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1. Installation

We suggest to always use the standard setup.exe instead of the MSI package if possible because the
standard setup.exe takes care of prerequisites and installs them automatically for the user.

Please download gloCOM 7.1 from our official website www.bicomsystems.com.
After the download is finished, click on the icon to start the installation.

The Welcome window starts the installation process. Click on the Next button to proceed with the
installation or click on the Cancel button to exit the installation wizard.

B gloCOM Setup

Welcome
Welcome to the installer for gloCOM 7.0.0.

It iz strongly recommended that you exit all Windows programs
before continuing with this installation.

If you have any other programs running, please click Cancel,
close the programs, and run this setup again.

Ctherwise, click Next to continue.

Next = Cancel

Figure 1. Welcome screen

Read the license agreement and select I agree if you accept the License Agreement. Click on the Next
button to proceed with the installation or click on the Cancel button to exit the installation wizard.

Please read the following license agreement carefully.

LEGAL : BY PRESSING THE "I ACCEPT BUTTOM AND/OR DOWNLOADING, COPYING A
OR USING THE SOFTWARE, YOU ACCEPT, WITHOUT LIMITATION OR QUALIFICATION,
ALL OF THE TERMS AND CONDITIONS IN THIS AGREEMENT. IF YOU DO NOT AGREE
TO ALL OF THE TERMS OF THIS AGREEMENT, CLICK THE "DO NOT ACCEPT™
BUTTON.

YOU AGREE TO BE BOUND BY THE TERMS OF THIS EULA BY INSTALLING, COPYING,
OR USING THE SOFTWARE. IF YOU DO NOT AGREE, DO NOT INSTALL, COFY, OR
USE THE SOFTWARE; YOU MAY RETURN IT TO YOUR PLACE OF PURCHASE FOR A
FULL REFUND, IF APPLICABLE.

COMMSware™ End User License Agreement

MNOTE: ¥ you have reason to believe that your COMMSware product was acquired from an
ilegal source or has been ilegally modified, product updates likely will not work as designed

and may cause unexpected failures to your applications. o
ChIM IICCD | CAMCC AMMCDCCMERT CAD DICOM CYCTOCMC COCTIMADC IMDODTARMT

(@ | agree to the terms of this license agreement

() I do not agree to the terms of this license agreement

< Back | Nea> | [ Cancel |

Figure 2. License Agreement screen
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The Installation Folder window sets the default location where the gloCOM installation will reside. By
default C:|Program Files|Bicom Systems| gloCOM is offered. To select a different location, click on the
Change button. When done, click on the Next button to proceed with the installation or click on the
Cancel button to exit the installation wizard.

% gloCOM Setup

Installation Folder
Where would you like gloCOM to be installed?

The software will be installed in the folder listed below. To select a different location, eithertypein a
new path, or click Change to browse for an existing folder.

Install gloCOM to:

C:\Program Files'Bicom Systems gloCOM Change...

Space required: 4215 MB
Space available on selected drive: 170.50 GB

< Back - Next> Cancel

Figure 3. Installation Folder screen

The Shortcut Folder window sets how the gloCOM shortcut will be displayed on the Windows Start
menu. Select the preferred shortcut under the Shortcut Folder select box and click on the Next button
to proceed with the installation, or click on the Cancel button to exit the installation wizard.

% gloCOM Setup

Shortcut Folder
Where would you like the shortcuts to be installed 7

The shorteut icons will be created in the folder indicated below. f you don't want to use the default
folder, you can either type a new name, or select an existing folder from the list.

Sharteut Folder:
|Bicom Systems \gloCOM w

(O Install shorteuts for cument user only
(® Make shortcuts available to all users

< Back  Nex > Cancel

Figure 4. Shortcut Folder screen
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The Ready-to-Install window summarizes the installation wizard steps and displays all of the selected

options. If you agree with these, click on the Next button to proceed with the installation or click on the
Cancel button to exit the installation wizard.

B gloCOM Setup

Ready to Install
You are now ready to install gloCOM 7.0.0

The installer now has enough information to ingtall gleCOM 7.0.0 on your computer.

The following settings will be used:
Install folder: C:\Program Files*Bicom SystemsgloCOM

Shorteut folder:  Bicom Systems'\gloCOM

Please click MNext to proceed with the installation.

< Back  Ned > Cancel

Figure 5. Ready to Install screen

The Installing gloCOM window shows the installation in progress.

% gloCOM Setup

Installing gloCOM
Please wait...

Instaliing Files. ..
C:\Program Files*Bicom Systems‘gloCOM". . \gnetworklistmanager dll

Figure 6. Installing gloCOM screen
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After this step, you'll see the Installation Successful window. Click on the Finish button to close the
window and finish the installation.

B gloCOM Setup

Installation Successful
The gloCOM 7.0.0 installation is complete.

Thank you for choosing glaCOM!

Please click Finish to exit this installer.

Figure 7. Installation Successful screen

MSI package Installation

In order to install gloCOM from an MSI package, the following are the prerequisites and must be
installed before MSI package :

* 1. Microsoft Visual C++ 2015 Redistributable (X86

» 2. Microsoft .NET Framework 4 (or above) (optional, if the user wants to use functionalities like
Outlook plugin, Skype For Business integration etc...)

If there is no Visual C++ installed users might get installation errors.

Microsoft Visual C++ 2015
Redistributable (x86) - 14.0.24123

Setup Failed

One or more issues caused the setup to fail. Please fix the issues and then retry setup.
For more information see the log file,

(xB0070652 - Ancther installation is already in progress. Complete that installation
before proceeding with this one.

Figure 8. Microsoft Visual C++ screen

o Windows Terminal Server installation
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1.1. Configuring gloCOM

After the installation process, you need to configure gloCOM. Click on the gloCOM icon and the Profile
wizard will appear. To continue with the configuration click the Next button.

Welcome to profile wizard

You will be guided through the process of creating your gloeCOM profile by this Wizard.

< Back Cancel

Figure 9. Welcome to Profile Wizard screen
1. Account details

Make sure you have received your account details from your system administrator or account
manager. The received details must include:

* Account
0 E-mail, for example: test@testmail.com

0 User password, for example: 93sU2e_2%

Profile Wizard

Account details
Specify your account server, extension and secret. S

Account  Advanced

E-mail:

|test@testma\\‘com |

Passward:

< Back Cancel

Figure 10. Account Details screen
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 Advanced

Server address  The user can enter the DNS domain or the server address (for example:
voip.test.com or 134.23.211.23). In the case of the DNS domain, the
application will perform a DNS SRV lookup, and it will try to connect to
each server that the application obtains based on their priorities. In the
case of the server address, the application will try to connect directly to
the given address.

Your administrator can set up a DNS domain for SRV lookup on the server-
side. SIP registration will be done for all obtained records, and the first one

o that succeeds will be in use. This way, failover can be performed for scenarios
with more than one SBC. In that case, if the primary SBC goes down, the second
one will be in use.

Profile Wizard

Account details
Specify your account server, extension and secret. &

Account  Advanced

You can spedfy Login server. The application will try to discover Login server automatically through
DMNS SRV record.
Login server:

[192.168.2.9

Use Proxy settings from the Operating System

< Back Cancel

Figure 11. Account Advanced screen

0 From the gloCOM 6.0, instead of an extension and secret, users will provide
their e-mail assocciated with extension and User password.

After you click Next, gloCOM will try to connect to the specified server with the user’s account details. If
the account details are wrong, a red warning will appear. Otherwise, a Change Password pop-up
window will appear telling you to change your password since this is the first time you are logging in.
Your password has to be at least 8 characters and 85% secure. Users are required to change this
password on login and once changed it is hashed and unknown for all administrators of the system.
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2. gloCOM edition

Change password

This is the first time you are logging in, and you need to change
your password. You need to create a strong password that
includes at least 1 uppercase/lowercase letter, one or more
digits and at least 1 special character.

Mew password (8 characters minimum):

Re-type password:

Password strength:

l |

Secure - 85%

Figure 12. Change Password screen

Select gloCOM edition. You may choose between Office, Business, Agent (Call Center), or Supervisor

(Call Center).

B Profile Wizard

Select gloCOM edition A
Please select which edition of gloCOM you want to use. @

The following editions are available for your account. Please select one of them:

Business v
Office
:Business

Agent (call center)

Supervisor (call center)

< Back Cancel

Figure 13. Select gloCOM Edition screen
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3. Setup office and mobile phone

Setup your Office phones. If you choose softphone, you will be able to place and receive calls using
your computer. If you choose desk phone, you can control calls on your IP desk phone from your
computer. Selecting the checkboxes for both desk phone and softphone will allow users to switch
between devices when initiating a call and also to pick which device they would like to answer

incoming calls on.

Phones

Deskphone

Office  Mobile

Use deskphone
Control calls on your IP deskphone from your computer.

Change settings

Softphone

—~ L

Use softphone

Make phone and video calls using your computer's microphone,
speaker and camera.

Cancel

If you use Polycom phones, click on Change settings. Provide the phone’s IP
address and click Configure. This will help gloCOM to identify and configure

Phones
Office  Mobhile

Deskphone

Use deskphone
Control calls on your IP deskphone from your computer.
Hide settings

[J Use full Polycom integration (optional)

Polycom IP address:

Configure

MOTE Polycom firmware 3.3.x and above i supported.

Softphone

Use softphone
Make phone and video calls using your computer's microphaone,

Py speaker and camera.

Figure 14. Phone Setup screen

Polycom phones.

In gloCOM, users can assign Mobile Numbers that they would like to receive calls on when not at their
desk. Click the Mobile tab and click + icon to add Mobile phone number and it’s label. The entered

Mobile phone number can be with or without the plus(+) sign.

B Profile Wizard

Phones
Setup your Office and Mobile phones.

Office  Mobile

and perform other tasks over GSM.

Please configure your mobile phone numbers so that your team mates can reach you when you are not online.
If you are travelling and Internet connection is poor, this is an ideal solution to attend meetings, check your voicemail,

‘When somebody calls your mobile phone [for example via Call Forwarding), you will see call notification on your
computer, and you will be able to use call control features just like you can with softphone or desk phone.

Mobile phone Label

< Back Cancel

Figure 15. Adding Mobile Phone Number screen
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Click Next and a configuration summary window will appear. Please check the profile details and
make sure they are correct. Click Finish and you will be automatically logged in with your account.
Now you are ready to use gloCOM with all its features.

[ Profile Wizard
Summary
Please check the profile details and make sure that they are correct. H:I
E-mail: test@testmail.com
Password: ERRREEEE
Login server: 192.168.2.2
Phones: Softphone, Deskphone
Edition: Business.

< Back Cancel

Figure 16. Summary screen
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2. Working with gloCOM

2.1. Log In

E-mail
Password
Remember password

Log In automatically on startup

Forgot my password

Provide the e-mail address that is assigned to your
extension.

Enter the password that you created during the gloCOM
configuration.

Check if you want gloCOM to save your password.

When this option is turned on, gloCOM will log in
automatically. Every time gloCOM 1is started, it will
automatically log in.

If the user forgets their password, they can recover it by
clicking the Forgot my Password link. The user will receive
a password recovery link via email.

File Tools Help

B 510COM - Business edition

©

G

gloCOM

"test@testma\l.cum J

(5] Remember password
[= Log In automatically on startup

Fargot my password

Powered by Bicom Systems

Figure 17. Log In screen

Please bear in mind that one can use only one email address associated with a
single extension. Using the same email address for multiple extensions is not

supported.
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Login Failure message In case of invalid credentials, a message will appear displaying the
following: Login Failed: Username or Password is Incorrect.

Login options for Agent/Supervisor edition

Agent number Enter the Agent number received from your PBXware administrator.
Agent pin Enter the Agent pin received from your PBXware administrator.
@ Enable/disable Agent login details (only for Supervisor edition).

PBXware administrator defines the Agent number and the Agent pin through the PBXware GUI.

o In the Agent and the Supervisor edition (if Agent options are enabled), a valid
Agent number and PIN must be entered in order to log in to the application.

(] [ ] gloCOM - Agent edition

@

ssssssssssssssssssssss

Figure 18. Log In Agent Edition screen
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X 9loCOM - Supervisor edition ® 9loCOM - Supervisor edition

®
®

G G

gloCOM gloCOM

HermioneSpencer@gc.test.com HermioneSpencer@gc.test.com|
Agent login details are enabled. Agent login details are disabled.

The Agent f’a"e' will be 3V3“_‘bv‘e The Agent Panel will not be available
and calls will be displayed within it and calls will be displayed as in the Business edition.

[=] Remember password [E] Remember password

[ Log In automatically on startup [ Log In automatically on startup

Forgot my password Forgot my password

Powered by Bicom Systems

Powered by Bicom Systems

Figure 19. Log In Supervisor Edition screen

2.1.1. SSL Certificate

When connecting to the server with an insecure/invalid certificate, a warning message appears asking
permission to connect.

The host’s security certificate is not trusted!

The server presented a certificate that is not trusted by your
device. This could mean that the certificate has expired or
that the server has generated its own security credentials
which cannot be validated, but could also mean that an
attacker may be trying to intercept your communications. By
proceeding you must accept the risk for establishing insecure
connection.

O Allow connecting to server with insecure/invalid certificate

Cancel Proceed

Figure 20. SSL Warning Message screen

Once permission has been granted, the app will connect, changing the configuration for the server the
user was trying to connect to. The app will not ask the user for permission on the next login.

G Preferences x
Preferences
Polycom
General
Polycom listening port:
Contacts 10983 [
Phone ® Use Proxy settings from the Operating System

® Allow connecting to server with insecure/invalid certificate

Audio Meating
Ignore specific network for media
Video ® Ignore VPN
O Ignore Wii
Meetin
9 O Ignore Ethernet
Modules
Alerts
Messaging
Profiles
Presence

oK. Cancel

Figure 21. SSL option within Preferences screen

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 20

However, this configuration can be modified by navigating to the Preferences -> Advanced section and
turning the "Allow connecting to server with insecure/invalid certificate" option off, allowing the
application to ask the user for permission on the next login.

o The default state is that the configuration is off, meaning it will not allow
insecure connections.

2.1.2. Two-Factor Authentication (2FA) on Login

2FA is an additional layer of security used to ensure that users trying to gain access to an online
account are who they say they are. First, a user will enter their username and password. Then, instead
of immediately gaining access, they will be asked to provide a code generated by the authenticator app
to proceed with the login.

To set 2FA up, log in to the app, navigate to Online Self Care, click the 2-Step Verification button, and
follow the instructions.

In case the user has not set up 2FA and if 2FA has been enforced on the server
side, the following message will be displayed after clicking the Login button:

o "2-Step Verification needs to be configured on the Online self care to proceed
with login. Configure it now.". Otherwise, the user can access the app by
entering their username and password.

After setting 2FA up, on the next login, the user will be asked to provide the code generated by the
authenticator app in order to proceed with the login. Also, users can check the "Remember me on this
device" option, so they do not have to enter the 2FA code every time they try to log in.

Figure 22. 2-Step Verification on Login screen

Clicking the Remembered devices button within Online Self Care displays a list of all of the user’s
currently logged devices. Clicking the Logout button will log the user out of the desired device.
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Remembered devices

Device Name Last Login P Action

-- Windows 11 Version 22H2 1/15/2024, 1:18:57 PM
L L
v’ Mozilla/5.0 (Windows NT 10.0;...  1/15/2024, 1:19:43 PM

Figure 23. Remembered devices screen

o Older versions of the app do not support 2FA.

o 2FA verification can be reset through Online Self Care. Also, it can be reset by
the server administrator.

2.2. Toolbar

User image

Username

Notifications

Phone

Voice Conference
Chat

Voicemail

SMS

Fax

Personal Dialer

Surveillance Camera

Represents the user’s profile image that can be changed at any time.
Clicking on it brings a Personal Information window. Click the avatar
image and select the new image from a computer as a new avatar
image. gloCOM now supports higher resolution avatars, allowing users
to set up resolution between 256x256 and 512x512 pixels.

Represents the user name displayed within the application.

Displays any notifications (unread messages, missed calls, pending
meeting invites, new voicemails), otherwise displays No notifications.

Opens a softphone window next to the gloCOM main window.

Opens a Voice conference window next to the gloCOM main window.
Opens a Chat window with all user’s conversations.

Opens a Voicemail window next to the gloCOM main window.

Opens a SMS window with all user’s conversations.

Offers the choice to send a fax or view received faxes. Based on the
user’s choice, an additional window will open next to gloCOM.

Opens a Dialer window next to the gloCOM main window.

Opens up a Surveillance Camera preview. This option will work only if
the user has their surveillance camera set up on the IP address in Tools
-> Preferences -> Video -> Surveillance Camera.
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0 To get access to the Fax and My Dialer modules, please contact your
Administrator.

Online Self Care  In order to login to Online Self Care, the user needs to point their browser to:
http://$TPADDRESS/ (For Example: http://192.168.1.1/).

* Email - The email address assigned to the extension (ex. The provided
email address is used as a username for logging into Online Self Care).

» Password - Password assigned to the extension ([a-z] [0-9] [@_.-]).

Parked calls Once a call is parked, anyone can pick it up by pressing the Pick Call button
next to the parked call or dialing the number of the parked extension. On the
PBXware, a default parking lot is defined within the Access Codes section.
Pressing the Park button during a call will display a drop-down menu that
allows the user to select a parking lot.

o The user can filter parked calls by checking the option "Show my calls only".
This way, they will see only their parked calls within the parked calls window.

Show Login QR Code  Show Login QR Code as a part of the gloCOM Desktop allows users easier
login to their mobile app by scanning QR Code generated by the gloCOM
Desktop app.

Preferences Opens a Preferences window. Refer to the Preferences chapter for
detailed instructions.

Help Redirects to our official website: www.bicomsystems.com. Additional
documentation and guides are available on our official website
www.bicomsystems.com If you still have any questions, please feel free
to contact our support department.
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Reset Profile picture to Default

Self Care Send Fax Call Parking My Dialer

Reset to Default

module icon:
e through the menu

s to be displayed in the main application

€ gloCOM - Business edition - 0 X

File Tools Help

Ronald Krause DICOITI

No notifications

5]

Q Search contacts

229

All Departments

edd O
Albert Ignacio Jan-Paul
Redman summers witt

©
&
e

Nadine Jahnnie Matt
Brett Riley Ferguson

»
D

Kelvin Leon Roderick
Hoffman Hansen Welch

9 K3

= e
' | el
~
e [ ] Ko
Regina Hector Clark
Perry Mendez Owen
GLOCOM CONTACTS FAVORITES HISTORY

Figure 24. gloCOM Toolbar screen

If the SMS feature is not included in the license, you will not see the SMS
module within the gloCOM toolbar.

x G gloCOM - Business edition
File Tools Help

A

on the right side.

Ronald Krause

=
a2t ignacio Summers 1003
o e
@ Nadine Brett (1001)

®

Johnnie Riley (1008)
Y-

@. Jon-Paul Witt (1003)

‘-@o Albert Redman (1007}

Figure 25. Organize Icons screen

All Departments

Online Self Care
Send Fax
Parked Calls
My Dialer

History
Contacts

My modules

Show Login QR Code

Preferences

Open in gloCOM Web.
)

Allows users to reset their profile picture to the default value
(no profile picture). Clicking on the avatar image within the
Personal Information dialog opens a pop-up window with
the following options: Change Avatar, Reset to default
avatar, and Cancel. Clicking the Reset to default avatar

option resets the profile image to its default value.

[ glocom X

Update your avatar

|Change Avatarl ‘Reset to default avatar| | Cancel ‘

Figure 26. Profile Picture Reset screen
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If the user has not set their avatar image, clicking the default avatar image
o within the Personal Information dialog opens Windows Explorer (Finder on
macOS) window, which allows them to select their avatar image.

System notification provides the user with some important information about

o the system. For example, the user is using an outdated version of the
application. The notification will be shown every time the user logs in to the
application. To dismiss the notification, click the Dismiss button.

2.3. Personal Dialer

Personal Dialer enables users to load a CSV file inside gloCOM and to dial numbers from that file one
after another. This is useful for people who dial the same list of numbers every day, so they don’t have
to copy-paste each number.

After loading a file first line from the file is shown in the info section, so a user can have a preview of
the file structure. Then they have to select phone number column, so gloCOM knows what to dial.
Optionally they can choose identifier column which is useful for labeling numbers with a name.

