Google Chrome = O X
25 11001.computertalk .com/iceChat/#/chat
e ComputerTalk iceChat = 4 X

2024-07-03, 311 pm.

Type a message here...
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Note: Once you have selected an attachment to upload in the chat, it cannot be recalled or cancelled. The

attachment link will only be valid for the amount of time specified in the Contact Attachment settings.
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Multi-contact Handling

Multi-Contact Handling allows a user to handle more than one contact at once. A user can handle email
and IM contacts while handling a phone call. The number of contacts handled by a user can be limited in

the user’s profile.

If a user is handling a contact and is also configured to handle multiple contacts, the user will automatically
be alerted for another contact that is waiting in the queue. The user does not need to change their state
back to Ready to accept the next queued contact. If you are using icePhone and handling multiple chats,
each chat will open in a separate chat window.

Note: Ensure that your user profile is configured to use the Multi-Contact Handling feature.

Switching your focus contact

The buttons on the toolbar will only work for one contact at a time: the focus contact.

Diane 2 X i CONTACT TIME JUEUED ONGES' DIANE (1111) ON A CALL
D Sales Voice Queue (6001) ~ eyt
sip:9054181283 A Release Mute Hola ) u] 00:01:40 [] 00:00:00 Administrator 0:01:39

Take a look at the contact details panel to see which contact you are currently focused on.

User Data:

Diane
g Sales Voice Queue (6001)
5ip:9054181283

Chris (acs:798b95ad-2351-4109-9509-5768224577d7)

IM Queue (7000)
sip:edp13ice

To switch the focus of the iceBar toolbar, open the contact details panel and click on the appropriate
contact. This will be your focus contact.
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Clicking on the icePhone button on the iceBar toolbar will open the focus contact.

8
v/

| U

For example, if you are focused on the chat contact, clicking the icePhone button will pop up the
chat window on your desktop.

Chris (3781) - O X

B X & e i

Thu, 14 Nov 2024 19:13:07 GMT
New message received from "Chris" [acs:798b95ad-2351-4109-9509-5768224577d7]

11-1402:13 PM

Chris has joined the conversation.

Type a message here...

If you are focused on the voice contact, clicking the icePhone button will open the icePhone for the
voice contact.
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Diane Vasquez (3771) — O e

= %

Diane
sip:+19058825000

4 O »

you

Note: Closing the chat window does not end the chat. If you close the chat window during your
chat, you can reopen the window at any time by clicking on the icePhone button. If the other chat
participant sends you a message while your chat window is closed, the chat window will pop open
on your screen to show the new message and your conversation history.
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Introduction to icePhone Supervisor Functions

The icePhone allows users to handle phone and chat contacts natively within iceBar. This section of the
icePhone Student Guide helps Supervisors and Administrators of ice understand how to configure the
following icePhone related settings found in iceManager and iceAdministrator. This section will be
covering the iceMonitor Right-click Menu options, ACS settings, configuration groups, ice connection and
backup settings, and finally, chat styles.

iceMonitor Right-click Menu options

Right-click on a row in the table to perform additional tasks, such as log in the user or toggle their state

from Ready to Not Ready.

USERS =
Drag here to set row groups

Information <

g ® Ima... | Name Display Name Role Name state State Dura..  Pending St... | Voice Address
5 alin 2 alin2 Supenisor Lunch 0222533
alin 3 alin 3 (1019) O copy 0231022
Z m Bryan Sam Bryan Sam {1020} Send Quick Message doff 4111705
; m Nicholas Chan Nicholas Chan (1022) Log On/of Queues doif 411705
Steve seliadurai Steve Sellaurai (1023) Request fail over to server  § of 4111705
10 bsam 2 bsam 2 (1024) Toggle to Ready State d0ff 4914705
1 S Yuke Yuke (1025) Taggle Not: Ready 0.00:47:30
Yuke2 Yuke2 (1026) Logomatice dott 211705
Yuked Yuke3 (1027) User Logged OFf 2010608

« — »

1910270i235 1< < page3of2r > ol

The table below provides information on right-click menu options in the Users gallery.