Online Self Care
Send Fax
Parked Calls
My Dialer

@"3). Ignacio Summers  (1005)
4

9 Nadine Brett (1001)
(]

d) Johnnie Riley (1008)
~%o

History
Contacts

My modules

Organize icons

=Y Show Login QR Code
G, Jon-pal Wit (1003

@. Albert Redman (1007)

=l

ya James Armstrong (1030)

Q, Kelvin Hoffman (1006)
Yo

Preferences

Open in gloCOM Web

E 5 B 5 = 5 =5 = M

cccccccc

Figure 27. Personal Dialer screen

For example in the file:
* 101, Joana Smith, Street A Miami

* 102, James Tartos, Street B London

The first column would be number, and the second would be an identifier (person name, company
name, etc.). This identifier is used in Current Call and Next Call 1abels so a user can have an idea who
is going to be dialed next. After he presses Start gloCOM proceeds to call the first number from the list
if there are no other calls at the moment. Numbers are being dialed one after another, but a user can
pause dialer at any time if they want to. Dialing is finished after the end of the list is reached, or if a
user finishes dialing.
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2.4. Destinations and gloCOM Modules

[ choose Csv File (Dialer.txt)

(i) 1040,J0ana Smith, Street A Miami

@ IDLE

02 Current Call: None

Figure 28. Personal Dialer screen

gloCOM can place a call to any system destination, for example: extensions, queues, conferences,
voicemail, system calls, or parking. Through PBXware GUI an administrator can hide non-gloCOM
extensions so they are not displayed in users list. Calls can be placed with a drag-and-drop motion
from one extension to another, or directly from the phone display to the extension, for example. Right

clicking on a contact name offers more possible actions regarding the selected extension.

This way the user can:

Make a call from gloCOM

Chat with the selected contact

Start a meeting with the selected contact
Make a Video Call from gloCOM

Call the selected contact On Available
Ask for attention

See more information about the contact
Pickup call

Send an email to a contact

Leave a Voicemail

Monitor calls

Change the contact’s alias

Hide contact

Add the selected contact to Favorites
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Figure 29. Right Click screen

2.5. Placing Phone Calls

1. Open Phone module

e (Click on the Phone module icon to show the Phone module.

S 51oCOM - Busines diton
@ Ronald Krause bicom
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Figure 30. Placing Phone Calls screen

2. Dial entering the phone number
* Use the Phone module dial keypad or keys on your keyboard to enter the phone number you
want to dial.

* Click on the Dial icon to place a call.
PCI compliance

The user is on a phone call with an agent, and the caller needs to perform a payment, he needs to say
his credit card obviously. Agents turn on an option in gloCOM that will detect DTMF from the caller,
and enter them into a text field by simulating keypress with DTMF digit. This way caller does not send
credit card by voice, but rather through DTMF, straight into the field on a web site for payment.
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Inside the call window, there is an icon for activating this feature. After activating, DTMF that other
side inputs are written wherever your cursor is positioned. You can stop receiving remote DTMF by
either pressing the icon again, clicking on the Stop Remote DTMF button or by ending the call.

Show entered DTMF

This feature enables you to see entered DTMF in the call window, so you can make sure you have
entered the correct digits.

3. Dial with Drag and Drop

« With your mouse click and hold any contact from the contact list, then drag the selected contact
from the gloCOM list to the phone module area, and Release (Drop) the contact.

* Click the Dial button to place a call.
Live call
4. Transfer options:

Blind/transfer to a phone number Type in some number (i.e. mobile phone) and transfer
the call to it.

Transfer to another ongoing call If a user has 2 or more active calls, he can transfer the
calls from one to another.

Transfer a call using drag and drop  During a live call, the user can transfer the call by
dropping it onto the desired contact inside the contact
list. While dragging, a transfer indicator will be
displayed. Both transfer types, Blind and Supervised, can
be used. The user can select which one they want to use
while hovering over the contact. Transfer using the
drag-and-drop option does not apply to conference calls.

One simple scenario is:

A gloCOM user is talking to John Doe. He receives a call from Allison Smith while speaking to John Doe.
The gloCOM user is now able to add Allison Smith to the existing call with John Doe and all 3
participants will now hear each other.

When trying to transfer a call via gloCOM, when choosing a contact from your list you can now see the
google and outlook contacts in dropdown list. Also, users can press enter to confirm transfer.

5. Call encryption

During an ongoing call, there is an indicator that shows call encryption if a call is encrypted. Call
encryption settings are configured on the server by default, but the user can override them within the
gloCOM app by going to Preferences -> Phone -> Advanced.
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There is a checkbox that indicates the use of the default encryption set by the PBX. By unchecking it,
the user can change options between TCP, UDP, and TLS. The user is required to log out and log in
after changing these options.

The indicator should only be present when the TLS encryption is enabled and if the softphone is in use
(in all other cases, the indicator will not be displayed). Clicking it will bring up a pop-up message
explaining the encryption.

6. Echo Cancellation

Echo Cancellation as a part of the gloCOM Desktop app is a method used to improve voice quality by
preventing echo from being created or removing it after it is already present.

The time required for Echo Cancellation to start removing echo is up to 10 seconds. It is important to
note that the Echo Cancellation only works for softphones.

7. Switch phone

During a live call, you can use the Switch Phone button to initiate ringing across all registered devices
or a specific device (softphone, desk phone, and mobile app), so the user can continue the call on
another device. A perfect example would be switching from your desk phone to your mobile when you
need to leave your office but would like to continue your call. The same applies to conference calls.

Jon-Paul Witt bicom

Figure 31. Live Call screen
8. Copy number from an active call

Copying a number during a call can be done by selecting it and pressing the CTRL+C keys on the
keyboard or clicking on it.

o The following tooltip message will be displayed while hovering over the
number: "Click the number to copy it."

9. Call Monitor

If your administrator enables Call Monitor on your extension in PBXware Enhanced Services, you will
be able to listen to any call in real time. When a call is placed, right click on the user that is on call and
choose Call Monitor. You can escalate from silent monitoring to barging in to speaking with all parties.
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ES Call Monitoring (x]

Monitoring
Please note: Entering ‘ALL' will allow to monitor all extensions on system.

Extension: 100,101

Quiet Mode:  ves No

v savechanges [ICSMNCYTYS

Figure 32. PBX Call Monitoring screen
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Figure 33. Call Monitoring screen

gloCOM brings a unified call history between Desktop, Web and Mobile
applications. Call history is stored for up to a month on the server and synced
o between all user devices. It means that the user will be up to date with their
recent calls all the time. The application makes sure that the user’s call history

is synced on every login and that they have recent calls available on their
device.
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2.6. Phone

The phone module area where information about possible missed calls is shown.

* From the phone module you can set up office and mobile phones by clicking the settings icon next
to missed calls information.

* Select your audio device by clicking the headset icon. The drop-down menu with the following
options will appear:

Select the microphone device  Allows you to select which device you want to use as an
input device.

Select the speaker device Allows you to select which device you want to use as an
output device.

Select the ringing device Allows you to select which device you want to use as a
ringtone device.

Preferences It points to the Preferences -> Phone -> Audio devices
section where you can also select which input, output,
and ringtone device you want to use or to test your audio
devices.

Also, you can change your audio device during a live call by clicking the Sound button.

o Default ringtones are different for inbound and outbound calls when using a
softphone.

Figure 34. Phone Module screen

* A green (or eventually red) circle shows the Phone module connection status. If green is shown,
the Phone module is connected and the user can place calls. If a red circle is shown, the Phone
module is not connected and the user is unable to place a call, in which case the user should
contact their system administrator.

* In the Phone module, you can see which phone mode is set by default. Click on the dropdown
menu, and choose between Softphone, Deskphone, and Mobile App. Next to this dropdown, there
is a DND icon with the option to set your status to Do Not Disturb.
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* Phone module area where contact is shown after the Drag-and-Drop action.

Phone module area where a dialed contact’s phone number is shown.

Speaker volume tuner. Adjust the speaker volume by moving the slider up or down. Do not
increase volume more than needed because it can induce hearing loss.

Microphone volume tuner. Adjust the microphone volume by moving the slider up or down.

Phone module dial keypad. Used for entering phone numbers.

Users are able to block caller ID directly from gloCOM. Two options are available: Hide Caller ID and
Hide Caller ID for next call only.

When a user presses and holds down any key inside the Phone Dialer except 0,
o it will display the pressed number or sign. However, when the user presses and
holds down the 0 key, it will display the + (plus) sign.

GLocoM CONTACTS FAVORITES HISTORY

Figure 35. Hide Caller ID screen

Figure 36. Anonymous Caller ID screen
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2.6.1. Call Quality Metrics

Call Quality Metrics provides the user with details about the call and network quality during a call.

These details include information like:

« MOS Score
* Round Trip Time
» Packet Loss

e Jitter

[3 glocom

UN-MUTE

HOLD

SOUND ™

Ronald Krause
Ext: 1000
On Call (0:00:07)
& Call is encrypted

HANGUP

VOICEMAIL

TRANSFER

FARK

SOFTPHONE ¢+F

Figure 37. Call Quality Indicator screen

For example, if the quality of a call is Excellent, there is no problem with the connection, there is little
latency, and there is no packet loss. Otherwise, there are some problems with connection, latency, and
packet loss.

In a word, it helps with troubleshooting potential network issues during a call.

During a call, a Call Quality indicator will appear in the upper right corner of the call window, giving
rough information about the call and network quality. The Call Quality window will appear by clicking
on it, providing more detailed information about MOS Score, Round Trip Time, Packet Loss, and Jitter.

[E glocom - X
Call Quality

Ronald Krause

MOS Score 4.37 (Excellent)

Round Trip Time 58.90 s

Packet Loss 0.00%

Jitter 0.25 s

Figure 38. Call Quality Window screen

To export this information, click on the Open call quality diagnostic logs. By default, this option is
disabled, and to enable it, please navigate to Preferences -> Phone -> Advanced and check the Enable
call quality metrics logging.
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(3 Disgrostic ogs
e

General PWProxy Chat SMs SIP  CallQuaity CRM Meeting Polycom Headsets Skype Busylight

No da 3
In order to show or export data, please enable "Call quality metrics logging” in Preferences->Phone->Advanced.

Figure 39. Call Quality Metrics logging Disabled screen

© Preferences x
Preferences
General  Dialing rules  Speed dial  Codecs  Auto answer  Emergency Location  Advanced
General
SIP Transport
Contacts
® Use settings from server (recommended)
e
Audio Register every: 300 seconds
Local SIP port: (Leave empty to use any avaibie port)
Video
® Send keep alives
Meeting ® Enable QoS (Quality of Service)
O Enable call quality metrics logging
Modules
Alerts
Messaging
Profiles
Presence
Advanced Changes on this page will apply next time you Log In, and they apply to the softphone.
oK Cancel

Figure 40. Enable Call Quality metrics logging screen

After enabling it, under the Call Quality tab within the Diagnostic Logs, the user will be presented
with the Call Quality information for the last 50 calls. To export the Call Quality information, the user
needs first to select the call from the drop-down menu for which they want to create a report and click

on the Export call quality report button.

(3 Disgrostic ogs
e

General PWProxy Chat SMs SIP  CallQuaity CRM Meeting Polycom Headsets Skype Busylight

se (1000)-1667392979.10 @

Figure 41. Call Quality Metrics logging Enabled screen
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2.6.2. Auto Answer

Auto Answer, as a feature, allows users to answer incoming calls automatically without using the
answer button.

To turn on this feature, please navigate to Preferences -> Phone -> Auto Answer section and check the
Enable auto answer option. By default, this option is disabled.

G Preferences X
Preferences
General  Dialing rules  Speed dial  Codecs  Autoanswer  Emergency Location  Advanced

General

\uto Answer, your incoming calls will auto answer after the period of time (seconds) based on

your own choice.
Contacts By default it s set to 15 se

s, which you can change in range from 1-100.

Onc e Call window will be displayed with countdown timer that counts down in seconds
Phone that

Ifyo Answer countdown timer at the period of incoming call. you can do it by clicking the
Audio STOP button in Call window, and the call will become a regular incoming call without Auto Answer functionality.

Also, you can quickly disable Auto Answer by clicking on the Disable button in Main window.

W=D Auto answer only works in softphone mode.

Meeting
O Enable auto answer

Modules 15
Alerts

Messaging

Profiles

Presence

Advanced
oK Cancel

Figure 42. Auto Answer screen

If the Auto Answer option is enabled, incoming calls will be automatically answered after a certain
period of time (seconds) based on the settings within the application.

o By default, it is set to 15 seconds, which can be changed in a range between 1 to
100 seconds.

Once the call is received, the call window will be displayed with a countdown timer that counts down
in seconds previously set by the user.

[ glocom 'Y
Ongoing Call @ & 0l e
Auto answer in (sec): 12
i Dilpad
: g
-
Jon-Paul witt
Ext: 1003
Ring In (0:00:03)
ANSWER REJECT FORWARD
WOICEMAIL
SOUND v o

Figure 43. Auto Answer Call window screen
In case of another incoming call, an Auto Answer functionality will not be
o triggered while there is already an active call. Instead, it will wait until the

active call ends.

By clicking the Stop button, the Auto Answer countdown timer within the call window will be stopped.

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 35

The call becomes a regular incoming call without Auto Answer functionality.

To disable the Auto Answer functionality, the user can click the Disable button in the main gloCOM
window. Additionally, the user can navigate to the Preferences -> Phone -> Auto Answer section and
uncheck the Enable auto answer option.

[ 5loCOM - Business edition - a X

é‘; Ronald Krause bicom
1 missed call &

All Departments

a2k Ignacio Summers
7

54 Johnnie Rile
2 v

Q, Kelvin Hoffman
e
@_ Albert Redman

GLOCOM CONTACTS FAVORITES HISTORY

M
BEEEGEEEBE B

Figure 44. Auto Answer Disable button screen

o Auto Answer only works in softphone mode.

2.7. Voice Conference

* Plus sign used to invite a contact using his landline or mobile number.

Select a box to choose from a conference room

| Development (128)

Figure 45. Choose Conference screen

The Voice Conference module area where contact is shown after Drag-and-Drop.

To remove a contact from a list, click x

Click on the Join button to start the Voice Conference.

Click on Close to close the Voice Conference.
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> Conference X loCOM - Business edition - x
Please select conference, Ronald Krause bicom
No notfictions ;
Softphone (default) °
E P
’

Figure 47. Voice Conference Live Call screen
Conference can be created from dropdown list, Instant and Predefined conferences can be selected.

Instant conferences User can create a conference by adding one or more people to an
ongoing call. With this option, you can add extensions or any
number available from vyour contact list. If you missed the
conference call, you are still able to join the conference from the Call
History tab provided that a conference still exists. There are two
ways to do that: double click on the conference number or right-click
on the conference number and then choose a call or call with.

Predefined conferences Users can join predefined conference rooms and add other

participants.
[ conference '3
£ Conference &
[ Please select conference.. ‘
Instant conference
Sales (184)

Figure 48. Voice Conference Module screen
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2.8. gloCOM Meeting Introduction

gloCOM meeting is a gloCOM module that allows the user to launch video-meetings without the hassle
of switching applications and keeping all of your gloCOM contacts. gloCOM meeting enables the
meeting with multiple users simultaneously with key features such as: video conferencing, audio
conferencing, chat, screen sharing, and local recording. gloCOM meetings can be private (invite only)
or public (anyone with the number or link can join). In order to use gloCOM meeting, the user must
first acquire gloCOM and the gloCOM meeting add on.

[ gloCOM - Business edition — O ped

File Tools Help

' Matt Ferguson bicom
‘ r. Mo notifications .

Phone Voicemail Meeting S5end Fax 5Self Care  Chat

Figure 49. Meeting screen

2.8.1. Granting Necessary Permissions

o If you have a problem with using a microphone or camera with gloCOM
meeting on Mac OS please check security options described in this section.

gloCOM needs permission to:

* Camera for video communication.
* Microphone for audio communication.

» Screen Recording and Accessibility for screen sharing and remote control.
The user can enable these options by going to Settings -> Security and Privacy -> Privacy.

If the necessary permissions for camera and/or microphone have not been granted, the user will see a
dialogue asking them to grant the permissions. There will also be a red exclamation mark next to the
icons in the option bar.
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Here you will find the options to enable your camera and microphone.

<> i Security & Privacy Q Search

General  FileVault  Firewall

Location Services

‘ Contacts
@ Calendars

':; Reminders
Apps that have requested access
@ Photos to your camera will appear here.

F 8 1 Camera

Microphone
Accessibility

| 7] Full Disk Access

% Click the lock to make changes.

Figure 50. Enable Camera screen

@ <> HE Security & Privacy Q Search

General  FileVault  Firewall

Location Services

‘ Contacts
@ Calendars

Reminders
Apps that have requested access
& Photos to your microphone will appear
A 4 here.

Camera

Accessibility

| 7] Full Disk Access

% Click the lock to make changes.

Figure 51. Enable Microphone screen
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You will have a pop up that looks like this to confirm you are giving permission.

“gloCOM"” would like to access the camera.

E Need camera access for video conference.

Don't Allow OK

Figure 52. Camera Confirmation screen

“gloCOM" would like to access the

microphone.
Ej Need microphone access for audio conference.

Don't Allow OK

Figure 53. Microphone Confirmation screen

When they are enabled you can disable access at any time by unchecking the tick box.

aee < > B Security & Privacy Q Search

General  FileVault  Firewall

Location Services Allow the apps below to access your camera.

‘ Contacts
@ gloCOM
@ Calendars
\'-::;1 Reminders
@ Photos

Microphone

Accessibility
_,E Full Disk Access

% Click the lock to make changes.

Figure 54. Disable Camera screen
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Security & Privacy Q search

General

FileVault  Firewall

Location Services

‘ Contacts
@ Calendars
\";;1 Reminders
& Photos
-

.F! Camera

H Microphone
Accessibility
E Full Disk Access

é Click the lock to make changes.

Allow the apps below to access your microphone.

@ gloCOM

Figure 55. Disable Microphone screen

Security & Privacy Q Search

General

FileVault  Firewall

Input Monitoring
, Full Disk Access

Files and Folders

;Q Automation
ﬁ Developer Tools
q«" Advertising

w Analytics & Improvements

% Click the lock to make changes.

Allow the apps below to record the contents of your
screen, even while using other apps.

@ gloCOM

Advanced...

Figure 56. Disable Screen Recording screen
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2.8.2. Starting A Meeting

To launch gloCOM meeting you must first have gloCOM open, then simply click on the icon labeled
Meeting, this will open up a small window that will allow you to drag contacts in. Once you have all
the contacts that you want you can instantly Start the meeting. If you wish for anyone to access this
meeting then tick on the Public checkbox.

Meeting Ce

(Instant Meeting

al

NN

[] Public (anyone can join)

Y

Figure 57. Meeting Start screen

There are also alternative methods of starting a meeting. The user can find a contact in the list and
right-click on their name, this will give the option to start a meeting instantly. This is useful to avoid
having to navigate the meeting menu and to start one on one meetings quicker.

[] gloCOM - Business edition - m] b3

File Tools Help

Matt Ferguson bicom
‘ r. No notifications . ‘ ':

B o~ @ 9 &

Phone  Voicemail Meeting Send Fax  Self Care
& ma All Departments

P .
& J Call (ext: 102)
% & Call with 4
Mare Chat
3 Start meeting
Video call
Call when user Logs In
Ask for attention
Contact information

Pickup call

Send e-mail
Voicemail

Call monitor
Change alias
Hide

Add to favorites

Figure 58. Meeting From Contacts screen

One final method to start a meeting is from a chat. This can be done for both one on one and group
chats. Just navigate to the conversation and find the Meeting icon in the top-right.

[ chat — | X

Thursday, March 19, 2020

@ Sales Tuesday You created group Sales
Me: 5-Reasons-to-Choose-Bi You =
q You added Yolanda Lloyd into the group
& Roderick Welch Tuesday
‘;‘ How are you? Tuesday

Figure 59. Meeting From Group Chat screen
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When meeting is started from the chat, invite link will be automatically sent to the chat. Using this link
user can easily join meeting either via web or mobile application.

Join meeting with link https://
meeting.bicomsystems.com ba ?
number=997024691 v

Figure 60. Link for joining meeting sent in group chat screen

o In order to have this link in a chat, user should checked this option in gloCOM
Meeting preferences.

2.8.3. Meeting List

If the user wishes to view any of the ongoing, scheduled or previous meetings, they can open the
Meeting List. To do this, open the Meeting window and click the Meeting List icon in the top-right.
There will be a busy indicator in meeting details until all data is available.

The meeting list will give you the following information:

Start and end time  The time of day it will occur.

Date Which day you will have the meeting.

Name/subject What the given topic for the meeting is.

ID number The randomly assigned number to distinguish meetings.
Duration How long the meeting will be.