User Table Right-Click Menu

Menu Option Function

Copy Copies the selected field onto your clipboard.

Log on to ice Log the user onto ice.
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User Table Right-Click Menu

Menu Option

Function

LOG ONTO ICE

ice Servers

Use Config Group

User Type

Remote

Roaming DN/Address

[ Use icePhone

Ok Cancel

Select the ‘Use icePhone’ box to set the user’s connectivity to the icePhone for

the user.

Note:

This option is only available when the user is logged off.

The 'ACS Settings’' COS must be enabled in iceAdministrator in order for the user

to use the icePh

one feature.

Send Quick Select this option to use the Quick Text feature and send a message to the
Message selected user.

Log On/Off Logs the user on or off select queues.

Queues

1. Select this right-click option.
2. A pop-up will appear, prompting you to select queue(s) to log the user
on or off. Select the checkbox next to Log On to log the user on to all

queues.
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User Table Right-Click Menu

Menu Option

Function

LOG ON/OFF QUEUES

D Log On Queue ID Queue Name

D 6002 Tech Support Voice Q...
D 6003 Custamer Service Voi...
D 5101 Sales Voice French Qu...
D 6500 Email Queue

D 6900 Training Queue

O 7000 IM Queue

Note: This option is only available when the user is logged on and if Force Logon
All Queues is disabled.

Call User

Select this option to call the selected user.

Note: If you are on-hook, you will receive a call to your Connection
Address/Remote DN.

Monitor User

Select this option to perform silent monitoring on the selected user.

Note: You may only monitor one user at a time. The monitor, coach and call
user buttons will not be available for any other users while you are in the
monitoring state.

Coach User Select this option to perform coaching on the selected user.

Toggle to Select this option to toggle from coaching to monitoring the selected user.

Monitor Note: This option is only available when you are in the coaching state.

Stop Select this option to stop monitoring the selected user.

yonltormg Note: This option is only available when you are in the monitoring state.
ser
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User Table Right-Click Menu

Menu Option

Function

Stop Coaching | Select this option to stop coaching.

Note: This option is only available when you are in the coaching state.
Toggle to Change the user’s state to Ready.
pead/iae Note: This option is only available when the user is logged on.
Toggle Not Change the user's state to Not Ready.
Ready

Note: This option is only available when the user is logged on.

Pick PAQ Call

Select this option to pick a call from the user's PAQ.

In the window that appears, enter the position number to pick from:

POSITION:

Position:

|F‘Dsr. on: ‘

Pick Contact

Select this option to pick the contact that the user is currently handling.

PICK CONTACT
Contact:
\

86: Laura (1001)
Ok Cancel

Note: This option is only available when the user is handling a contact.

Pick Held Call

Select this option to pick the call that the user has placed on hold.

Note: This option is only available when the user has a caller on hold.

Log off of ice

Log the user off ice.

Note: This option is only available when the user is logged on.
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IM Connections

ice allows your users to handle queued instant messages (IM). In the iceAdministrator tool, the
user's Connections tab allows you to configure the connection address or the Directory Number
(DN) at which ice can reach this user when they log on to iceBar.

Properties Connections Class of Service Call Forwarding Queue Assignments Skills

Connection Address/Remote DN: 4161234567

—p W )

@ Use MS Teams Direct Routing
@ Block PSTN Remote DN
Email Address

Use Connection Addiess @ Can Handle Email Contacts from ice

Ao s e

IM Address
Use Connection Addiess @ Can Handle IM Contacts from ice @ Use ACS
Use This Address Sacs:
) Auto Logon

Queue: 4l Assigned Queues

Image URL:

You are currently in EDIT mode

In order to use icePhone to handle chat contacts, the user must have both the ‘Can Handle IM
Contacts’ from ice and the ‘Use ACS' box enabled in this tab. When the ‘Use ACS’ box is enabled,
this will auto-populate and lock the address field.

IM Address
Use Connection Addre -1 Can Handle IM Contacts from ice - Use ACS

Use This Addres B acs

Note:

Users with the ‘Can Handle IM Contacts from ice’ feature enabled can handle IM messages only,
IM messages and calls, or another combination of contacts. In order to handle IM contacts the
user must be assigned to an IM queue and must be logged into the IM queue on iceBar. For more
information, refer to the iceBar User Manual.
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ACS Settings

iceAdministrator is the tool that helps you manage your contact center. In the iceAdministrator tool, the
Class of Service features are used to determine user privileges with respect to iceBar and the manner in
which a user handles contacts. The ACS Settings allows you to use icePhone while handling contacts. For
more information, please refer to the iceAdministrator User Manual.

Properties Connections Class of Service Call Forwarding Queue Assignments Skills

User Class of Service

[ Allows Multi Contact Handing []Recarding Notification
3 [ Recording Errar Notification

Send Callers ANI to User Device

3 Silent Monitaring Privilege
[ &wto Ainswer Calls [ Silent Manitoring Natification
Only require answer button when offhook Screen Moritoring Privilege:

[ Auta Answer Email or [+ ] Play Call waiting Tane
[ Disable Auto Mot Ready [ irtual User
[ Disable PAQ Queving “w/rapup After Queued Call
] Emergency Cortact ‘wirapup After Placed Call
[ Enable Cleardown [IMot Ready Cancels Timed Wrapup
[[] Drop ice User Line Between Calls ] Request to Select Mext Contact
[ Disable “whisper [ Disable Voice while on IM/Email
Logon to NOT READY [ Disable 14/ mail while: an YVaice

Mot Ready Reason: I:l

Aubo Wrap Time [s)

Smart R outing: Switch Default  ~

ACS Settings

Enable AC5 Voice
Enable ACS (M

(Outhound Presentation
[ &Gend Name ta PBi
[JSend Mame to PSTN ¢ SIP Display Name
Name to Send:
[JUse IM Alias
v
< >

You are currently in EDIT mode

To modify a user, ensure that you are in Edit Mode and have a user type that allows you to access the
Users, Queues, Teams & Skills folder that is part of iceAdministrator’s tree view.

Enable ACS Voice

This feature allows a user to enable and use the icePhone. If the Enable ACS Voice is enabled, the
user can handle voice contacts using icePhone. By default, this feature is disabled.

Enable ACS IM

This feature allows a user to enable and use the icePhone. If the Enable ACS IM is enabled, the
user can handle chat contacts using icePhone. By default, this feature is disabled.

Note: In order for the user to use icePhone to handle chat contacts, they must have both the 'Use
ACS’ box enabled in the Connections tab, and the ‘Enable ACS IM’ box enabled in the Class of
Service tab.
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iceManager Configuration Groups

iceManager is the website that allows you to download tools, access monitoring information, and
configure recording settings in your contact center. The configuration groups section allows an
administrator to group a set of users and apply specific settings to only those users.

CONFIGURATION GROUPS

Name Orde Type Members Action

Default Config Group 0 Default EVERYONE &
Administrator 1 4 Role Administrator o
Supervisor 2 T~ Role Supervisor & [ii]

Column Details
Heading

The name of the configuration group.

This illustrates the hierarchy of the configuration groups. If a
configuration item is set to be inherited, it would inherit from a
parent group that they also belong to. Use the arrows to change
the order of the configuration group.

This is how members have been grouped. Options include Users, Teams,
and Roles.

Once a type has been selected, members can be specified.