Status The state of the meeting e.g. finished or upcoming.
Participants Who is supposed to attend the meeting.
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E Meetings - O X

Meeting List Calendar URL

Sea 1ne o imber Q
Scheduled Previous Recordings
Mon Oct 11
Meeting Info
13:00 - 13:30 .
a Weekly Talk . Subject Weekly Talk
" Isabelle Number 897036314
Start October, 18 2021; 13:00 GMT
Mon Oct 18 Daylight Time
13:00 - 13:30 Duration 30 min
g Weekly Talk o Status Not started
(=223 Type O Recurring
Mon Oct 25
13-00 - 1330 Participants
a Weekly Talk o
o Isabelle James Brandon Isabelle
Mon Nov 1
13:00 - 13:30
g Weekly Talk o COPY INVITATION  START  EDIT  DELETE

Figure 61. Meeting List screen

2.8.4. Scheduled Meetings

Scheduled meetings are all meetings scheduled in the future. There is also a special category of In
Progress meetings that contains all currently active meetings the user has been invited to.

E Meetings - O X

Calendar URL

Meeting List

Scheduled Previous Recordings

Mon Oct 11

Meeting Info
13:00 - 13:30 .
Weekly Talk o Subject Weekly Talk
© Isabelle Number 897036314
Mon Oct 18 Start Octc!ber, ‘178 2021; 13:00 GMT
Daylight Time
13:00 - 13:30 Duration 30 min
a Weekly Talk (e] Status Not started
et Type O Recurring
Mon Oct 25
13:00 - 1330 Participants
a Weekly Talk o
© lsabelle James Brandon Isabelle
Mon Nov 1
13:00 - 13:30
g Weekly Talk o COPY INVITATION  START  EDIT  DELETE

Figure 62. Scheduled Meetings screen
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2.8.5. Recurring Meetings

A recurring meeting is a meeting that will repeat every set time (every day, week or month), e.g. every
week on Tuesday you have a sales meeting. You may edit recurring meetings to suit your needs if you
need to reschedule.

E Meetings - O X

Meeting List Calendar URL

Search meeting by name or meeting number Q
Previous Recordings
Mon Oct 11
Meeting Info
13:00 - 13:30 .
Weekly Talk a Subject Weekly Talk
- Isabelle Number 897036314
Start October, 18 2021; 13:00 GMT
Mon Oct 18 Daylight Time
a 13:00 - 13:30 Duration 30 min
Weekly Talk Stat Not started
i s
Mon Oct 25
13-00 - 1330 Participants
a Weekly Talk o
© Isabelle James Brandon Isabelle
Mon Nov 1
13:00 - 13:30
a Weekly Talk o COPY INVITATION  START EDIT  DELETE
Figure 63. Recurring Meetings screen
2.8.6. Previous Meetings
Under this tab, the user can find all meetings that have ended.
E Meetings - O X

Meeting List Calendar URL

Search meeting by name or meeting number Q,
Scheduled Recordings
Wed Sep 1
Meeting Info
08:28 - 08:58 )
a sabelle 575036996 Subject Isabelle 575036996
" lsabelle £y Number 575036996
i 07:28 - 07:58 Start SI;eptI_en;?:f, 01 2021; 08:28 GMT
N Helga 933021760 aylight Time
Helga Duration 30 min
Status Finished
Tue Aug 31 .
Type & Public
. 22:29 - 22:59
0 Helga 537025803 Participants
Helga
13:41 - 1411 Isabelle femi1 @bicomsystems.com
ﬁ Isabelle 459028816
Isabelle
Tue Aug 24
PY Tl
0719 - 0749 co DELETE

Figure 64. Previous Meetings screen
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2.8.7. Meeting Recording(s)

When recording meetings, the application stores all the necessary information to generate a recording
later on. This is done to prevent the recording process from interfering with a meeting in progress,
because converting a recording requires significant computer resources.

To find meetings that you can create recordings for, the user should open the Meeting List and then
the Recordings tab. They can now select a meeting and click Convert to start the conversion process.
They can also Open the recording location on the computer, or Delete the recording.

E Meetings

Meeting List

- | X

Calendar URL

Scheduled

Fri Aug 13

09:19 AM

Isabelle 084024603
Isabelle

09:19 AM

Isabelle 527038632
Isabelle

09:18 AM

Isabelle 871017684
Isabelle

09:18 AM

Isabelle 882013148
Isabelle

09:14 AM

Isabelle 515016999

Isabelle

Wed Aug 11

Recording Status
Recording is ready for playback

PLAY ~ OPEN  DELETE

Figure 65. Meeting Recording(s) screen

Meeting Ce

®
( Instant Meeting y J

[] Public (anyone can join)

b

Figure 66. Recording Quick Access screen

Alternatively, if the user wishes to automatically convert every meeting recording, the user must go to
Preferences -> Meeting -> Recording and check Automatically convert recordings after meeting is

ended.
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G Preferences X

Preferences

General Recording

General :
Save recordings to:

[3 meeting-recordings ~
Contacts

O Draw duration timestamp on video in the corner

® Delete temporary files after converting them to video
Phone
® Automatically convert recordings after meeting is ended
Audio
Video
Meeting
Modules
Alerts
Messaging
Profiles

Presence

Advanced
OK Cancel

Figure 67. Preference Recording Meetings screen

2.8.8. Schedule A Meeting

You are also able to schedule a meeting beforehand. To be able to schedule a meeting click on the
button to the left of the Meeting List.

These are the options available to edit:

Time The time of day it will occur.

Date Which day you will have the meeting.

Duration How long the meeting will be.

Time Zone This will display the time zone your meeting will be scheduled in.
Subject What the given topic for the meeting is.

Participants Who is supposed to attend the meeting, you can invite them via

contacts or email.

Whether itis recurring  If it will repeat e.g. every Thursday at 3pm and how long it will recur
for (e.g. stop after 10 meetings).
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(o)

Meeting Ce

( Instant Meeting

|

[] Public (anyone can join)

Figure 68. Schedule a Meeting screen

Schedule meeting x

Schedule
Subject Contacts

Start Aug, 31 2021 14 : 00 . Q

Enter email
Duration 0 hr 30 min

Time Zone GMT Daylight Time

Recurring [

Description

Participants

Public Meeting []

Schedule
Figure 69. Invite Others to Meeting screen

Schedule meeting X

Schedule

Start Aug, 31 2021 v | 14: 00 1 Q Search oo
Duration 0 hr 30 min .
Alice
Time Zone GMT Daylight Time
@ Andrew
Recurring O
Barry
Description a’
E Brandon
Q Casey
N B
Participants - d Cassey
% Charlotte
Q@ Elijah
Public Meeting [

Figure 70. Meeting Options screen
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Schedule meeting

Recurring
Repeat every 1 day
e (3 By Sep, 07 2021
‘(:)‘ After 1 occurrences
@) Never

Recurrence Every day

Cancel

Figure 71. Recurring Meeting Options screen
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2.8.9. Join By Number

There is an additional option to Join by number, in which the user enters an already existing meeting
number to join the meeting. To access it, the user clicks on the drop-down list in the Meeting window

and selects Join by number. They can now enter the meeting number supplied to them by the
organizer.

Meeting

(Instant Meeting J
Instant Meeting

Join by number

Figure 72. Join By Number screen

[ W] Meeting

Meeting H Co &

Figure 73. Join By Number Continued screen

2.8.10. Meeting Interface

The user can invite as many participants as they want to the meeting.

® . ¢ ,Od, &8 = [ x
re Vids

Particpants ~ Share Screen  Chat

End Meeting  Options

Figure 74. Meeting Interface screen

) = 000 11
© A~ &, Ea . A% I (| B BEe
Record Unmute Video Participants ~ Share Screen Chat

Leave Meeting Options

Figure 75. Meeting Options screen

The meeting interface consists of:
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Local recording Record audio, video and and screen sharing to a computer. The user can click
the record button located in the bottom left to record the meeting, the
recording can also be paused and stopped, the user must be joined by
computer for their audio to be recorded. If the user joins in any other way, ex.
via deskphone, their audio will not be in the recording.

= 000
. R IR X -x I = B = S
Recording Unmute Video Participants  Share Screen Chat Leave Meeting Options

Figure 76. Recording Active screen

Mute your own microphone Disable/Enable the audio coming from your
device.

Disable/Enable your own video Turn on or off the video shown from your
camera.

View the participant’s list See the participants in the meeting, if someone

is missing you have the option to reinvite them.
This will give the participant a new invite
message to join the meeting.

Share your own screen Broadcast your screen to the participants of the
meeting.
Open the chat window for the meeting The meeting window will expand with the chat

on the right, here you can view messages of the
participants and input your own messages. You
can close the meeting chat by clicking on the
chat button again.

Leave the meeting Ability to leave when you have the necessary
feedback.

Mute participants as the meeting organizer  Allows the user to Mute participants:

* Mute participants as organizer - The
meeting organizer can mute other
participants from the carousel or the
participant list.

* Mute all participants as organizer - The
meeting organizer can mute every other
participant from the participant list.
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Ack to share screen
Remowve from audio
Remowve from meeting
Pin video

Figure 77. Mute Participant screen
Participants - 2 X

+ Invite Mute All

Figure 78. Mute all Participants screen

Toggle meeting privacy between regular During an ongoing meeting, under options the
and private organizer can toggle the meeting from private
to public and public to private.

Video
Turn off incoming video
Hide videos when viewing a screen

Participants

Switch to regular meeting (invitees only)

Copy meeting number

Copy invite link
q 3 000 2 ||
& A I:'q A (A — D X coo
Unmute Video Participants ~ Share Screen Chat End Meeting Options

Figure 79. Switch to Regular Meeting screen

Video
Turn off incoming video
Hide videos when viewing a screen

Participants

Switch to public meeting (anyone can join)

Copy meeting number

Copy invite link
) = 0002
&, Sk, &8 = a X 000
Unmute Video Participants ~ Share Screen Chat End Meeting Options

Figure 80. Switch to Public Meeting screen

And additional options.
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* Statistic provides the user with details about the network quality during the
statistics include metrics about Audio, Video and Screen sharing quality.

Screen Sharing
Original Size
v/ Fit to window

Video

Turn off incoming video

Hide videos when viewing a screen

Participants

Switch to regular meeting (invitees only)

Statistics

Show who is speaking

Copy meeting number

Copy invite link

Figure 81. Meeting Options screen

Statistics X

Audio

Sent
Latency 564 ms
Jitter 13.50 ms

Packet Loss 6.276 %

Bitrate 3.2 kbps
Video

Sent
Latency 632 ms
Jitter 0.54 ms

Packet Loss 1.536 %
Bitrate 31.3 kbps

Frame rate 10 fps

Screen sharing
Sent
Latency -
Jitter -
Packet Loss --
Bitrate -
Frame rate --

Resolution -

Received
1.00 ms
0.000 %
8.8 kbps

0.000 %
20.4 kbps
20 fps

Received

Figure 82. Meeting Statistics screen

meeting. The
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If there is a problem with network connection that is affecting audio quality, a
o notification in the lower left corner of the Meeting window will be displayed
informing the user about the cause of bad audio.

There is also an option to change the layout of other participants in the meeting (bottom right corner).
The user can switch between Speaker and Grid layout. Speaker layout puts one video stream in the
focus. That video stream is either the person currently speaking, or the one user pins. This is also the
default view when there is a screen sharing session active.

!

Figure 84. Particpant Options screen

If you click on the More Options button on a user you will be granted the following options:

Ask to share screen Prompts the participant to share their screen for the meeting to see,
helps the participant achieve it faster.

Mute Removes the ability to hear that person, useful for if they have a bad
microphone.

Remove from meeting Removes a participant ideal for if they no longer need to be in the
meeting.
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Pin video Makes their video the main one on display for you.

Figure 85. More Options screen

The grid view in the meeting will automatically change the number of video streams based on the
number of participants in the meeting.

It follows the following conditions:
» Up to 45 participants = grid size 12 (user + 11)
* 46 - 60 participants = grid size 9 (user + 8)

» Over 60 participants = grid size 6 (user + 5)

Participants will be sorted to have those who spoke last to be among the first video streams.

o The Meeting is now able to run 100 active video participants in one meeting.

Figure 86. Grid View screen
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2.8.11. Meeting Recordings

Local Recording record audio, video and and screen sharing to a computer. The user can click the
record button located in the bottom left to record the meeting, the recording can also be paused and
stopped, the user must be joined by computer for their audio to be recorded. If the user joins in any
other way, ex. via deskphone, their audio will not be in the recording.

Configurable 'Recording reminder’' option [v 7.1]

The Recording reminder feature reminds the user to record an important meeting, as this is often
forgotten and only later enabled when someone reminds or remembers. By default, this option is
disabled. If the user wants to change these default settings, they can do so under General Meeting
Preferences by checking the Ask to record on meeting join option.

[ XK ) Preferences
Preferences
Recording
General Maximize Meeting window when a participant shares their screen
Scale shared screen to fit in the window
Contacts Screen sharing with window filtering
Show meeting join link message in chat if meeting is started from chat window
Show reactions
Phone Play sound notification on raise hand
Remind to record on meeting join )
Audio
Video
Meeting
Modules
Alerts
Messaging
Profiles

Cancel

Figure 87. Recording reminder settings

When this option is enabled - Any time a user creates or joins a meeting, a pop-up window appears
asking if the user wants to record the meeting.

To record the meeting, the user should press the Record button in the pop-up window and after that
recording will start. The user should choose the Cancel button if does not want to record that meeting.
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Subject Jenna Lane 218979541

Organizer Jenna Lane

Meeting number 218 979 541

g |

Record Unmute

gloCOM Meeting - 218979541

[ ] Recording Reminder
Do you want to start meeting recording ?

Record Cancel

@, #' 2 &) © Q X

Video Participants

Share Screen Raise Hand Reactions Chat

Figure 88. Recording reminder message

Save chat history in meetings recordings

End Meeting

@

Options

As part of the recordings output, like audio and video files, now chat history is included as well, in the
form of a text file, since it is an important part of the conference. This file will contain all data - such as

links, emojis, text messages, etc that participants exchange through the meeting chat.

< 2023-05-29 09.15.00 - DailyM... g8 = [0 &2 e QO O~

audio_only0.mp3

[ XN J
22:39:16
22:40:00
22:40:08
22:40:33
22:42:09
22:42:27

T M3U

chat.txt info.meta playback.m3u rec_0.mov rec_0.mov.tmp

chat.txt

Jenna Lane : Discite iustitiam moniti et non temnere divos!

Alyssa Ashley : .=

Alyssa Ashley : Thanks

Alyssa Ashley : [Setup Guide] gloCOM Meeting GO - Android.pdf
Jenna Lane : Screenshot 2023-01-24 at 14.13.37.png

Enna Smith :

Figure 89. Chat txt file saved in meeting recordings

Q
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2.8.12. Selecting Audio Input and Output

When the user clicks on the arrow next to the Mute button they will be given the following
options:

Select Microphone  Select which device they want to pick up your audio.

Select Speaker Select which device they want the audio to play through.

Switch Phone The ability to switch the audio device they are using e.g. softphone to desk
phone.

Leave Audio The ability to leave the audio channel to only view the video.

In addition to this the user can Mute themselves (press the Mute icon) to not let anyone else hear them.
If the user is currently muted and attempts to speak, a prompt will appear to inform the user they are
muted.

o You are muted notification will appear when a user attempts to speak while
muted.

Select Microphone

+  Microphone (Realtek High Definition ...
Select Speaker

' Speakers / Headphones (Realtek High ...

Switch phone
Audio settings
Leave audio
__| 000
g . Ea , &%
Mute Video Participa

Figure 90. Select Device screen

&

Unmute

Figure 91. Unmute Button screen
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2.8.13. Selecting Video Device

Once you click on the arrow next to the Video icon you will be given the option to select which device
you want to capture video. This should display all the devices that you have connected and ready to
use. You also have the option to click on the Video icon to remove the video you are displaying.

+ Integrated Webcam

Video Settings
Qo0
Ca , &35
Video Participants

Figure 92. Video Options screen

Cla
Video

Figure 93. Video Icon screen

2.8.14. Screen Sharing

If you wish to share your screen during the meeting, simply click on the Screen Share button or
request someone to prompt you with one. Then your screen should look something like this.

Select a desktop or an application to share X

1
I

Share screen region

E Unified Communications Tool [ Google Chrome «f Paint

= Windows Explorer
i Share screen

Figure 94. Screen Sharing screen

You will be given several options when you wish to share your screen with other participants:

Whole screen Share everything on your screen.
A select window Only one application you have open, e.g. Google Chrome.

Aregion of your screen  An area of your screen that you can choose the zones for e.g. top left.
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Once you have selected one click on share screen and it will be broadcast to the meeting.

©®@ &, Sk, & = | . <l
Audio

Record Video Participants New Share Pause  Stop sharing Chat Remote Control  Options

Sharing desktop

Figure 95. Screen Sharing Controls screen
Once you start sharing your screen, you can access the icons at the top of your screen.

Here you have all of the previous options, in addition, you have control to:

Pause sharing Momentarily stop screen sharing.
Stop sharing Permanently stop screen sharing.
Remote control Once you give control to a participant they will have the ability to use your

computer e.g. move a mouse and input from a keyboard.

Clipboard sharing Copy current clipboard text and, while using the remote control in a
meeting, paste it on the remote-controlled host.

Clipboard sharing [v 7.1]

To enable this option, the Presenter, on the desktop app, should give remote control to another user
and also press the Share Clipboard button. After that, the user can copy some text to the clipboard and
using a remote control paste it on the presenter side.

00 5 -
® g B, ¥ & 00 o Q o &
Record Unmute Video Participants ~ New Share Pause Stop sharing Chat Remote Options
Sharing desktop + Share Clipboard

Give remote control to
v Enna Smith

Figure 96. Enable Clipboard Sharing from desktop app

If the presenter disable clipboard sharing (pressing the Share clipboard button again), this feature will
not work anymore.

Remote Options
[ Share Clipboard J

Give remote control to
+ Enna Smith

Figure 97. Clipboard Sharing not enabled

Presenter, on web application, can not give Remote control nor enable

o Clipboard sharing (to web/desktop users). In other words, it is not possible to
take control of someone’s computer and access their clipboard if they are in a
meeting using the web app.
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Host A - Presenter

Host B - User

sharing to User

Gives remote control & Enables Clipboard | Receives message that remote control is

given to him/her, and then can access
remotly Presenters screen and Paste
Clipboard text to it

Must use Desktop app

Can use either Desktop either Web app

Figure 98. Clipboard Sharing permissions

0 Only presenters that using desktop app can give Remote control and enable
Clipboard sharing (to web/desktop users).

Under options, you have the added functionality to:

Original size

Fit to window

Hide video panel

Turn off the incoming video

Copy meeting number

Change the meeting application to the original size.

Change the meeting application to the size of the window.

Hide the options of the meeting panel from the top of the screen.
Remove the video of other participants from reaching you.

Faster method to copy the meeting number.
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2.8.15. In-meeting reactions

In-meeting reactions allow user to to express themselves visually during the meeting by using heart,
like, celebrate, applause, laughing, surprised, sad and dislike emoticons in real-time.

vVér ySO0O0€

g . B, ¥ 3 6 & O x &

Unmute Video Participants Share Screen Raise Hand Reactions Chat End Meeting Options

Figure 99. In meeting reactions

Users can access this feature by clicking the Reactions icon in the Meeting main toolbar. This will open
the Reactions menu, and the user can choose which emoticons to use.

When the user clicks a certain reaction, an animated version of the icon will float upwards from the
left side of the screen along with the name of the sender below the reaction.

Figure 100. Reactions are visibile in Meeting screen
o Only one reaction can be sent at a time.

If users want to hide others reactions, they can do so under General Meeting Preferences by
unchecking the Show reactions checkbox. By default, this option is checked and reactions are visible.

ece Preferences

Preferences

Rocoring

General indow when a participant shares their screen

Contacts

Phone

Audio
Video
Modules
Alerts
Messaging

Profiles

Cancel

Figure 101. Reactions visibility settings
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2.8.16. Raise Hand

The Raise Hand feature is a straightforward option to catch a speaker’s attention without interrupting
them or disrupting an online meeting. Users can access it from the main Meeting toolbar. As soon as
the user Raise Hand, the icon colour in the users main toolbar is changed, so that the user is aware that
the option is active. And vice versa - as soon as the user lowers hand, the icon is not marked any more -
colour is set back to transparent.