Users: members are selected from a list of ice users

Teams: members are selected from a list of ice teams

Roles: members are selected based on their ice user type

Allows users with administrator privileges or higher to edit or delete

configuration groups. All other user types cannot add or modify
configuration groups

icePhone settings in Configuration Groups

Under the General tab, you can configure the Default User Connectivity and User Connectivity Changeable
from iceBar.
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@ EDIT CONFIGURATION GROUP

DEFAULT CONFIGURATION GROUP

General Server LOB Canned Response Not Ready Reason iceBar for desktop iceBar for web Survey icePhone Dashboard preview
Contact Permissions Contact Insight Permissions

Enable Access To Active Contacts
Enable -

Force Logon All Queues
gon AllQ Disable -

Sh Pick
ow Queue Picker Enable -

Default User Connectivi
v iceAdministrator defined -

User Connectivity Changeable From iceB:
ser Connectivity Changeable From iceBar Enable -

Under the icePhone tab, you can configure the Close Window on Release and Allow Contact Attachments
from Agent.

Close Window on Release .
Disable -

Allow Contact Attachments from Agent
Enable -

For details on each field, refer to the table below.

Default User Options include iceAdministrator defined, icePhone and Inherit
Connectivity which will decide the default connectivity for users in this
configuration group. If this setting is set to iceAdministrator
defined, it will set the remote DN field in the global iceBAR XML
to blank, prompting the server to use the iceAdministrator
configuration when the agent logs into ice. If set to icePhone, it
will set the remote DN field to “8:acs:” which informs the server
that the agent will use icePhone. The Inherit option forces the
system to look at a parent configuration group that a user is also
part of. If the user is not part of another configuration group, the
system will use the Default Config Group settings.

User Options include Enable, Disable and Inherit which will control
Connectivity whether an agent’'s remote DN on their iceBar and iceBar is
Changeable editable or not. If this setting is enabled, the remote DN field in
from iceBar the iceBar is editable. If it is disabled, the remote DN field in the
iceBar is disabled, as well as the “Use icePhone” checkbox. In the
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server profile page, the “Roaming DN”, “Use iceMA assigned
remote DN" and “Use icePhone” fields will also be disabled. The
Inherit option forces the system to look at a parent configuration
group that a user is also part of. If the user is not part of another
configuration group, the system will use the Default Config
Group settings.

icePhone

(@ [ EEANUTGLINAS Options include Enable, Disable and Inherit. By default, chat

on Release windows will stay open when the contact is completed. When this
setting is enabled, chat windows will close when the agent selects
the release button.

TR =[a 488 Options include Enable, Disable and Inherit.
Attachments

from Agent If enabled, agents belonging to this configuration group will be

allowed to upload contact attachments.

Note: For the file upload button to be available for the agent, this
setting must be enabled and the Allowed File Extensions for Agent
setting in Core Settings > Contact Attachments must have at least
one file type specified.

icePhone Connection and Backup Settings
Voice Settings:

The following table describes the settings required to configure icePhone as a primary or backup
connection for voice calls. This includes settings in iceManager Configuration groups, as well as settings in
iceAdministrator. For more information on the settings in iceManager, refer to the iceManager User
Manual.

For more information on the settings in iceAdministrator, refer to the iceAdministrator User Manual.

iceAdministrator iceManager Configuration
Groups

Connection | Use MS | Block Default User Connectivity

address Teams PSTN
(Remote Direct | remote
Routing DN

Teams icePhone Direct v iceAdministrator- icePhone
Direct Routing defined

Routing number

1] e
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Teams PSTN PSTN v iceAdministrator-  iceAdministrator-
Direct number defined defined
Routing
PSTN v PSTN iceAdministrator- icePhone
number defined
v PSTN icePhone iceAdministrator-
number defined

icePhone | Teams v Direct v v icePhone iceAdministrator-
Direct Routing defined
Routing number

Note: If the User Connectivity Changeable From iceBar setting is enabled in iceManager Configuration
Groups, the iceBar remote DN will override any settings in iceAdministrator and iceManager.

IM Settings

The following table describes the settings required to configure icePhone as a primary or backup
connection for IMs. These settings are configured in iceAdministrator.

For more information on the settings in iceAdministrator, refer to the iceAdministrator User Manual.