© . e . @, =t 8 7 ©® S) X &

Record Unmute Video Participants ~ Share Screen  RaiseHand  Reactions Chat End Meeting Options

© - e . @, Bt 8 ¢] © Q X &

Record Unmute Video Participants ~ Share Screen  RaiseHand  Reactions Ghat EndMeeting  Options

Figure 102. Meeting toolbar when Hand is raised and when Hand is not raised

Participants Raised hands are displayed in the upper left corner of their video stream in the Meeting
screen (in both - carousel and grid view) and in the Participants list next to the participant name.

Participants - 4 *

@ . S . & @ =] <] © Q X &

Record Unmate Video Paricpants  ShaoScroen  RasoHand  Reactions Grat EndMesting  Options

Figure 103. Participants raised hands are visible in Meeting screen and in Participants list

Additionally, on desktop application, the user will also get a notification message in lower right corner
that someone has raised the hand.

©. %. &, &' O ¢ © Q X &

Record Unmute Video Participants Share Screen Raise Hand Reactions Chat End Meeting Options

Figure 104. Notification message for raised hand in meeting screen

Sound notification on the Raise Hand option is also presented. If a user wants to mute it, they can do it
under General Meeting Preferences by unchecking the Play sound notification on raise hand
checkbox. By default, this option is enabled.
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[ CN ] Preferences

Preferences

Recording

General Maximize Meeting window when a participant shares their screen

Scale shared screen to fit in the window

Contacts Screen sharing with window filtering
Show meeting join link message in chat if meeting is started from chat window
Show reactions

Phone Play sound notification on raise hand )

Audio

Video

Modules
Alerts
Messaging

Profiles

Cancel

Figure 105. Sound notification settings for raised hand

While in screen-sharing mode, the presenter will be notified properly when someone has raised a
hand.

When a reaction is received on the presenter’s side, the floating control bar will appear and in the
participants list a raised hand will appear as well. This one will be blinking, changing colour from
transparent to blue, so it is easier to notice. As long as there is at least one raised hand, this image is
displayed in the Participants button. The presenter can open the participants list to see more details.

o0 i
© ¢, @ (¢ 13 0 O (& o &
Record Audio Video Participants | New Share Pause Stop sharing Chat Remote Optiont

Figure 106. Visual notification for raised hand while in presenting mode

When the user raises a hand, the organizer is able to lower it, by clicking on raised hand icon next to
the user’s name in the participants list.

Participants - 4 x
+ Invite: Mute Al
2 raised hand
@ Alyssa Ashley .
W cooanzar

e Warren Mckay S @

@ g . @, B®' B [¢] © © X &

EndMeeing  Options

Figure 107. Organizer have permissions to lower participants raised hands
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2.8.17. Pre-expiry notification [v 7.1]

Pre-expiry notification is a feature designed to automatically send a notification to all meeting
participants ten minutes before the end of the maximum meeting duration based on the
license/package type. This notification serves as a gentle reminder that the meeting is approaching its
conclusion. If message is not closed, it will countdown automatically time till the end of the meeting.
Also if someones joins meeting less then ten minutes before the end, it will get a message with exact
time ramains for that meeting.

(XK ) gloCOM Meeting

O

Your meeting will end in 10 minutes

Contact your administrator to upgrade the license for extended meetings

Figure 108. Pre-expiry notification

o This message pop-ups in front on all opened windows on your machine, even if
Meeting screen on desktop app is minimized!

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 65

2.8.18. Multiple co-organizers of the meeting

Using the co-organizer role in Meetings ensures that there is more than one person that can manage
important settings in a meeting. It is a very useful role if the organizer will not be present and as a
support to the organizer in terms of being able to co-manage.

2.8.18.1. Assign co-organizers

One single Meeting can have multiple coorganizers. Meeting participants can be promoted to Co-
organizers from desktop app as follows:
» While scheduling a meeting - participants added to the meeting can be promoted to co-organisers

* When the Meeting has already started, from the participants list - using right click on the name
will allow Organizers to assign this role to the participant

2.8.18.1.1. Add co-organizers while Scheduling meeting

After adding participants to the meeting (While scheduling a meeting), right click on the participant
name will open a drop-down menu that contains the Assign Co-Organizer option. Press this option to
promote the participant to the Co-organizer role. Note that the participant has been added to the Co-
organizers list in the Schedule meeting window.

[ ] Schedule meeting

Schedule
Subject Daily Meeting Email
Start May, 15 2023 09: 15 C Sl
Duration 0 hr 30 min ° \;9 Alyssa Ashley
Time Zone CEST
[ J & Anna Smith
Recurring Every day
John D
Description ¢ @ onn Doe
[ ] 6 Jon
Q -
Participants @ Tom
Alyssa Ashley v A=—oo—ib .l .
“ohn Dos ~ 1§
John Doe v Vey, Sastll Coz0rJanizey [ ] @ Vernon Wolfe
Remove
Warren Mckagy” \
@ Veronica Evans
Co-Organizers )
Alyssa Ashley X John Doe X L Q Warren Mckay

Public Meeting []

Figure 109. Assign co-organizers while scheduling meeting

If you mistakenly promote some participants to be co-organizers and want to remove them from co-
organizers, it is possible by clicking on the X sign next to the co-organizer name. Co-organizer will be
removed.

Co-Organizers
Alyssa Ashley X John Doe X

Anna Smith X
~

Figure 110. Remove co-organizers while scheduling meeting
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These co-organizer roles are also visible in corresponding Meeting info, in the Scheduled Meetings list:

[ XX ) Meetings

Meeting List Calendar URL

\ Search meeting by name or meeting number

Scheduled Previous Recordings

Mon May 29

Meeting Info
@ (E)Q:.WIS ;VIOQ#F Subject Daily Meeting
' Dai eetin:
JennZLane g e Number 305974375
Start May, 29 2023; 09:15 CEST
Tue May 30 Duration 30 min
09:15 - 09:45 Status Not started
@ Daily Meeting o Type C Recurring
Jenna Lane (Co—Organizers Alyssa Ashley, John Doe)
Wed May 31
Participants
09:15 - 09:45
/  Daily Meeting o Alyssa Ashley ~ Anna Smith Jon
Jenna Lane
John Doe Vernon Wolfe Warren Mckay
Thu Jun 1
Jenna Lane
09:.1 o 09:4? COPY INVITATION START EDIT DELETE
| Daily Meeting o

Figure 111. Co-organizer roles are visible in meeting details

2.8.18.1.2. Add co-organizers from participants list

Organizers have permission to assign co-organizers during the meeting. This is possible from
participant list. Right click on the participants name will show all options for managing participants.
Press Assign Co-Organizer option to promote selected participant to Co-organizer.

Participants - 3

+ Invite Mute All
In meeting
i Alyssa Ashley y
\Q Ca-Organizer e
@ Enna Smith S &
Jenna Lane y
Me, Grganizer g Qﬂ
Anna Smith

F  NotPresent

John Doe
Nt Present, Co-Organizer

Jon
Not Present

@ VernoriAssign Co-Organizer
Nat Pres. Reinvite

Warren Remove from meeting
Not Prese:

© . g . @B, #¥° & (¢ @ S) X &

Record Unmute Video Participants ~ Share Screen  Raise Hand Reactions Chat End Meeting Options

Figure 112. Assign co-organizers from participants list

All co-organizers that join meeting via desktop app will have Co-Organizer label in meeting
participants list, right below their name - the same way all other labels are added.
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Participants - 4 X

Search participants

+ Invite Mute All
2 raised hand
" Alyssa Ashley @
¥ Co-Organizer

&‘ Anna Smith @

In meeting

Alyssa Ashley @ @

Co-Organizer

Anna Smith 9 (2

Jenna Lane @ Qﬁ

Me, Organizer

Warren Mckay 9 (2

John Doe

Not Present, Co-Organizer

Jon
Not Present

Vernon Wolfe
Not Present

POPODE®S

Figure 113. Co-organizer roles have labels in meeting participants list

2.8.18.2. Co-organizers permissions

Once they are created, the Co-organizers themselves will be able to:

* Start, Edit and Delete the meeting from Schedule meetings list

* Add & remove participants, assign co-organizers, etc while editing the meeting
* Add and remove participants during the meeting

* Mute and Remove participants from the audio during the meeting

* Assign co-organizers during the meeting

* Lower participants Raised hands during the meeting

* End the meeting

2.8.18.2.1. Start, Edit and Delete the meeting from the Schedule meetings list

As a Co-organizer, you are able to Start, Edit and Delete meetings from the meeting list. To do so,
navigate to the Meeting list and select meeting. These options are available the same way as you are
the organizer.

COPY INVITATION START EDIT DELETE
Figure 114. Co-organizer permissions in meeting details

While editing the meeting from Schedule meeting list, you are allowed to add & remove participants
and assign co-organizers as well.

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 68

2.8.18.2.2. Co-organizers permissions in a Meeting
In a meeting, Co-organizer has almost the same permissions as the organizer. Most of these options are
available from the Participants list:

¢ Click on Invite button to add new participants

* Right click on participant name in the list to manage that particular participant using one of the
following options: Assign co-organizer, Mute, Remove participants from the audio and Remove
participants from the meeting

* Press Raised hand icon next to the participant name to Lower the participant Raised hand

* End the meeting - Co-Organizers that join the meeting via the desktop app have the option to End
the meeting - the same way as Organizers can do it.

Participants - 4 X Participants - 4 X Participants - 4 X

Search participants L Search participants Search participants

il + Invite

1 raised hand 1 raised hand 1 raised hand
© rmas ® O s ® ) ames o
In meeting In meeting In meeting

A Alyssa Ashley X Alyssa Ashle: @ Alyssa Ashley |
;9 _Ms, Co-Organizer g g -t M:,’ Co—Organizg'f !g g < Me, Co-Organizer g 2
@ Anna B 9 [ Anna B G (3 @ Anna B 9 @&

“a
Anna Smith A g Assign Co-Organizer Anna Smith
a Co-Organizer @ Bﬁ y C:_r;:ga Mute Co-Organizer @ Q’}J
. Jenna Lane | . , Jenna Lane N
0 Ovgantser ‘g % | éz;:ze Remove from audio @ Organizer @ [Z:l
Remove from meeting

Figure 115. Co-organizer permissions in a meeting
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2.8.19. Outlook integration

Outlook integration allows user to manage gloCOM Meetings from Outlook.

This includes following:

» Schedule a Meeting
« Start Instant Meeting

« Start Meeting with multiple contacts

Cancel a Meeting

» Convert existing event to gloCOM Meeting

2.8.19.1. Schedule a meeting

User can Schedule gloCOM Meeting from outlook main tab.

[ =

Call Start Instant Schedule
Meeting a Meeting

gloCOM

Figure 116. gloCOM tab in Outlook for Schedule/Starting meeting screen

After cliking on to Schedule meeting, user should see an outlook meeting appointment window with a

schedule settings dialog where can set the meeting private or public.

After confirmation, outlook appointment interface is filled out with meeting data:

File Meeting  Scheduling Assistant  Insert ~ Format Text ~ Review  Help

@] @ <] calendar @ m r_;;'( p\% E = show As: [HBusy

Dokte Cop oMY o « | S | Shpe | St | Camel s ok St | ) 15m
gloCOM  |Skype Meeting | GneNote Attendees
(@) You haven't sent this meeting invitation yet.
> From v jenna.lane@sastec.com
Send Title Jenna Lane's gloCOM Meeting
Required
Optional
Start time Wed21/12/2022 [ | 0800 v|| PacificTime (US& Can ¥| [ All day @ Time zones
End time Wed 21/12/2022 [} 0830 ~|| Pacific Time (US & Can ¥| <3 Make Recurring

hitps://meeting.bicomsystems.com/webapp/?number=549012143
Location
Jenna Lanelis inviting you to a scheduled gloCOM meeting.

Join meeting
https://meeting.bi ms.com/webapp/?number=549012143

Meeting number: 549012143

Dial number to join meeting
+16197607773
+19543248270
+442033990000

Figure 117. Schedule public meeting screen

A user is allowed now to edit this invitation - to change subject, body; set date and time, add

participants, etc. When enter all necessary data, user should Send invite to participants.

Meeting then will be added to gloCOM Meeting list.
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2.8.19.2. Starting instant Meeting with one or multiple contacts

User is able to Start Instant Meeting from outlook main tab if press gloCOM Start Instant Meeting
icon. This will start instant meeting without any participants.

Another option is to Start Instant Meeting with one or multiple contacts, by selecting them from the
contact list in outlook. Selected contacts will receive a Meeting invitation.

= File Home Send / Receive Folder View Help

=Rias A H W EE 3 ) (83

New New Contact New Delete | Meeting More People Business C... Card
Contact  Group ltems ~ v

R

New Delete Communicate Current View

e <
v My Contacts

Contacts Monica Blair
monica.blair@company.com ‘

. Jenna Lane
- jenna.lane@sastec.com

Warren M *
warrenmckay@ = Open

. (@ copy
- Annie San o
W anniesantana@ % Quick Print

o
W

- —> Forward
% Joshua Sal

joshua.santiage EE Categorize >
Follow U >
Vernon Wi e =
’ vernonwolfe@ E[:I Move >

]E Delete

I E Start Instant Meeting I

n W o 3 I — m = - T @ -» ®m o n o @ &

Figure 118. Starting Instant Meeting from multiple contacts screen

2.8.19.3. Cancelling a Meeting

In order to Cancel the Meeting, user should open that Meeting from the outlook calendar list, and
choose gloCOM Cancel Meeting option.

After that, user should press Sent Update icon to inform all invitees about cancellation.

Meeting then will be removed from gloCOM Meeting list.
) P | ¥  JennaLane's gloCOM Meeting - Meeting Occurrence P search _

File  Meeting Occurrence ~ Scheduling Assistant ~ Tracking  Insert ~ FormatText ~Review  Help

Lﬁ)l Fﬁ [N )] Il 98 5 Bstonas Moy -4 BE &

| High Import:
Cancel CopytoMy _y | Cancel | Sendto Contact _ Address Check Response |y it [None . Categorize : 0" ImPortance
Meeting Calendar Meeting | OneNote | Attendees~ Book Names Options v 1 Low Importance

Actiol gloCOM OneNote Attendees Options Tags
(@ Oceurs every Tuesday effective 15/11/2022 until 02/05/2023 from 16:00 to 16:30
No responses have been received for this meeting
> from v | jenna.lane@sastec.com
Send Tit
Update
Required
) Optional
Start time Tue 13/12/2022 | 1600 v|  Sarajevo, Skopje, Warsi ¥ [J Allday [¥] @ Time zones
End time Tue 13/12/2022 ] 1630 | Sarajevo, Skopje, Warsi ¥

=728039473

Jenna Lane is inviting you to a scheduled gloCOM meeting.

Join meeting
https: ing bi 2number=728039473

Meeting number: 728039473

Dial number to join meeting
+16197607773
+19543248270

Figure 119. Cancel a Meeting screen

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 71

o This option will only delete gloCOM Meeting. Outlook appointment will not be
deleted.

2.8.19.4. Convert existing event to gloCOM Meeting

To convert outlook appointment into gloCOM Meeting, user should do the following steps:

Find an existing event in Outlook calendar and open it

Click on Schedule meeting icon

 Edit your meeting if needed

Send Update to participants

Meeting is now added to gloCOM Scheduled Meetings list.

9 Tl - Daily Meeting - Meeting £ search

File Meeting  Scheduling Assistant ~ Tracking Insert  Format Text ~ Review Help

@ @ &l calendar @ m B ;}8 E i showas. [susy

Cancel CopytoMy _ | Cancel | Sogpe | Sendto | Contact Address Check Response
Meeting Calendar 7 FoMard Meeting | Meeting | OneNote | Attendees~ Book Names Options~ L1 Rerninder: |15 minutes
Actions gloCOM | Skype Meeting|  OneNote Attendees Options

(@) No responses have been received for this meeting.

> from v | jenna.lane@sastec.com
Send Title Daily Meeting
Update

Required | anniesantana@ sys.com; Joshua Santiago (joshua om); warrenmck: nni.com;

Optional | monicablair@company.com:

Start time Mon 19/12/2022 [ || 0930 ~ || Pacific Time (US & Can v |  [] All day @ Time zones
End time Mon 19/12/2022 [ || 10:00 || Pacific Time (US & Can ¥| < Make Recurring
httpsy//meeting.bic 15.com/webapp, ber=594025411
Location

Jenna Lane is inviting you to a scheduled gloCOM meeting.

Join meeting
https://meeting.bi ms.com/webapp/?number=594025411

Meeting number: 594025411
Dial number to join meeting
+16197607773

+19543248270
+442033990000

Figure 120. Outlook Appointment screen

2.8.20. Meeting Licences

The limitations of the Meeting packages are as follows:

Licenses Starter (free) Business
Max no. of participants 10 100
Max duration of the meeting 45 min 240 min
Max. no. of concurrent meetings 1 for all starter X =no. of
per tenant licenses licenses

Figure 121. Meeting licences screen
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o Starter package is defaualt one. This means that will bi automatically assigned
to all gloCOM Meeting users.

So, if user exceeds limitations for current package type, following info messages appears:

* Message when user exceed number of invitees - when scheduling meeting or adding participant
to existing meeting.

license or remove some participants from

Failed to add participant(s).Max number of
o participant reached.Please update your
meeting

Figure 122. Max number of participant reached screen

* Message when user exceed number of meetings for current license type.

Failed to start meeting.Max number of
rent meetings hed.Please upd
your license or wait until 1 meeting finishes

Figure 123. Max number of concurrent meetings reached screen

* Message when user does not have license.

Failed to create ing.No meeting li 3
please check with your admin.You can still
join a meeting with a meeting number,but
you can not start or schedule meetings.

Figure 124. No meeting licence screen
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2.9. Chat

gloCOM brings a unified chat between Desktop, Web and Mobile applications. Chat history is stored on
the server and is always synced between all your devices. This means that if you need to leave the
office but you were having an important chat discussion with your colleagues you can seamlessly
continue chatting using your mobile application. Also, in case you change your PC or laptop your full
chat history will be synced the first time you log in on the new computer.

2.9.1. Full History Sync

After every log in the application makes sure that your chat history is always synced and that you have
all messages available on your device.

During the sync there is an indication on the chat module icon in the main window to inform the
user that the sync is currently in progress.

If you open the chat window during sync you will see an informative message, with a progress bar
indicating the sync progress.

Syncing chat history

Updating chat history...

Figure 125. Sync in Progress screen

If chat sync has failed there is a warning in the chat window with the option to retry the sync by
pressing the Retry button.

Chat history syncing failed (Failed initial chat server request: Chat server is not ORahy

e connected) Chat server not connected

Figure 126. Warning Message screen

In case that chat sync has failed because chat server was down at the time you logged in, the
application will automatically start the sync process again, once it detects that the server is back up.

2.9.2. Chat Server Unavailable

If chat server is down you cannot send nor receive messages until it gets back up.

& While the chat server is down there is an indication on the Chat module icon in the main window
to alert the user.

If you open the chat window while the server is down, there is also an informative message that the
chat server is not connected.
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/N Chat server not connected.

Figure 127. Chat Server Down screen

As soon as the application detects that the chat server is back up the warning is dismissed and you can
continue chatting where you left off.

2.9.3. Starting Conversations
To open the Chat window click on the Chat module icon in the main window.

This will bring up the Chat window and show all of your conversations.

[E chat — o X

Will Smith
Last seen today at 13:54

o

Of course. | will send it to you as soon as possible.
: Youpinnedonun 07

Tuesday

Support 1254
PP I how arsyou? i
Will Smith left the group
9‘ Will Smith
. will Smith Hello, 1 am fine, thanks for asking. How are you?
You pinned a message

Fine.
Please, could you send me Release Notes?
Thanks 112

9 Will Smith

Of course. | will send it to you as soon as possible.

2 Roderick Welch
. You: Hi Roderick.

Will Smith
Of course. | will send it to you as soon as possible.

»
Thanks 1155

‘You pinned a message

[ No unread messages Type message 0o

=)

Figure 128. Chat Window screen

There are a few ways to start a conversation, or to open the existing conversation with another user:

Click on the chat icon when hovering over a user in the main window (only for Grid View).

Right click on a user in the main window, and choose option Chat from the menu.

Double click on a user in the main window (if your default double click action is set to Chat inside
the Preferences).

Select multiple users in the main window, right click, and choose the option Group chat from the
menu to create instant groups from the main window.

Search for a user inside the chat window and click on the desired user.

Figure 129. Start a Conversation screen
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2.9.4. Top Blue Bar

On top of the chat window area there is a blue bar which contains information about the currently
selected conversation, and also provides various actions available for that conversation.