-

icePhone SIP address

Consider the following example to set Teams Direct Routing as the primary connection, and icePhone as
the backup.

In iceManager:
1. IniceManager settings, locate the correct Configuration Group, and open the General Tab.

2. Set the Default User Connectivity to iceAdministrator defined.
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@ EDIT CONFIGURATION GROUP

DEFAULT CONFIGURATION GROUP

Genera Server LOB

Contact Permissions

Enable Access To Active Contacts
Force Logon All Queues

Show Queue Picker

Default User Connectivity

User Connectivity Changeable From iceBar

Canned Response

Contact Insight Permissions

Not Ready Reason

Enable

Disable

Enable

ceBar for desktop

iceAdministrator defined

Enable

iceBarforweb | Survey  icePhone  Dashboard reve

In iceAdministrator:

1.

In iceAdministrator, ensure that both the Enable ACS Voice and Enable ACS IM class of service

features are enabled.

User Class of Service

[ &llowe Multi Contact Handing
3

3

[ Auta Answer Calls

Only require answer button when offhook
[ &uto Ainswer Email or [
[] Disable Auto Not Ready
[[] Dizable PAQ Queving
[ Emergency Contact
[ Enable Cleardawn
[ irop ice User Line Between Calls
[ Disable ‘whisper
Logan to NOT READ'Y

Auto Wrap Time (] [INFINITE v

Srmart B outing: Switch Default  ~

ACS Settings

Enable ACS Voice
Enable ACS M

Outbound Presentation
[ 5end Name to PBX

[ Use IM Alias

Properties Connections Class of Service Call Forwarding Queue Assignments Skills

] Recarding Matification

[JRecarding Erar Notification

Send Callers AN to User Device
Silent Monitaring Privilege

[ Silent Maonitoring N atification
Scieen Monitoning Privilege

[ Play Call wiaiting Tone

[ wirtual User

“Wrapup After Queued Call

“Wiapup After Placed Call

[Ihat Ready Cancels Timed Wrapup

[1Request to Select Mext Contact

[ Disable Voice while on M Email

[ Disable 14/ mail while: an YVaice

[15end Name ta PSTN / 5IP Display Name

Mame to Send:

"
>

You are currently in EDIT mode

In the user’'s Connections tab, set the Connection address to their Direct Routing number.

Ensure both Use MS Teams Direct Routing and Block PSTN Remote DN are enabled.
Note: Use MS Teams Direct Routing and Block PSTN Remote DN can only be enabled by the
Global Administrator. If you require these settings to be enabled, please contact Computer Talk.
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Email Address
0 Use Connection Address

O Use This Address:
IM Address

Use Connection Address
Use This Address:

1 Auto Logon

Image URL:

" Password Callback

@ Use M5 Teams Direct Routing
@ Block PSTN Remote DN

8 Can Handle Email Contacts from ice

Laura@computertalk.com

@8 Can Handle IM Contacts from ice

S.acs

Queue: Al Assigned Dusues

B Use ACS

Properties Connections Class of Service Call Forwarding Queue Assignments Skills

Connection Address/Remote DN:| 4161234567

4. Set the user’'s IM Address to their SIP address, and enable the “Can Handle IM Contacts from ice”

checkbox.

To switch the connection from the primary to the backup:

Open Configuration Groups in iceManager, and set the Default User Connectivity to 'icePhone’.
No changes are required in iceAdministrator.

Server | LOB

Genera
Contact Insight Permissions

Enable Access To Active Contacts

Farce Lagon All Queues

Show Queue Picker

Default User Connectivity

User Connectivity Changeable From iceBar

DEFAULT CONFIGURATION GROUP

Canned Response

@ EDIT CONFIGURATION GROUP

Not Ready Reason  iceBar for desktop  iceBar for web

Enable
Disable
Enable

icePhone -

iceAdministrator defined

Survey

cePhone

Dashboard previe Contact Permissions