On the far left of the top blue bar there is an avatar of the currently selected conversation. Next to it
there is a user’s name (or a group name in case of a group conversation). Clicking on the user’s name
opens up the Contacts Information dialog for the selected user. Clicking on the group’s name or the
participants label opens up the Info drawer. Below the user’s name there is information about user’s
presence and status, e.g. is the user currently online, what is the user’s status message, is he currently
away from Desktop etc. In case of a group chat, there is a label indicating the number of participants in
the conversation.

3 chat - o X

Will Smith
Last seen today at 13:

Support
Will Smith left the group

Will Smith
Will Smith Toesd Hello, 1 am fine, thanks for asking. How are you?
You pinned a message

Fine.
Please, could you send me Release Notes?
Thanks. w

3 will Smith

Of course. I will send it to you as soon as possible.

2 Roderick Welch
(Y You: Hi Roderick.

« Wil Smith
Of course I wll send t o you as soon s possible:

Thanks. w

You pinned a message

(3 No unread messages 7 Do ¢

Figure 130. Top Bule Bar screen

On the right side of the blue bar there are buttons for executing actions available for the currently
selected conversation.

{9 Call the currently selected user (create a voice conference in case of a group conversation).

[3 select conference ? X

Please select conference:

| & mstant conference v

Please select phone:

\ % softphone (defautt) ‘

Figure 131. Voice Conference screen

B Search for messages from the current conversation.

3 chat - o X

Will Smith

Last seen today at 13:54

Wil Smith chat history
Hello, how are you? &

3 will Smith

Hello, 1 am fine, thanks for asking. How are you?

No matches found

Fine.
Please, could you send me Release Notes?
Thanks 5w

3 Will Smith

Of course. | will send it to you as soon as possible.

« Wil Smith
Of course 1 willsend it to you as soon as possible

Thanks.

[ vou prnec a messoge |

3 No unread messages ©®© 0

Figure 132. Search Mode screen
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. Ask for attention - the user in the current conversation will be notified that you need their
immediate attention. Not available for group conversations.

[ glocom

o Roderick Welch wants your attention.

X

Figure 133. Ask for Attention screen

. Create a meeting with all chat participants.

[3 glocom

o Are you sure you want to start a meeting ?

%

Figure 134. Create a Meeting screen

. Add more users into currently selected conversation.

. m Open the chat info.

3 No urvead messages

Of course. vl send it o you as soon as possible.

[E chat

Will Smith
Last seen today at 13:54

Support

will Smith left the group
Will Smith

You pinned a message

2 Roderick Welch
. You: Hi Roderick.

(3 No unread messages

‘Will Smith
Of course. { will send it to.

~

Thanks. 1155 W

You pinned a
message

e 1 © @

Figure 135. Add Users into an Existing Conversation screen

Will Smith

Participants (2)

a Brittany Chavez (You)
3 Will Smith

Delete conversation

Figure 136. Open Chat Info screen

When adding users into the currently selected conversation you can filter users list by searching for a
user’s name or extension. You can also filter by department, or even add a whole department into the

conversation. Added participants cannot read previous messages in the conversation.

To collapse the users list and show a list of departments click on the name of the currently expanded
department. To select all users from the currently expanded department, click on the checkbox next to

the department name.
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2.9.4.1. Chat Info

2.9.4.1.1. Single chat conversations

Info drawer shows all participants within the selected conversation. Furthermore, it allows users to
add more participants to the selected conversation by clicking on the + sign located on the right of the
Participants label. This way, the user can easily create a group chat conversation from a single chat
conversation. Additionally, by hovering over each participant, the user can see information about their
presence and available actions.

While hovering over a participant, the following action is available:
. (all the hovered participant.

3 chat — [u] X

Will Smith L a o @ ol

Last seen today at 13:54

Of course. | will send it to
You pnned on un 07 & 9 x
Support Will Smith
Will Smith left the group
Participants (2)
=% Will Smith
You pinned a message Q Brittany Chavez (You)
) Roderick Welch 3\ will smith
. You: Hi Roderick.
> Will Smith
Of course. { will send it to.
Thanks. nss w
[ No unread messages pemessage [ © @ Delete conversation

Figure 137. Chat Info screen

[& The Show Files icon at the top of the Info drawer shows all shared files within the selected
conversation.

Delete conversation  The Delete conversation button at the bottom of the Info drawer allows the user to
delete the selected conversation.

2.9.4.1.2. Group chat conversations

Info drawer shows the group name, all participants of the selected group conversation, and the group
administrator. As a group administrator, the user can change the group name, remove participants
from the group, and select a new group administrator.

To change a group name, the user needs to click on the group’s current name, type in a new name, and
press the enter on their keyboard.

Furthermore, the user can add new participants to the selected conversation or filter participants of
the conversation. Additionally, by hovering over each participant, the user can see information about
their presence and available actions.

While hovering over a participant, the following actions are available:

* . Call the hovered participant.
* © Open the single chat conversation with the hovered participant.

* X Remove the hovered participant.
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Nadine Brett Toda
File message © Chat Admi
" Ronald Krause von EED
2 7
pppppp ipants (2)
Joh
v | @ e
e B oo
Of course. Iwilsend it toyou assoon aspossble. s~ ¥
() No unread messages Yoe message Do g Mute Leave

Figure 138. Chat Info for a Group Chat screen

[& The Show Files icon at the top of the Info drawer shows all shared files within the selected
conversation.

Mute To mute the selected conversation, click on the Mute button at the bottom of the Info drawer.

However, to leave the selected conversation, click on the Leave button at the bottom of the Info
drawer. The popup message will show up, asking the user to select what they would like to do.

The user can select one of the following options:
Leave It will leave the group and keep the chat history.

Leave & Delete It will leave the group and delete all chat history.

Cancel It will cancel the leaving process.

Finally, as a group administrator, the user can select a new group administrator by clicking the
Transfer button next to their name and selecting a new one. To confirm the transfer process, the user
needs to click on the Transfer button at the bottom of the Info drawer. As a result, a confirmation
dialog pops up asking for the confirmation.

Clicking the Cancel button at the bottom of the Info drawer will cancel the transfer process.

© Chat

Figure 139. Administrator Transfer screen

If the group chat does not have an administrator, the user can become an

9 administrator by clicking the Assign myself button below the "No admin
assigned" label. As a result, a confirmation dialog pops up asking for the

confirmation.
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@ Chat Admin

Figure 140. No Admin Assigned screen

2.9.4.1.3. Files Overview

You can click on the [4 icon to see all sent and received files inside the conversation.

[ chat - o x
Will Smith L QA @
Last seen yesterday at 13:32 = e
Search i Youpinned
=% Will Smith esterd:
f@ Flemessage Yesterday
Yesterday
R  Release Notes.pdf
Marketing st 9\ 1295K8 [+]
Will Smith: Voice message Wil Smith @13:24
Support
Will Smith left the group 1322
2 Will Smith
) Roderick Welch T/672022 9 e
ot [ 8
Release Note
1295 K
[3 No unread messages Typemessage [ © @

Figure 141. Files Overview screen

You can search for a particular file by its name. Clicking on the file thumbnail or the file name opens
the file if it is available, or offers to download it if the file has not been downloaded yet. File name, file
size, sender and time are shown for each file.

Depending on the file direction (incoming/outgoing) and file status (uploading/uploaded/ready to
download/downloading/downloaded) the button on the right of the file name provides certain actions:
« @) Click to download file.

« i File is already downloaded, click to show the menu and choose from Open, Show in Windows
Explorer for Microsoft Windows (Show in Finder for macOS) and Save As options.

0 Open option opens the file in the default application

0 Show in Windows Explorer | Show in Finder option opens the folder containing the file and
selects the file which is useful for locating the file on the file system.

0 Save As option creates a copy of the file in the desired location with the pre-filled file name.
The file name, by default, will be the same as the file’s name within the gloCOM Desktop
application.

« P show progress of currently uploaded/downloaded file.

. @ Click to cancel current uploading/downloading. Visible when you hover the progress circle.
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2.9.5. Options (3 Dots) Menu

The menu contains the following options:

* Create Group
Close All Chats
Show Closed Chats

Legacy Chat History
* Re-sync the entire chat history

* Options

C chat - o x

2
Create Group T TR
Marketing Close All Chats e, e,
e T Show Closed Chats e i you e m s e »
ks, .
Legacy Chat History
a Nadine Brett Re-sync the entire chat history
File message as soon as possible. 55
Tiere they are
Release_Notespf |
Py
3 No unread messages 7 . Do g ‘

Figure 142. Options (3 Dots) Menu screen

Create Group Chat option is used for creating group conversations (as the group creator, you are
automatically the group administrator). Two types of groups are available. The first type of groups are
ordinary groups, meaning that the chat history will not be available to newly added participants. The
second type of groups are groups with visible chat history, meaning that the full chat history will be
available to newly added participants.

To create a group with visible chat history, check the option Allow full history visibility.

« B3 -Indicates that the chat history is visible to newly added participants.

& chat - o x

Marketing

9 participants

Create group X

H The cht istory wil e avaysvisble to ewly added partcpants H

Marketing Vond. | Allow full history visibiity ()|
You: You added Whitnay Walto.
Monday
Kelvin Hoffman Monda, All Departments v
§5 Hello on-Paul. Please, could yo VWGW”!;MD
@ Albert Redman
I Regina Perry Manday Hello everyone, how
L R eyt [ Y
a Clark Owen
{;’* Frances Dennis
E; Hector Mend
L e
as s00n as possible. #28 1gnatio Summers
"
You added Whitney
Walton into the group Jessica Shelton
. Create

Figure 143. Create Group screen

The group name may or may not be provided during the group creation. If the user does not provide a
group name, the group name will be just Group.
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However, the user can change the group name at any time after creating the group by clicking on the
group name.

Filtering and selecting contacts are the same as described in the conference section. The user can filter
contacts by name, extension number, and department. Created groups are permanent, meaning the
user will remain a group member after closing the application.

It is possible to have multiple groups with the same participants and the same or different names. For
example, you could create Sales Reports and New Release groups. Both groups can have the same
participants, and the user can use them for various topics, so unrelated matters are not mixed up in a
single conversation.

o Group chat can be created from one-on-one conversations and conference
calls.
CH Sales Sale:
‘-m You created group Sales -
@ Marketing Mond
©) Chat Admin
&> Eelvm Hoffman Mond a
e i ello Jon-Paul. Please, could yo. ? Jon-Paul Witt (You)
{f) Regina Perry Mond Participants (2)
J You: Hi Regina, how are you?
e @ Albert Redman
@, Ronald Krause
3 No unrea d messa ges Do o M L

Figure 144. Group Info screen

Close All Chats option is used to close all your conversations easily without having to close each one
manually.

Show Closed Chats option is used to see all of your closed conversations so you can find them and
move them back to active.

Legacy Chat History option is used to show chat history from previous versions so you would not lose
all of the messages you had in your chat history prior to the update to gloCOM version 6.0. This chat
history is kept only for those purposes since old chat messages cannot be migrated to the new chat.

Re-sync the entire chat history option is used to manually re-sync the entire chat history. This option
should be used only in case of chat history corruption.

Options option is used to quickly navigate to Chat section in the Preferences window.
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2.9.6. Mention participants in group chat conversations

The mention as a feature represents a good way to get someone’s attention within the group
conversation. It allows the user to mention one or more participants and provide the context of their
mentioning within the message. The mentioned participants will receive a notification even in the
group conversations they have currently muted.

Sales

l| Ronald Krause

Mentioned you

Figure 145. Mention Notification screen

To mention a participant, the user needs to enter the @ sign followed by the name of the desired
participant. Immediately after entering the @ sign, the list of the participants who can be mentioned
will be displayed above the input field.

o Only participants from the group chat conversation can be mentioned.

Marketing
You: You added Whitney Walto.
You
Kelvin Hoffman "
Hello everyone, how i
@ Hello Jon-Paul. Please, could yo.
xe
- @Regina Perry please, could you send me
»w) Regina Perry # Release Notes? Thank you.
ho You: Hi Regin, how are you?

(3 No unread messages

Figure 146. Input Field - Mentioning Users screen

@Rafi Alford 0o e ‘

Figure 147. Input Field - Mentioned User screen
The user has a few possibilities for selecting participants:

 The first includes scrolling through the list using the up and down arrow keys and selecting the
participant by pressing the Enter (Return) key on their keyboard or using the mouse wheel and
clicking on the participant.

* The second is to continue entering the participant’s name after the @ sign. In that case, the list
above the input field will only display participants whose names match the entry.

Clicking on the mentioned participant within the conversation brings a pop-up menu with the
following options:

» Call

 Chat with

* Contact information
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[E chat — o X

Marketing
9 participants

Marketing Mond
You: You added Whitney Walto,

Kelvin Hoffman Monday
' HelloJon-Paul. Please, could yo

Ao Regina Perry Monday Monday
Y@ You HiRegina, how are you?
You created group Marketing
Hello everyone, how are you? 1ot &

@Regina Perry-=t e o
Release Notes?[|  Call 1176
Chat with
Eeaepssl Contact information
Of course @Jon-PeEFHEE ISR you
so0n as possible. s

You added Whitney Waiton Into the group

3 No unread messages Typ

Do g

Figure 148. Additional Options screen

2.9.7. Search and Chat History

The Search field on the top left of the chat window, right below the blue bar, has multiple purposes:

* Start a new conversation or open an existing conversation by searching for a user’s name, a user’s
extension or a group name, and click on the desired item in the list.

 Chat history

[E chat — =] X

@ Will Smith
Last seen less than a minute ago

Of course. I will send it to you as soon as possible.
- x
] L
Tuesday, June 07, 2022
Contacts & Chats
Hello, how are you? 10
i 722
@ LN'” ,SHT:h @ Will Smith
fou pinned a message
E 3 Hello, | am fine, thanks for asking. Haw are you?
Messages
Fine.
i Please, could you send me Release Notes?
Will Smith Thanks 13 W
Of course. 1wl send it to you a.
@ Wil Smith
Of course. | will send it to you as soon as possible. 115
< Wil Smith
Of course. | will send it to you as soon as possible.
Thanks 1iss
You pinned a message
[ No unread messages Typ ge me 9

Figure 149. Use Search to find Users screen

[E chat =] X
@ Will Smith
Last seen 1 minute ago
Of course. | will send it to you as soon as possible. »
< will o
Tuesday, June 07, 2022
Contacts & Chats
Hello, how are you? 10 @
il /6202
@ LN'” ,SHT:h @ Will Smith
fou pinned a message
B 3 Hello, | am fine, thanks for asking. How areyou? 1111
Messages
Fine.
i Please, could you send me Release Notes?
Will Smith Thanks 13 W
of course. fwil]send it to you a.
9 Wil Smith
Of course. [will send it o you as soon as possible. 1155
o Will Smith
Of course. | will send it to you as soon as possible.
Thanks 1iss
You pinned a message
(3 No unread messages Typ ge me 9

Figure 150. Use Search to find Messages screen
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Unlike the versions prior to gloCOM 6.0 chat history is now integrated into the chat window so you
don’t have to open another window to search for a message. When you type in a term in the search
field, the application is going to find all users or existing conversations that match the term, and also
find all messages that match the term. Users and existing conversations are positioned on the top,
followed by all messages that match the term, sorted from the most recent one to the oldest one.

If you click on any item in the Contacts & Chats section, the application is going to open the selected
conversation and clear the search field.

On the other hand, if you click on an item in the Messages section, the application is going to open the
conversation, focus the desired message and load a few messages around it to give you the context of
the conversation at that point. From there, you can scroll up/down to load older/newer messages,
where every occurrence of the searched term is going to be highlighted. Once you have found what
you were looking for, you can delete the term in the search field to exit the search mode or click on the
4= button on the left side of the search field. This enables you to search your entire chat history
without ever leaving the chat window. If you type in more than one word in the search field, the
application is going to find all messages that contain both of those words in any order.

For example, searching for Hello Bob Matches all of these:

* Hello, how are you Bob?

Bob? Hello? Are you there?

Hello Bob, do you have a few minutes?

hello Bob, how are you?

[E chat - o X

Will Smith L Q A

Last seen 1 minute ago

Of course. | will send it to you as soon as possible.
You pinned on Jun 07

o]

Contacts & Chats

Tuesday, June 07, 2022

Hello, how are you? 10

=% Will Smith /62022
. 2 Will Smith
T 2

Hello, | am fine, thanks for asking. How are you?

Messages
Fine.

in
Please, could you send me Release Notes?

=% Wil smith e Thanks 3w
Of course. 1 will sand it to you a
9\ Wil Smith
Of course. {willsend it to you as soon as possible. 1<
- Will Smith

Of course. I will send it to you as soon as possible.

Thanks. 1155

(3 No unread messages Typ g Do g

Figure 151. Searched Term is Highlighted screen

But maybe you just wanted to find the last two messages, where words Hello and Bob are right next to
each other and in the right order (where the word Hello comes before Bob). In that case you have to
put quotation marks around the term.

For example, search for: "Hello Bob" Matches just these:

 Hello Bob, do you have a few minutes?

* hello Bob, how are you?

As you can see in the examples above search in the chat window is case insensitive.
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2.9.8. Conversations List

On the left side of the chat window, right below the search field, there is a list of all your conversations
sorted by their most recent activity. These conversations are persistent, meaning that they will appear
in the chat window even after you restart the application. To remove the conversation permanently
you have to delete the conversation which can be done from the info drawer. In case you just want to
close the conversation you can hover the conversation and press the x icon that appears in the top
right corner of the conversation. This way you can keep visible only those conversations you are
interested in currently.

If you want to close all of your conversations you can do so by clicking on the Close All Chats option
from the global dots menu in the chat window. Any activity in the closed conversation will move it
back to active (any new messages, new participants added etc.) so you never miss the latest messages
and events. You can find any of your closed conversations by searching for them in the chat window.

You can also have an overview of all closed conversations by clicking on the Show Closed Chats option
from the global dots menu in the chat window. From there you can move any conversation to active
just by clicking on it, or you can move multiple conversations to active without leaving this mode by
clicking on the © icon that appears on hover in the top right corner. Click on the Back to active chats
label to return to your active conversation list.

Will Smith

Last seen 25 minutes ago

Searc 3 | YoupimedonJun 07
Support
Hello, h 2
@ Will Smith left the group. LT

9’ Will Smith

= Will Smith Hello, | am fine, thanks for asking. How are you?
You pinned a message
Fine.
) Roderick Welch a2 Pleas
Thanl

() You: Hi Roderick.

3‘ Wil Smith

Of course. | will send it to you as soon as possible.

uld you send me Release Notes?

< Will Smith
Of course 1 willsend it to you as soon s possible

Thanks.

[ No unread messages © @,

Figure 152. Conversation List screen

Conversation with a user which has been deleted from PBXware will be marked with a prefix (
Deleted). You can no longer send messages to this conversation, but it is still useful because of the chat
history and all existing messages with that user before deletion.

3 chat - o X

Will Smith
Last seen 29 minutes ago

E Support
Hello, h 2
@ Will Smith left the group LT

9’ Will Smith

= Will Smith Hello, | am fine, thanks for asking. How are you?
You pinned a message
Fine.
2
2 Roderick Welch - Please, could you send me Release Notes
Thanks w
o You HiRoderick

3 Wil Smith

Of course. | will send it to you as soon as possible.

« Wil Smith
Of course 1 willsend it to you as soon as possible

Thanks.

3 No unread messages

© ¢

Figure 153. Hover Options screen
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When you hover a session, besides the x icon there is a dots icon in the top left corner of the
conversation. Clicking on this icon opens up a menu containing the following options:
» Search
e Call
Pin Chat
Mark as Read/Unread

* Mute (only for group conversations)

Close All Except This Conversation

[E chat — [u] X

Will Smith

Last seen 34 minutes ago

Of course. | will send it to you as sot
: Youpinnedonun 07

Hello, how are you? 10 &

9\ Will Smith

Hello, | am fine, thanks for asking. How are you?

wersation Fine.
Please, could you send me Release Notes?
Thanks 112

9 Will Smith

Of course. | will send it to you as soon as possible.

o Will Smith
Of course. | will send it to you as soon as possible.

Thanks 1155

[ No unread messages Type message Do 8

Figure 154. Options (3 Dots) Menu

Also, right-clicking on the chat conversation in the conversations list brings up a context menu with
these options.

Search option Allows you to search for messages from that conversation. This is useful
to search only for messages from a specific user unlike global search
which searches for messages from all conversations. There are two
ways to get out of this mode: by clicking on the Back icon 4= located
on the left side of the search field, or by pressing the ESC key.

Call option Allows you to call the user or to create a conference call in case of a
group chat.
Pin Chat Allows you to pin the most used conversations on the top of the

conversation list. The last pinned conversation is always on the top of
the conversation list. You can unpin the conversation in the same way
as pin, and also by clicking on the pin icon « that appears if a
conversation is pinned. The user can rearrange pinned conversations
according to their needs by using the drag and drop options. This
allows them to define priority for pinned conversations.
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Mark as Read/Unread  Allows the user to explicitly mark the conversation as Read/Unread. If
they mark the conversation as Unread, the Unread indicator will show
up for that conversation. It informs the user to look at this conversation
again and take some actions if needed. Any action inside the chat
conversation with the unread status will remove the Unread indicator.
Also, opening the conversation or explicitly marking it as read will
remove the indicator.

Mute option Is used if you want to stop receiving notifications for a group chat
maybe because there are too many messages exchanged and it distracts
you. You can unmute group chat in the same way as mute, and also by
clicking on the speaker icon "= that appears if a conversation is muted.
You can also Mute/Unmute a conversation from the Chat Info screen.

Close All Except This Conversation option allows you to close all conversation except
this one. This is useful if you have only one conversation you are
currently engaged in, so you want to hide all others so they don’t
distract you.

For each 1 on 1 conversation in the list you can see:

» User’s avatar with his status icon

* User’s name

» Last message in the conversation

* Time of the last message in the conversation

* Number of unread messages (if any)

For each group conversation in the list you can see:
* Group chat icon
* Group name
» Last message in the conversation
* Time of the last message in the conversation
» Number of unread messages (if any)

While in search mode conversations list will change its items according to the searched term which is
explained in the Search and Chat History section.
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2.9.9. Unread Messages Indicator

At the bottom left of the chat window there is an unread messages indicator to inform the user if there
are currently any unread messages. This is useful in cases where you’ve scrolled down and you don’t
see your most recent conversations, or if you are in search mode.

[E chat — =] X

Will Smith

Last seen less than a minute ago

Of course. | will send it to you as soon as possible.
t YoupinnedenJun 07

Fine Tuesday, June 07, 2022
Please, could you send me Release Notes?

Marketing 1052 Thanks 13 W
Will Smith: Voice message (]
9 Will Smith
- N Of course. | will send it to you as soon as possible. 155
=% Will Smith 52 & L=
Voice message
< Wil Smith
Of course. will send it to you as soon as possible:
Support Yesterda, Thanks e
Will Smith left the group
You pinned a message
) Roderick Welch N
oday
) You: Hi Roderick.
9 Will Smith
C M .
Ol B e S L
I [mEEIRY)

Figure 155. Messages Indicator screen

If there are any unread messages the label and the icon are emphasized in blue colour to draw the
user’s attention.

B You have unread messages

Figure 156. Unread Messages screen

Click on a label to open up a menu showing a list of all conversations with unread messages indicating
the number of unread messages in the parenthesis. Also, there is an option to mark all messages as
read.

M You have unread messages
_ Mew Release (1)

Matt Ferguson (2}
Roderick Welch (2)

Mark all as read

Figure 157. Unread Messages Menu screen

Marking all messages as read will effectively send seen to all those conversations even though you
haven’t read those messages yet. Clicking on any other option besides Mark all as read opens the
selected conversation. This can be used as a quicker way to find conversations with unread messages
instead of looking for them in the conversations list.

If there are no unread messages, the label is not emphasized and serves only as an indicator, without
any functionality.

[ No unread messages

Figure 158. No Unread Messages screen
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2.9.10. Messages View

Will Smith

Last seen 37 minutes ago

Marketing HAL hesw et yens? w
Will smith: Voice message

g‘ will Smith
é .: Will Smith Hello, | am fine, thanks for asking. How are you?

Voice message
Fine.
Please, could you send me Release Notes?

g Thanks w

Will Smith left the group
Will Smith

Of course. | will send to0 you as soon as possible.

@
2 Roderick Welch 760z
@ You Hi Roderick
o Will Smith
Of course. 1 witlend i o you as oo as passile

Thanks 55w

T3 No unread messages T ) Do o

Figure 159. Messages View screen
On the right side of the chat window you can see the messages of the currently selected conversation.

In case there are no unread messages in the conversation, the application will load last 20 messages
and place the scrollbar on the bottom. If you want to load older messages, you just scroll up until you
reach the top. This way you can scroll all the way to the beginning of the conversation.

In case there are unread messages in the conversation, the application will load all unread messages
plus 20 additional older messages. The scrollbar will be positioned on the first unread message with
the ( newwmessoes ) indicator so you know where should you continue reading the messages.

o The keyboard’s up and down arrow keys can be used for scrolling messages
through chat/SMS conversations.

The typing indicator is presented above the input field of the message window and within the
conversation list so you can see when somebody is typing to you. In the case of a group conversation, if
more than one participant is typing at the same time, the typing message will take the form N
participants are typing where N is the number of typing participants.

While scrolling up in the currently selected conversation, a scroll indicator appears in the bottom
right corner of the messages view so you can easily move to the end of the conversation. If you receive
a new message while searching/viewing the older messages, the scroll indicator will show the number
of messages received. Clicking on the scroll indicator @ will take you to the first received message.

While you are inside of the group conversation, left-click on the participant’s name or avatar inside the
messages window will show a popup menu with three options:

Call Call the participant directly
Chat with Start a one to one conversation with the participant

Contact information Show the contact information
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[E chat

Marketing

Wil Smith: Voice message
Will Smith

Voice message

Support esterday Tuesday, June 07, 2022
wlsmnet e groce [ vou crstad group Support |
¥ Roderick Welch o2z Hello everyone 28w

@ Your Hi Roderick ~

Call
Chat with

Contact information

lesterday

{3 No unread messages

age

Do g

Figure 160. Additional Options in Group Conversation screen

2.9.10.1. Message Reactions

As the picture shows, every outgoing/incoming message has a reaction button on the left/right side of
the message that allows users to react to a message.

Sales
Nadine Brett. Of couurse,  wills.
Nadine Brett
Flle message
oday
You created group Sales
Hello, how are you? w

Please, could somebody send me the RN for
© | thissprin?
Thanks. w

Figure 161. Reaction Button screen

Hovering over it brings up a pop-up window containing a list of reactions that can be used to react to a
message. After selecting one of the reactions, the same will be displayed next to the message instead of
the reaction button, along with the last reaction (if any) and the total reaction count.

0 The selected reaction will be highlighted within the reactions pop-up..

Sales
Nadine Brett: Of couurse, | wills.

@ Nadine Brett
File message

oday
You created group Sales
Hello, how are you? 2

Please, could somebody send me the RN for
this sprint?
Thanks. o

Figure 162. Reactions screen
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o The user will receive a notification for every outgoing message when
somebody reacts to it.

Sales
'l Nadine Brett

Reacted & to your

Figure 163. Reaction pop-up message screen

If a user has already reacted to a message, re-opening the reactions pop-up will present their reaction
as selected. Clicking on the same reaction will remove it, and clicking on a different one will change it.

o Reactions are available only for group conversations.

Besides the information about the delivery and seen status, the message Info contains information
about reactions (if any).

oK

A
Figure 164. Reactions within Info Message screen

2.9.10.2. Message States

For outgoing messages there is an indicator explaining the current state of the message:

© Sending The message is on its way to the server.

~ Sent The message is sent and has reached the server.
“ Delivered The message is delivered to the other user(s).

“ Seen The message has been read by the other user(s).
Faied! Failed The message could not reach the server.

2.9.10.3. Text Selection and Context Menu

You can select text inside of messages by pressing and dragging your mouse across the messages area.
Click anywhere on the messages area to unselect all messages.

While there is any selected text in the messages area, right clicking brings a context menu with the
Copy option to copy all selected messages in the clipboard. You could also press CTRL+C on Windows,
or Command(38)+C on macOS to copy all selected messages in the clipboard.
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If you right click inside a message bubble (gray or blue rectangle) while there is no selected text, a

context menu appears with the Reply, Copy, Show plain text, Forward, Pin, Info (only for groups) and
Delete options.

[E chat — =] X

Will Smith
Last seen today at 10:54

Of course. | will send it to you as soon as possible.
? Youpinnedenun 07

Tuesday, June 07, 2022

@ Marketing e Hello, how are you? 10
will smith: Voice message
9 Wil Smith
9 Will Smith Hello, | am Reply are you?
Voice message Copy
:“”E Show plain text hores?
@ Support vested, T:::E’E Forward ot e
Will Smith left the group Pin
9 Wil Smith Delete
). Roderick Welch ez Of course. I Will send /16 you a8 soon as possible.

You: Hi Roderick.
{ ]

o Will Smith
Ofcourse il end t oy s so0m as s
Thanks o
You pinned a message °
=1 Na uwead messages Type message [mECIR]

Figure 165. Context Menu screen

Reply This option allows the user to reply to a specific message. To reply to a message, hover
over it, and click on the reply button, or right-click on the message, and from the drop-
down menu, select the Reply option. As a result, the message that the user wants to reply
to will appear above the input field. Clicking on the replied message inside the chat will
take the user to the original message.

[E chat

Will Smith
Last seen today at 10:54

Of course. | will send it to you as soon as possible. »
? Youpinnedenun 07
Hello, hiow are you? 0 %7
Marketing 052 9 Wil Smith
will smith: Voice message Hl_ Reply R
Copy
. Show plain text
'~ Yk . ool R
Voice message i L
Delete
Support Vesterds 9 Ll
Will Smithlef the group Of course. | willsend it 1o you as soon as possible.
« Will Smith
) Roderick Welch Ofcourse. I wil send i 0 you 0 s00n s possitie:
You: Hi Roderick.
{ ] Thanks 1iss
You pinned a message. °
<plying 1o messoge - excape 1o cancel or enter to send
Wil Smith «
Of course. | will send it to you as s00n a5 possible.
=1 Na uwead messages Type message [mECIR]

Figure 166. Reply Message screen

Copy This option is used to copy all message content to the clipboard.

Show plain text  This option is used to disable all message formatting (links, emojis etc.), to see
the original message source. If you right-click on the message again after
you’'ve pressed the Show plain text option, there is a Show rich text option to
revert it and to see the formatted message with links and emojis.
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Forward

This option is used to forward messages and files from one conversation to another. You can
forward the message or file up to 10 conversations at once.

Figure 167. Forward Message screen

Pin/Unpin  These options are used to pin/unpin an important message or file message to the top
of the conversation window. Anyone can pin/unpin the message inside the
conversation. You can pin one message at the same time. By clicking on the pinned
message, will redirect you to that message inside the conversation.

Will Smith L aaAES O

Last seen today at 10:54

Of course. | will send it to you a
3 | You pimedonun 07
Tuesday, June 07, 2022
Marketin 1052
9 T i am e o~
Will Smith: Voice message
9\ Will Smith
™y Wil Smith > Hello, | am fine, thanks for asking. How are you?
Vice message
Fine.
SuEEE o Please, could you send me Release Notes?
PP . Thanks. s
Wil Smith left the group
9\ Will Smith
) Roderick Welch P Of course. I will send ittoyou assoon as . Reply
@ Your Hi Roderick Copy
< Wil Smith Show plain text
Of course: | will send it to you as soon as possib Forward
Thanks
Delete
[ No unread messages Type messac e g

Figure 168. Pin Message screen

Info  Allows the user to see the information about the delivery and seen status of a single
message within a group chat conversation.

After a certain period of time, information about the seen/delivered status will
o automatically clear from the server, and the following message will be

displayed within the info message dialog: "Seen and delivered information is

automatically cleared and may not be available after certain period of time."
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) Message Info

Will Smith
Voice message

,{; Brittany Chavez
Today, 1639

Figure 169. Message Info screen

Allows users to delete text and file messages. To delete the desired message, users can

Delete
just right-click on it and from the drop-down menu, select Delete Message.

Will Smith ], Q ( N0
Last seen today at 10:54 > 2 ‘; E & 4

Of course. | will send it to you as soon as possible. .
You pinned on Jun 07

. . Fine
Marketing g Please, could you send me Release Notes?
Will Smith: Voice message Thanks D
Wil Smith = 9 s
Voice message Of course. | will send it Reply
Copy
o Will Smith Show plain text
Support esterd Of course | will send. Farsand
Will Smith left the group
Thanks. Pin DD

P Roderick Welch

ﬁ' You: Hi Roderick.
® Today

@

(O R i A s L)

Do

[ No unread messages

Figure 170. Delete Message screen

After selecting the Delete option, the confirmation dialog will show up with two options for outgoing
messages:

* Delete for myself with the following sub-content: This message will be deleted only for you. Other
chat members will still be able to see it. Are you sure you want to proceed?

* Delete for everyone with the following sub-content: This message will be deleted for all
participants. Are you sure you want to proceed?

T Delete Message

O Delete for myself
This message will be deleted only for you. Other chat members will still
be able to see it. Are you sure you want to proceed?

QO Delete for everyone
This message will be deleted for all participants. Are you sure you want
to proceed?

Cancel  Delete

Figure 171. Delete Message Dialog for Outgoing Messages screen
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And for incoming messages, there is only one option:

* Delete for myself with the following sub-content: This message will be deleted only for you. Other
chat members will still be able to see it. Are you sure you want to proceed?

T Delete Message

O Delete for myself

‘This message will be deleted only for you. Other chat members will stil
be able to see it. Are you sure you want to proceed

Cancel  Delete

Figure 172. Delete Message Dialog for Incoming Messages screen

In addition to the options mentioned above, the confirmation dialog contains the Delete and Cancel
buttons.

After deleting the message, the Message deleted indicator shows up.

2.9.10.4. File Message

Besides regular text messages, you can use the chat in gloCOM to share files.

REASONS @,
-

®
TO CHOOSE ]
BICOM SYSTEMS 0‘%

L]

N

e 0,8
W

bicom

900

5-Reasons-to-Choose-Bicom-Systems.jpg
TIS6 KB

° 0314

Figure 173. File Messages screen

For image and video files there is a thumbnail which is automatically downloaded. Under the
thumbnail there is information about the file name and the file size. At the bottom of the file message
there is an icon used to open, download, show upload/download progress or retry file
upload/download depending on the file status. This is explained in detail in the Files Overview section.
Also, at the top right of the file message there is a 3 dots icon. Clicking on the icon opens a menu with
options to download, open, locate the file on the file system or to create a copy of the file.

Reply
Copy

e Show plain text

Forward
Pin
Delete

Figure 174. File Messages Options screen
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2.9.10.4.1. Clipboard

gloCOM Desktop supports clipboard functionality for images and files. It means that the clipboard now
can be used for copying/pasting images from the external app (such as image viewer, browsers, etc.) or
copying/pasting images and files from the File Explorer (Finder on macOS) directly into the chat
session. With this at their disposal, users are no longer limited to just using an image/file picker and
drag&drop feature for sending images and files.

While using clipboard functionality for sending images and files, instead of sending them immediately
after pasting into the chat, the application creates an attachment list that includes thumbnails within
the selected chat session. Clicking on the thumbnail opens the file in the proper viewer app (image
viewer for the pictures, the default video player for videos, etc.). This way, users have the opportunity
to double-check selected files and images before sending.

Figure 175. Attachment List screen
Adding files to the attachment list while using the clipboard can be done in two ways:

* Using CTRL(cmd on macOS) + C/V for copying/pasting files or
» Using the mouse right-clicking to copy/paste files.

o Every image sent using the clipboard will be saved into the gloCOM downloads
directory.

Furthermore, hovering over the file inside the attachment list displays a blue circle with the white dash
at the thumbnail’s upper right corner. Click on it to discard the file from the list. Discarding all files
from the list can be done by clicking the x button in the upper right corner of the attachment list.

While the attachment list is active and the user selects files using a file picker or drags them into the
chat, they will be attached to the attachment list. Otherwise, the app will send them immediately.

In addition, while the attachment list is present within the selected chat conversation, the user can
write a text message simultaneously. In that case, the app will send the text message first and then the
attached files one by one.

The maximum number of files attached to the attachment list at once is limited to five (5). Once the
limit is reached, a pop-up message will appear displaying the following: Could not add files since it
would violate the maximum files limit! (Max. count of all attachments: 5).

For larger images, the copy operation will take a while. During this time, the application will change
the cursor type to loading, indicating that the file is being copied.

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 97

2.9.11. Input Field

Type message field on the bottom of the chat window is used to send messages to the currently
selected conversation. After typing a message press the Enter (Return) key on your keyboard to send a
message. To type in a new line press Shift+Enter or Ctrl+Enter (Command+Enter for macOS). The
length of the message that can be sent is limited to 10 000 characters.

Type message |-_] @ LQ)
Figure 176. Input Field screen
7 A folder icon allows the user to send files. Clicking on it opens up a dialog where the user can pick

up to 5 files to be sent to the currently selected conversation. Also, the user can send files by dragging
them from Windows Explorer (Finder on macOS) to the messages area within the chat window.

Figure 177. Select Files Dialog screen

(©) An emoji icon allows the user to send emojis. Clicking on it shows an emojis window where the
user can browse through emojis separated into categories. On the bottom of the emojis window is a list
of the most recently used emojis.

D SO0 RG T
T e VYSsSFTENNnE
o T T O T I T
@R s o e
WEadhndeRPH
@ & 0
LMy = @ @ =

Figure 178. Emojis Window screen

& A microphone icon allows the user to record voice messages for up to 2 minutes.

Today

T e e Do

Figure 179. Voice Message screen
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While recording, the user has the ability to use the following options:

Discard voice message It will discard a voice message.

Stop recording voice message It will stop recording. This way, the user can listen to the voice
message before sending or discarding it.

Send voice message It will stop the voice message and send it immediately without
the chance to listen to it.

® © W o ©

Figure 180. Voice Message Recording screen

o While recording is active, sending text and file messages will be disabled until
the user sends or discards the voice message.

Playing voice messages is possible within a chat by pressing the play button. It is possible to go back
and forth through a selected voice message by clicking on the waveform.

o Some chat features that are described above can be enabled/disabled
depending on the server settings.

2.10. SMS/MMS

These features allow the user to send/receive SMS/MMS messages.

Hello, how are you?

+17089070415 ©  Type SMS message

Figure 181. SMS Messages screen

The MMS message is an enhancement to the standard SMS message. The main difference between SMS
and MMS messages is that the user can send multimedia and other files in their messages. It includes
media such as videos, pictures, audio clips, GIFs, and much more. The maximum size of uploaded files
is 500 KB or up to ten (10) files per message. Additionally, MMS allows for up to 1000 characters of text
in a message, which is a lot more than for a standard SMS.
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3 sms. - o X

Brittany Chavez (+17089070429)

Monday, 19 July 2021

Hello, how are you? uan
Brittany Chavez
‘You: MM (1 attachmen. Sent.
-
p—
1:am sending you Release Notes for this sprint. i
sent
+17089070415 fiype SMS message 50

Figure 182. MMS Messages screen

The gloCOM applications allow users to synchronize their SMS conversations and messages across
multiple devices, ensuring they can access their messages from any device they use.

2.10.1. SMS Number

If the user has associated an SMS number with their Extension, they need to open the Personal
Information screen to see it.

Margarita Fox

1131
E-mail: 1131@test.com
Department; None

Status message:  Available

SMS number: +17089070415

Currently logged devices

[ oesktop glocom ve.2.04build.1, builc: 207)

Figure 183. SMS Number - Personal Information screen

To see the SMS number of the contact, right-clicking on contact, and from the drop-down menu, select
the Contact Information.

[ Contact infermation ? %

e

Brittany Chavez
1130

E-mail: 1120@test.com
Department; Nane

Status message:  Available

SMS number: +17089070429

Currently logged devices

[ Deskiop (gloCOM v6.3.0+build. 1, Buils 207)

Figure 184. SMS Number - Contact Information screen
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2.10.1.1. Shared SMS Number

An SMS number can be shared between multiple extensions. In case when the user receives a message
from the number used by multiple extensions, the SMS conversation will be displayed as in the picture.

@ sus

+18644744556

+18644744556
You: Great!

Monday, 07 August 2023

Could you please send me the release
notes? Thank you. 1am

Sent

Great! us3

Sent

+17089070414 Type SMS message sh1s Q)

Figure 185. Shared SMS Number screen
0 All extensions using this number can see all sent/received messages.

Furthermore, click the Multiple users share this number label within the conversation to see who uses
this SMS number.

Figure 186. Multiple Users Share this Number screen

Messages of the other users you share the number with will have a header with
their name and avatar, as in the picture. Your messages will not have this
header.
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B svs

+18644744556

+18644744556
You: Great!

+1roasorosts Type SMs message

Figure 187. Header Above the Message screen

2.10.2. Start SMS Conversation

There are two ways to start an SMS conversation:

The first way is to open the SMS window by clicking on the SMS icon in the toolbar within the main
gloCOM window. The SMS window will appear. Next, enter the name or number of the contact inside
the search field and click the result to start a conversation.

[ gloCOM - Business edition - o X
File Tools Help

}2Y  Margarita Fox bicom
e‘. No nofifications & e

H
22

Brittany
avez smith

T
O
E

o

2

o
B
&)

Albert Thiago
Black Clemons

=

®
>

Ra)
Parkes

e e I8 Y

GLOCOM CONTACTS FAVORITES HISTORY

eeeee

)
|

Figure 188. Start SMS Conversation from Toolbar screen

The second way is right-clicking on the contact, and from the drop-down menu select Send SMS.

[3 gloCOM - Business edition - o x

File Tools Help

Margarita Fox bicom

No notifications

) Call (ext: 1001) frd <
o) Call 035222222 (Home) v.

GLOCORT HISTORY

Figure 189. Start SMS Conversation from Contact List screen
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If the contact has multiple phone numbers, the pop-up window will appear with all their numbers,
and the user will be able to select which number they desire to send an SMS/MMS message.

[= Send sMs ? X
Select phone number:

+447537186896 (SMS Number)

Figure 190. Select Phone Number screen

2.10.3. SMS Notifications

SMS/MMS notifications have the same behavior as chat notifications. When the SMS/MMS message is

received, a notification pops up.

SMS from
Brittany Chavez

Please, come to my office.

Figure 191. SMS Notification screen

SMS from
+18644744556

Of course, | will send it to
you as s s

Figure 192. SMS Notification from the Extension with Shared SMS Number screen

MMS from
Margarita Fox

MMS ( 2 attachment(s) )

Figure 193. MMS Notification screen

o The app will display the number of unread SMS messages within a gloCOM
main window, taskbar, tray icon, and at the bottom of the SMS window.

To turn off the SMS notifications, please navigate to Preferences -> Alerts and uncheck the Notify me

when I receive a new SMS message option.

o SMS notifications are unchecked by default.

G Preferences x

Preferences

(0 Bring application to front when | receive a call

Contacts Inbound Call Alert duration: _5 (3] seconds.

Notifications
Phone

8 Notify me when I receive a phone call

Audio
Video
Meeting

ot
Modules

otity me when | r
oo

Note:

Messaging

Profiles

Presence

Advanced

Figure 194. Alerts screen
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2.10.4. SMS Window

The SMS window is similar to the chat window. At the top left side of the blue bar is displayed an SMS
number of contact the user is currently talking to.

On the right side of the blue bar, there are two options:

Hello, how are you?

s
% Margarita Fox

(2 i ; ° Ser
\, Fine, you? nt

+17089070429 @  Type sMS message

Figure 195. SMS Windows screen

The search field is below the contact’'s SMS number. The user can use it for filtering contacts,
conversations, and searching messages.

Below the search field is a conversation list of all user’s conversations sorted by their most recent
activity.

Next to it is the messages view. Deleting messages can be done by right-clicking on the desired message
and selecting the Delete option from the drop-down menu.

+18644744556
You: Great!

+17089070414 Type SMS message

Figure 196. Delete SMS Message screen

Besides the Delete option, users can copy highlighted text by selecting the Copy option from the drop-
down menu.
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@ sus

+18644744556

+18644744556
You: Great!

Great! 1453

Sent

+17089070414

Figure 197. Copy Option screen
The white rectangle represents outgoing messages, and blue represents incoming messages.

An input field is below the messages view. Click the send SMS icon on the right side of the input field to
send an SMS message. The enter key on the keyboard represents a new line.

Hello, how are you?
(,-2!, Margarita Fox

{, Fine, you? °

+17089070429 © | Type SMS message ‘

Figure 198. Input Field screen

It is not possible to send more than four (4) messages at a time. Also, the character counter appears
above the send SMS icon as soon as you start typing the message.

@ s

Brittany Chavez (+17089070429)

£3) srittany Chavez
fine, you?

[ glocom x

0 You have exceeded the maximum number of messages (4) you can
send.

+imossoroets

Figure 199. SMS Counter screen

A folder icon that is used for sending files can be found next to the Send SMS icon. Clicking the icon

opens up a dialog where the user can select up to ten files to be sent to the currently selected
conversation.
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File name: ~ | |Anfiles ¢pdf %.0gg *png *gif* v

17089070415 Type SMS message D

Figure 200. Selecting Multimedia Files screen
o The user can upload a max of 500 KB of multimedia data.

Additionally, the user can send files by dragging them from Windows Explorer (Finder on macOS) to
the message area inside the SMS window. If the amount of the selected data is larger than 500 KB or if
more than ten (10) files are selected, a pop-up message will appear displaying the following: Maximum

size of attached files for MMS reached. All files that exceed the previously mentioned limits will be
discarded.

Please note that supported MMS files are as follows:
Image Files  jpeg, png, gif

Audio Files MP3, OGG, AMR
Text Files PDF, Vcard, txt

Video Files  mp4

The application will compress images (jpeg and png) before sending, which gives the user the ability to
send images larger than 500 KB. The application will preserve the quality as much as possible and
adjust the resolution as needed.

If a file is selected, an SMS message becomes an MMS message, which can be seen above the Send
SMS/MMS icon as the counter of the remaining kilobytes is displayed instead of the character counter.

%' Margarita Fox
£

Release Nt

Figure 201. Thumbnail and Kilobytes Counter screen
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After selecting the files, a thumbnail with the file name for each selected file will be displayed above
the text area within the input field. Also, it is possible to remove selected files from the MMS message
by hovering over them and selecting the blue circle with a white dash at the top right corner of the
thumbnail.

o The gloCOM will automatically download all files smaller than 500 KB. If the
file is not downloaded for any reason, the user can click on it to download it.

The associated SMS number (or the alert icon) is displayed at the bottom left side of the SMS window.
What will be displayed depends on whether the SMS option is enabled or not.

If the user has associated an SMS number with their Extension, the SMS number will appear. It means
that they can send/receive SMS/MMS messages. Click on it to copy it to the clipboard.

£ Brittany Chavez
e T °
£ will smith

9 i °

Will Smith (1)
Brittany Chavez (1)

Mark all messages as read

Figure 202. SMS Number and Unread SMS Messages Indicator screen

Next to it is an unread SMS messages indicator. It informs the user if there are currently unread SMS
messages. It has the same behavior as the unread messages indicator within the chat window.

If there are unread messages, the red circle will appear with the number of the missed SMS messages
inside it to draw the user’s attention.

Click on it to open up a menu showing a list of all conversations with unread messages indicating the
number of unread messages in the parenthesis. Also, there is an option to mark all messages as read.

Marking all messages as read will effectively treat all messages as read and remove the unread count
indicator even though you have not read them yet. Clicking on any other option besides Mark all as
read opens the selected conversation. It can be used as a quicker way to find conversations with
unread messages instead of looking for them in the conversations list. If there are no unread messages,
the red circle will not appear.

If the SMS number is not associated with the user Extension, the alert icon will appear instead of the
SMS number with the message, No SMS number assigned. It means that the SMS/MMS messages
cannot be sent or received.

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 107

[Esms - [u] X

‘chr account does not have associated SMS number, you cannot send SMS. For more i ion please contact your Admini

/A No SMS number assigned

Figure 203. SMS Alert Indicator screen

2.10.5. SMS Message States

The SMS/MMS message has only three states:
* Sending
 Sent (It does not mean that the message is delivered.)

 Failed (When the SMS/MMS message is in this state, click the Retry option to send it again.)

Hello!
& sitany Chover “
Yous i
@\ wil s ° - .
3 Feiled
ssssssssssssssssss

Figure 204. SMS Message States screen

2.10.6. Enable/Disable SMS messaging on Desktop

By default, SMS/MMS messaging is enabled within the gloCOM Desktop application. The user can
disable it if they do not want to use the gloCOM Desktop application for SMS/MMS messaging.

To disable SMS/MMS messaging, please navigate to the Preferences -> Messaging and uncheck the
Enable the SMS messaging on Desktop option. Unchecking this option will disable sending/receiving
SMS/MMS messages through the gloCOM Desktop application, but users can still send/receive
SMS/MMS messages through the gloCOM GO application.
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@ Preences

Preferences

Messaging settings
General

Save received files to;
Contacts £3gloCOM-Downloads
Font

Phone

Segoe Ul Semilight, 14
Audio Change font
Set default font
Video

Chat

Meeting 4 Auto-download chat media files smaller than 500KB

SMs.

Modules

Alerts

Profiles

Presence

Advanced

oK Cancel

Figure 205. Enable/Disable SMS messaging on Desktop screen

o Enabling/Disabling SMS messaging on Desktop can only be done when the
PBXware version is older than the PBXware 7.

2.10.7. Export old SMS History

To export an old SMS history, please navigate to Preferences -> Messaging and click the Export old
SMS history button.

@ Preferences

Preferences

Messaging settings
General oo serting

Save received files to;
Contacts £ gloCOM-Downloads
Font

Phone
Segoe Ul Semilight, 14

. Change font
Audio Epasil
Set default font
Video
Chat
Meeting [ Auto-download chat media files smaller than S00KB.

SMs.

Export old SMS history

Modules
Alerts
Profiles
Presence

Advanced

oK Cancel

Figure 206. Export old SMS History screen

o The Export old SMS history button will be displayed only when the old SMS
history exists.

After clicking the button, a file picker will show up, allowing the selection of the desired location for
exporting an old SMS history. All old SMS conversations will be exported as individual files within the
new SMS folder created by the application. In the case of MMS messages, the application saves existing
files within the SMS folder.
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2.11. Presence

gloCOM brings a unified presence that is synced across all of your devices (Desktop, Mobile and WeDb).
For a currently online user you can see if they are connected via Desktop, via Mobile, via Web or even
all three. For users who are not currently connected, you can see when was their last activity, in order
to have a better understanding of their availability.

For example, if you see that the user was last seen a few minutes ago, you might assume they will
probably be able to respond to your calls/messages. On the other hand, if a user has not been seen for a
few days, it might indicate they have limited availability and are out of office. User’s presence and
availability are represented by the icon visible in the bottom right of their avatar.

Details about a user’s presence are shown in a tooltip after hovering over them in both grid and list
view. The tooltip contains information such as: the device that the user is connected with, their last
activity, their status message and their phone status (idle, on call, do not disturb etc.).

(B g10COM - Business edition

File Tools Help

Ronald Krause bicom
N notifications e o
L ]
B 2 @ .
o joeiog ' s

Regina Hector 1
Perty Mendez Owen

GLOCOM CONTACTS FAVORITES HISTORY

Figure 207. Presence Tooltip screen

Status icon indicator can be any of the following:

@ If there is no icon in the bottom right of the user’s avatar, it means that they are currently online
and available

This icon defines the "Ringing" status of the extensions. It will be displayed when the user is
being called, except when the user is already on a call, in which case the status will be “On Call”.

“;:. The user is currently on a phone call

“;: The user is currently online, and they’ve set their status to Busy

ﬁ; The user is currently online, and they’ve set their status to Do not Disturb
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@ This icon has multiple meanings:

» The user is currently online, and they’ve set their status to Away
» The user is currently connected via Desktop, but they are Away from Desktop

* The user is not currently connected, but they were last active less than N hours, where the N
represents the value that depends on the settings set on the server (For example, 8 hours, 15
minutes, etc.)..

“ﬂ The user was not active in the last N hours, where the N represents the value that depends on
the settings set on the server (For example, 8 hours, 15 minutes, etc.).

Qi bt ic g
‘;} Ronald Krause Licom
o

Figure 208. Ringing Status screen

2.11.1. Status and Status Message

You can choose your own status by clicking on the status icon in the right bottom of your avatar in the
main window, or by clicking on the tray icon.

A menu will pop up and you can choose between:
+ Available

* Busy

* Do not Disturb

* Away

» Any of the statuses defined by the PBXware administrator

¢ Custom status

Figure 209. Status Menu screen
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PBXware administrator can add statuses through PBXware GUI and those will appear as an option in
the menu for all users. For example, an administrator could add Lunch Break status so users can easily
inform others when they are using their lunch break and are not at their desk.

Also, you can set your own custom status, and write any message to describe your current availability.
For example, if you have to attend a meeting, and you are not available to respond to calls or messages,
you could choose Custom status... from the menu, select Busy from the dropdown, and type In a
meeting as a message.

This informs all other users that you are busy and the reason for that is you’re currently attending a
meeting. This allows all users to have a better understanding of each others availability since each user
can type a custom message to describe their current availability.

After you choose any of the statuses, you also have to specify status expiration. This allows you to let
the application revert your status back to Available after a certain period of time. Using the example
mentioned above, you could set your status to Lunch Break with the expiration of 1 hour, so when you
come back to the office you don’t have to remember to change your status back to Available since the
application will automatically do that for you.

[= Personal Status ? X

Status:
@ Busy

Display status for:
1 Hour

127100

Figure 210. Setting Custom Status screen

When setting status expiration you can choose between:
» Today

* 1 hour

* 4 hours
* 8 hours
* 12 hours
» 2 days

* 5days

This week

* Always
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2.11.2. Do not Disturb Status

Setting your status to Do not Disturb (including custom Do not Disturb statuses) disables chat
notifications, conference join notifications and notifications informing you that someone has come
online via Desktop. This allows you to easily remove distractions during an important period of the day
when you need to fully concentrate on the task at hand. Note that this overrides the settings in Alert
section inside of the Preferences window.

File Tools Help

Ronald Krause bicom

No notifications

lmm @ Custom status.
]
f Set Away from Desktop when inactive for ~ »

Jon-pa
Wi @ Phone DND

GLOCOM CONTACTS FAVORITES HISTORY

Figure 211. Do not Disturb Status screen

2.11.3. Away from Desktop

When there is no user activity on your computer for a certain period of time gloCOM can inform other
users that you are away from your desk. This can be configured by clicking on the status icon next to
your avatar in the main window, hovering over the Set away from Desktop when inactive for item and
choosing the desired option.

Regina Hector Clark
Perry Mendez Owen

GLOCOM CONTACTS FAVORITES HISTORY

Figure 212. Setting Away from Desktop screen

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1

113

2.12. Voicemail

e Click oL messaces (@)

Click to save a voicemalil file to the disk.
Click (®) to play the selected voicemail message.
Click tab to show new voicemail messages.

tab to show old voicemail messages.

Click E to move the selected voicemail message to the old messages directory.

Click to place a call to a contact who left a voicemail message.

Voicemail

NEW MESSAGES (1) [SIVIESHC 0}

Caller ‘ Date Duration

Margarita Fox Today @15:02 00:17

Margarita Fox (Today @15:02)

00:15 WMWWWMWPMW 00:17

®

! - Indicates urgens vaicemsil

Figure 213. Voicemail screen

Select a Voicemail message and click to delete it. Please note, voicemail delete is permanent.

While playing voicemail messages, the waveform shows up for the selected voicemail. It is possible to

go back and forth through selected voicemail by clicking on the waveform.

o The Extension name and number will be shown within the voicemail window

for the internal voicemails. Otherwise, only the number will be shown.
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2.13. Agent edition

The Agent edition offers a wide range of features that allow agents to provide exceptional customer
service and manage their workload efficiently. However, in order to access these features, users must
have the Contact Center edition enabled within their license.

To use this application, users need to provide their login information, such as their Agent number, PIN,
Email, and Password. Once agents log in, they can access a variety of features to manage their
workload and handle customer interactions. They can use the app to manage conversations on
multiple channels, track performance metrics, and access important information in real-time.

( XN ) gloCOM - Agent edition

G

gloCOM

Email

Password

Agent number

— ]

Agent PIN

[®] Remember password
[J Log In automatically on startup

Forgot my password

Powered by Bicom Systems

Figure 214. gloCOM Agent Edition

The user-friendly interface and useful functions of the gloCOM Agent Edition help agents work better
and provide exceptional customer service. Overall, it’s an important tool for any Contact Center looking
to enhance their performance and keep their customers happy.
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2.13.1. Login Window

After entering the login credentials and clicking on the "Login" button, the Agent login window will
appear, providing the following information:

» Working Strategy

e Device

Outbound Campaign
» Voice Queues

* Messaging Queues

* LogIn As

Agent Login

Working strategy:

Inbound

Device:

Softphone

Outbound Campaign:
OutreachMaxPro (Active)

Voice Queues:

CallStream_Queue, LinePro

Messaging Queues:

Incoming_Support, Issues_Resolution, Support_IT

Login as:

® Available

Figure 215. Login Window

2.13.2. Working Strategy

Agents have the flexibility to choose between three different agent strategies: outbound, inbound, and
blended mode. Each strategy serves a specific purpose and can be tailored to your business needs.
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‘ Agent Login ‘

Working strategy:

v Inbound /

Outbound

Figure 216. Working Strategy

2.13.2.1. Inbound Mode

Inbound mode enables agents to handle customer interactions by working exclusively within queues.
This strategy is ideal when your focus is on addressing incoming calls or other forms of customer
communication. Agents in inbound mode are dedicated to addressing customer queries, resolving
issues, and providing support.

2.13.2.2. Outbound Mode

Outbound mode is designed for proactive customer outreach. Agents working in this mode focus solely
on outbound campaigns, making calls to customers to initiate contact, provide information, conduct
surveys, or offer promotions. Outbound mode allows your team to engage with customers in a targeted
manner, ensuring your message reaches the intended audience.

2.13.2.3. Blended Mode

Blended mode is a dynamic strategy that automatically adjusts agent assignments based on real-time
call center conditions. In this mode, the system intelligently moves agents between inbound and
outbound strategies to optimize their productivity. If the inbound queues are not busy, agents are
switched to outbound mode to maximize their utilization. Conversely, when there are customers
waiting in the queue, agents are moved from outbound to inbound strategy to ensure prompt
customer service. Blended mode strikes a balance between inbound and outbound activities,
enhancing overall efficiency.

2.13.3. Device

When it comes to choosing a device for dialing and receiving calls, agents have two options available:

Agent Login
Working strategy:
Inbound
Device:
v/ Softphone (default) _
Deskphone |

Figure 217. Device
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2.13.3.1. Deskphone

Deskphones are traditional devices designed specifically for voice communication. They typically offer
a handset, a dial pad, and programmable buttons for various functions.

2.13.3.2. Softphone

Softphones are software applications that enable you to make and receive calls using a computer or
mobile device. They use Voice over Internet Protocol (VoIP) technology to transmit voice signals over
the internet.

2.13.4. Outbound Campaign

During an agent’s login session, they are assigned to a specific campaign in which they will operate.
While an agent can be associated with multiple campaigns, they can only work within a single
campaign during a login session.

Agent Login

Working strategy:

Inbound

Device:

Softphone (default)

Outbound Campaign:

v/ OutreachMax Pro (Stopped) s

ProSpectoConnect (Active)
TeleSolutions Pro (Active)

Figure 218. Outbound Campaign

2.13.5. Voice Queues

In this specific section, agents have the capability to view the voice queues to which they are presently
assigned.
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Agent Login

Working strategy:

Inbound

Device:

Softphone (default)

Outbound Campaign:
OutreachMax Pro (Stopped)

| Voice Queues: |

CallStream_Queue, VoiceLine_Queue

Figure 219. Voice Queues

2.13.6. Messaging Queues

Within this section, agents have visibility into the messaging queues they are presently allocated.

Agent Login

Working strategy:

Inbound

Device:

Softphone (default)

Outbound Campaign:
OutreachMax Pro (Stopped)

Voice Queues:

CallStream_Queue, VoicelLine_Queue

Messaging Queues: |

Issues_Resolution, Support_IT

Figure 220. Messaging Queues

2.13.7. Log In As

During an agent’s login session, they have the flexibility to choose their login state as either Available
or Paused. These states define the agent’s availability to receive and handle incoming calls. Here’s a
brief explanation of each state:
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Agent Login

Working strategy:

Inbound

Device:

Softphone (default)

Outbound Campaign:

ProSpectoConnect (Active)

Voice Queues:

CallStream_Queue, LinePro, QueueMaster, Sales

Messaging Queues:

Marketing, Support_IT

Login as:

|? Available

Paused

Figure 221. Log In As

* Available State - When an agent sets their login state to "Available," it means they are ready and
willing to receive incoming calls. In this state, the agent is actively logged in and prepared to
engage with customers or handle assigned tasks.

* Paused State - The "Paused" state allows agents to temporarily suspend call activities while
remaining logged in. When an agent selects the "Paused" state, it indicates that they need a
temporary break or interruption from taking calls.

When the desired options have been selected, the agent should click on the Login button in order to log
in.

o If an agent is not part of any voice or messaging queues and has no assigned
campaigns, they cannot log into the app.
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2.13.8. Agent Panel

The Agent Panel is a valuable tool built to enhance customer service agents' efficiency by combining all
essential features into a single, user-friendly window. It enables agents to handle multiple calls,
feedback forms, CRM popups, and callbacks, collaborate with other agents, and manage queues
effortlessly. This documentation provides a comprehensive overview of the Agent Panel’s features and
demonstrates how it simplifies multitasking for agents.

XX Agent panel

Working mode [ ] Feedback & CRM ( Calloack )( Queues (4) )( Agents (3) )

:

Project Codes

4 5 6
K

7 8 9
Tov wxvz No Feedback/CRM available
0 #

sssssssssssssssssssss

Figure 222. Agent Panel

The Agent Panel offers a convenient solution by directly integrating the phone dialer, phone-related
settings, and Omni-channel capabilities within its window. This design eliminates the need for agents
to switch between multiple windows while placing calls or handling various communication channels.
By having all the necessary tools in one centralized location, agents can experience a more streamlined
and efficient workflow.

2.13.9. Agent Panel Navbar

The navigation bar of the Agent panel is divided into three main sections, each serving a different
purpose.

(W
The first section of the navigation bar is dedicated to the Contact Center aspect related to Voice
calls. It provides functionality and tools specifically designed for voice call management.

The second section of the navigation bar focuses on the messaging part of the Contact Center, known
as OmniChannel. The elements within this section enable Agents to handle chats, emails, and other
forms of messaging interactions. The following components are included:
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"
“. | This feature allows Agents to engage in real-time conversations with customers through chat
channels.

== It provides a reliable interface to handle email inquiries, compose responses, and manage
email-based customer interactions.

od
The dashboard component offers Agents an overview of their ongoing messaging activities. It
provides key metrics, performance indicators, and real-time data related to chat and email
interactions.

st This feature enables Agents to view and manage ongoing conversations, as well as closed
conversations across multiple messaging channels.

=2 The third section of the navigation bar empowers Agents to customize settings related to voice
calls, application preferences, voice alerts, and personal profile configurations.

o Full utilization of Omnichannel and its features requires additional activation
through a valid license.

2.13.10. Voice Calls

The Calls section of the navigation bar provides Agents with information and tools related to inbound
and outbound calls in the Contact Center. It offers several functionalities that enable Agents to handle
calls efficiently. Here’s an overview of what users will find in this section:

2.13.10.1. Working Mode

In a call center environment, agents have the flexibility to work in different strategies: inbound,
outbound, or blended mode.

Agent panel
[ ] } ( Callback )( Queues (2) )( Agents (2) )

2 HK

Figure 223. Working Mode

To indicate the current strategy, direction buttons have been introduced. There are three types of
direction buttons, ~ s or each representing a specific strategy. Here’s a breakdown of the buttons
and their corresponding strategies:
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When the m option is selected, it signifies that the agent is currently working in an inbound
strategy. Inbound strategy involves handling incoming customer calls.

When the m option is selected, it indicates that the agent is working in an outbound strategy.
Outbound strategy involves proactive customer outreach, where agents make outbound calls as part of
campaigns.

When the n option is selected, it signifies that the agent is working in blended mode. Blended
mode is a dynamic strategy that automatically transitions agents between inbound and outbound
activities based on call center conditions.

The Blended mode is based on the 'Minimum idle Agents per Queue" parameter, which can be found
and updated on the PBX systems. The blended mode can be automatic or manual:

» Automatic mode - The system automatically switches between Inbound and Outbound modes.

* Manual mode - The Agent can select a working strategy manually between the Inbound,
Outbound, and Blended mode by clicking on a specific button.

On every change, direction buttons are updated, so that agent has an overview of operation mode in
real-time.

Below the Working mode section, there are "Current campaign" and "Queues" labels:

2.13.10.2. Current Campaign Label

The Current Campaign label displays the name of the campaign in which the agent is currently
working during the login session. This information helps identify the specific campaign or project to
which the agent is dedicated.

Working mode ouT
Current campaign Voice Queues
ProSpectoConnect 0 HK

Figure 224. Current Campaign Label

In the outbound strategy scenario, where agents primarily engage in proactive customer outreach, the
"Queues" label will display "0" since the focus is on campaign-driven activities rather than queue-based
interactions

2.13.10.3. Queues Label (Voice Queues)

The Queues label indicates the number of queues in which the agent is actively working during the
login session.
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Working mode “
Current campaign Voice Queues
None 2 HK

Figure 225. Queues Label

In the case of an agent working in the inbound strategy, the "Current campaign" label will display
"None" since inbound operations typically do not revolve around specific campaigns.

If an agent is removed from the campaign while they are actively online, a warning message will
promptly appear within their interface under this label.

Working mode Feedback & CRM ( Callback )( Queues (1) )( Agents (2) )

Current campaign Voice Queues

Removed from campaign "ProSpectoConi /i, 0 HK

You have been removed from campaign "ProSpectoConnect".

Calls (0) Phone

Name Status

@ Failed to get next lead. (Campaign error)

Figure 226. Warning Message

o An Agent can not work in a Campaign and a Queue at the same time.

2.13.10.4. HotKeys

This option refers to shortcuts that Agents use to select a particular Disposition faster. This feature can
significantly improve Agent’s performance. When using Hot Keys, Agents do not have to use the
interface.

Working mode [~ ] Feedback & CRM ( Callback )( Queues (2) )[ Agents (2) )
Current campaign Volce Queues Disposition Hot Keys When active press keyboard key for the desired disposition
None 2 HK

The list of dispositions for an active Queue call will be displayed here.

Calls (0) Phone

Name Status

Figure 227. HotKeys

Hovering over the HK button,agent_panel_hoverhk.png the Agent gets the list of dispositions and their
keyboard shortcuts for the current Campaign/Queue.

Working mode [ ] Feedback & CRM C Callback )C Queues (1) )( Agents (2) )

Current campaign Voice Queues Disposition Hot Keys When active press keyboard key for the desired disposition
None 1 HK

Calls (0) Phone

Name Status

1 Default 2 Retry 3 Callback 4 Personal Callback 5 Completed

Figure 228. Hover HotKey
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Dispositions can be configured on the system and displayed within the App in the area next to the HK
button.

o Hotkeys are used only if users have active Dialer/Queue calls that are
answered or completed. In all other cases, nothing happens.

2.13.11. Agent Session State

If an error occurs during the Agent login session, the following message will be displayed within the
Agent Panel window:

Agent login session is broken. Click here for more details.
Working mode

Current campaign Voice Queues

None 0 HK

Figure 229. Agent Session State
The user may click on the label above to get more detailed information about the error.
The error message can be displayed in several cases:

* Your agent needs to log back in because their session is broken. You are not logged into any queue
nor campaign. This may happen because the service was restarted.

o0
Your agent needs to log back in because their
session is broken.

_/ This may happen because the service was
r restarted. Press OK to continue.

Cancel

)o-—-

Figure 230. Broken Session

* Your agent needs to log back in because their session is broken. This may happen because the
service was restarted.

Your agent needs to log back in because their
session is broken.
/ You are not logged into any queue nor
r campaign. This may happen because the
service was restarted. Press OK to continue.

Cancel

)o--

Figure 231. Broken Session Message
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To solve this error, the user must re-login or click the 'OK' button. (The app restarts automatically).

2.13.12. Call Centre Status

If an error occurs with the Call Centre connection status, the error message will be displayed within
the "Agent Panel" window:

Call center module is not ready.

Figure 232. Call Center Status

The message changes depending on the type of error. An error can occur if modules are not connected
(the Agentpool or Dialer module). By clicking the error message, the app will log out and hang up all
active calls.

Also, the user will be notified if the license limit for the Dialer module is reached:

License limit for Dialer module reached. Please contact your Administrator.

Figure 233. Call Center Status

2.13.13. Call Handling

The Calls section displays current calls and allows Agents to handle multiple calls easily.

Working mode [ ] Feedback & CRM ( Callback )( Queues M) )[ Agents (2) )

Current campaign Voice Queues

None 1 HK

Calls (2) Phone

Name Status

—> Deckard Cain Ring In

Kim Possible
Ext: 555 No Feedback/CRM available
On Call (0:00:09)

MUTE HANGUP TRANSFER

HOLD VOICEMAIL PARK

SOUND v/ [OJC) SOFTPHONE ¢

Figure 234. Call Handling

The list shows the call direction (inbound 4 or outbound =% ), the name or number of the contact,
and the call status ("Ring In, On-call, On Hold"). Switching between calls is possible by selecting the
desired call.

Below Calls, the "Call widget" section displays information about calls, and Agents can use it to handle
calls.
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2.13.14. Advanced Call Handling

2.13.15. Dialer Calls

Handling dialer calls are slightly different from regular calls, where each call may belong to a specific
campaign.

Working mode Feedback & CRM ( Callback )( Queues [0} )( Agents (2) )

Current campaign Voice Queues.

OutreachMax Pro 4 HK

b
Chats
Calls (1) Phone
3
ail

Name Status

% Callended

#035200100
0:00:02

No Feedback/CRM available

Retry
Gompleted
Gallback

Personal Callback

DNC

QNN

Global DNC

Figure 235. Dialer Calls
The campaign has four different strategies:

* Power strategy
* Preview strategy
* Progressive strategy

* Voice Messaging

Each campaign has the capability to define specific options that agents should submit after a call. These
options, known as dispositions, allow agents to categorize and provide information about the outcome
or status of each call. Additionally, PBXware enables the configuration of feedback forms that are
associated with individual campaigns. To configure and manage dispositions and feedback forms,
adjustments need to be made within PBXware system.

Please note that the application interface changes depending on the strategy.
Also, each campaign has various options like Dispositions and Feedback Forms

that Agents could submit.

Unlike regular calls, the dialer call is considered completed when both dispositions and feedback form
have been submitted (if enabled), and only then the call is removed from the calls list. If enabled,
dispositions are displayed when the audio call is finished and remain visible until the user submits a
disposition. On the other hand, if enabled, the feedback form is always visible, until it is submitted.
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Working mode Feedback & CRM ( Callback )C Queues (1) )( Agents (2) )

Current campaign Voice Queues

ProspectoConnect 4 HK Name

Ethan
calls (1) Phone

Name Status Surname

Hund

% Callended

#0038735200300 Commen it
0:00:08

Call Options

Call Again
Do not call

Figure 236. Dialer Calls

Agents can easily copy lead numbers or other information from the agent panel. They can do so by left-
clicking on the field name to copy to the clipboard or by clicking the button next to the label for the
same clipboard functionality.

Name. Status

* Lead number: 0038735200100 0

lick.
= Nr.of tries: q [Gekbom] g

* Lastdisposition: ~ Retry L]
© Lastcall date: 18 Oct, 2023 (s}

Copy
«»

Figure 237. Copy Leads Info

2.13.15.1. Power Strategy

The Power strategy is a dialing method where multiple calls are automatically initiated for each
available agent. It aims to maximize agent productivity by reducing idle time between calls.
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Working mode Feedback & CRM ( Callback )( Queues (1) )( Agents (2) )

Current campaign Voice Queues

ProSpectoConnect 0 HK

Calls (0) Phone

Name Status

No Feedback/CRM available

‘Waiting for next call

Figure 238. Power Strategy

When using the Power strategy, the campaign dials leads based on Idle Agents multiplied by the power
number.

It works as follows:

* The campaign fetches leads based on power.

* The campaign dials leads for each Agent times number of power. (Number of power can be set on
PBX system.)

* The Agents are placed in the pool.

The Lead who answers first will be connected to one of the Agents, and others (leads) will be
dropped.
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2.13.15.2. Preview Strategy

This strategy allows an Agent to have a preview of lead details so they can decide whether to dial the
lead or not.

Working mode Feedback & CRM ( Callback )C Queues (1) )C Agents (2) )

Current campaign Voice Queues

ProSpectoConnect 0 HK Name

Calls (0) Phone

Name Status. Surname

Comment

* Lead number: 0038735200100 O

© Nr.of tries: 1 (s}
o Lastdisposition: ~ Retry [u}]
© Last call date: 06 Sep, 2023 (]
Next m Call Options

Call Again
Do not call

Figure 239. Preview Strategy

The Agent can fetch the next lead from the campaigns list by clicking the 'Next' button. If the Agent
decides to call the lead, then they need to press the 'Dial button.

Feedback Form is displayed but cannot be edited until the call starts.

2.13.15.3. Progressive Strategy

The Progressive strategy works the same as a preview. The only difference is the Agent has a timeout
in which they must perform a dial, and there is no possibility to manually fetch the next lead.

Working mode Feedback & CRM ( Callback )( Queues (1) )( Agents (2) )

Current campaign Voice Queues

ProspectoConnect 0 HK Name

Calls (0) Phone

Name Status
Age

Comment

© Lead number: 0038735200100 0

© Nr.of tries: 1 (s}
© Lastdisposition: ~ Retry [u}
© Last call date: 06 Sep, 2023 [u]

Call Again
Do not call

Next callin: 17 sec

Figure 240. Progressive Strategy

If the Agent does not perform dial inside the desired time frame, the system will automatically dial the
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next lead. There is an option in PBXware called "Preview Timeout" that indicates how long it will take
before the system dials lead automatically. This information is shown below the 'Dial' button.

2.13.16. Enhanced Ring Group Calls

Calls from Enhanced Ring Groups are supported for the Business, Office, Agent, & Supervisor edition.

Ongoing

i3} pialpad

ANSWER

| Ongoing

MUTE
HOLD

SOUND Vv

glocoM

=18

= -‘
-
ERG: Sales

Remi Oconnell

204
Ring In (0:00:15)

gloCOM - Business edition

Call

Hermione Spencer
No notifications

2\
«ve

All Departments

Uk

Jaden Blanchard

REJECT

U5

Remi Oconnell

B 8 @

Phone Conference Meeting Chat

gloCOM

@&l

gloCOM - Business edition

call
Hermione Spencer

No notifications

cccccc

ao

2]

Voicemail  SMS

ERG: Marketing
Jaden Blanchard
203
On Call (0:00:13)

All Departments v

Q Search contacts
r‘?' Jaden Blanchard
L)

%% Remi Oconnell 1]
VOICEMAIL PARK =
8
@ Pooja Holcomb LE]
®® SOFTPHONE ¢ (U

Figure 241. Business ERG Calls

The user can see the name of the ERG that has been calling for all incoming calls.

Working mode oo oo Working mode o o: o
Current campaign Queues Current campaign Queues
None 3 HK None 3) HK
Calls (1) Phone Calls (1) Phone
Name | status Name | status
< Remi Oconnell Ring In € Jaden Blanchard On Call
& O il s & O il 8%
i viapas ] S sy
. ERG: Marketin,
ERG: Marketing 9
i Jaden Blanchard
Remi Oconnell 203
204 On Call (0:00:15)
Ring In (0:00:14) o
MUTE TRANSFER
HOLD VOICEMAIL PARK
SOUND v SOFTPHONE &
SoUND v ®® ofc]

=\ Hermione Spencer OMNI

51oCOM - Agent edition

Figure 242. Agent ERG Calls
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2.13.17. Feedback Forms

Agents can use Feedback forms to obtain customer feedback. The main goal is to understand better the
overall customer experience, which can help improve products or services and even the fundamental
understanding of the business users.

Working mode Feedback & CRM ( Callback )( Queues (1) )( Agents (2) )

Current campaign Voice Queues

ProSpectoConnect o HK Name

calls (1) Phone
tatus

Ethan

Campaign: ProSpectoConnect
0038735200100
On Call (0:00:18)

MUTE HANGUP TRANSFER

HOLD VOICEMAIL PARK

Call Options

SOUND Vv SOFTPHONE ¢
©e Call Again

Do not call

Figure 243. Feedback Forms

Feedback forms are used for Queues and Campaigns. They are displayed whenever there is a new call
into the Queue or a new call from the Campaign. In order to show the Feedback form within the App, it
has to be loaded on PBXware, and the option 'Send Feedback Forms' must be set to 'Yes'. Otherwise, a
Feedback form is not available.

To edit the Feedback form, the user may click the button that is placed on the bottom right
side of "Feedback widget".

When editing is done, clicking the m button to send all data to the server.

If the user clicks the all entered information will be lost, and the Feedback form will be closed.

In the Preview/Progressive strategy, a Feedback form is visible before the call
is started, but in that case is possible only to read information, not to edit it.

o That helps an Agent to decide if they want to call that contact or go to the next
one. The Feedback form stays visible even after the call is finished until the
user submits or closes it.

If the call is rejected, the Feedback form will not be displayed.

2.13.18. Screen Pop

In order to use the CRM feature, the CallPopup module needs to be enabled.

Within settings (PreferencesOModulesOSettings), the user must check the option "Screen Pop within the
Agent panel inside the application instead of Default Browser".

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 132

[ Preferences ? X
Preferences
Settings i
Geneisl g CRM  Call Popup  Skype  Browser click to dial
Scren Pop within Agent panel inside application, instead of Default Browser.
Comars You need to have CRM or CallPopup Module in order to use Screen Pop feature, This option anly indicates if the Screen
Pop should happen within the application Agent Panel, or it will use Default Browser. This option only aplies to Agent
Phone Edition. In all other editions, Screen Pop will be done using Default Browser,
Video

Modules

If this feature is enabled, the Screen Pop will appear within the application inside the "Agent Panel"
window; otherwise, it will use "Default Browser".

Figure 244. Screen Pop Settings

The system offers the capability to trigger a screen pop based on the URL configured for each specific
Queue. This means that when an interaction, such as a call, is received within a particular Queue, the
system can automatically open a designated web page or URL associated with that Queue.

However, it’s important to note that this functionality is conditional upon a specific system setting. To
enable this feature, you need to ensure that the option labeled "Enable Queue/ERG URL Popup" is
selected. This setting can be found in the app preferences under the "Modules" section and specifically
within the "Call Popup" tab.

Preferences

Settings CRM [eEIRIIN  Skype Browser click to dial

General
In URL field or Command line arguments field,the following macros can be used: %callerid% (remote phone number),
%callerid_name% (remote party name),%ext% (local extension),%duration% (duration of the call),%callid% (unique
Contacts call id), %did%, %direction% (inbound or outbound), %q; | ber%,%q _name%,%agent_| k o and
%agent_name%.Agent information is available only in Agent edition.
%queue_name% and %queue_number% applies for Queues and Enhanced Ring Groups (ERG).
Phone If "Silent mode" is used,web page will not be displayed,application will open URL in the background.
Popups do not work for local calls (e.g.extension to extension).
Audio

Use application executable instead of URL @

Video (=] K[l  Call Answered  Call Finished

www.google.com

Meeting
Application executable path )

Modules Command line arguments

Enable Queue/ERG URL Popup.If enabled,application will use URL configured on server.

Alerts
Silent mode
. Enable for all inbound calls (including calls not coming from Queue/Enhanced Ring Groups)
Messaging
Enable for outbound calls
Profiles
Busylight
Advanced

Available modules for your account: CRM, Skype,Browser Click2Dial,Call Popup, Dialer

Cancel
Figure 245. Call Popup Tab

When this option is checked or enabled, it signifies that the application will utilize the URL previously
configured on the server to facilitate the screen pop behavior. In practical terms, this means that the
designated web page or URL will open automatically when an interaction is initiated within the
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specified Queue.

Working mode [~ ]

Current campaign Voice Queues.

None 1 HK

Calls (2) Phone 6 The Customer New Ticket |«
Name Status
Tickets (1) Related Security Settings
- 0042123123 Finished .
Ticket status 1D Subject Requested  Upds
ssssssssssssssssss
EXIB  #1 Sampleticket: Meetthe ticket Yesterday 16:59  Yesterda
% Callended
#0042123123
0:00:05
1 Retry
B completed
Callback
Personal Callback
DNG
Global DNC

Figure 246. Popup Inside the Agent’s Panel

While loading the page, there is a progress bar that indicates that the page has not been fully loaded
yet.

To stop the page loading click on the Stop button. If the page fails to load, an icon Reload will appear,
making it possible to reload the web page. To the left of the reload icon, a warning icon Warning is
placed, so the user can get more information about page status by hovering over the icon.

Also, two actions are possible:
Opens the page in "Default Browser"

Copies the URL of the page that is loading/loaded

2.13.19. CRM Popup

The CRM module offers seamless integration with a range of CRM systems, including Salesforce,
SugarCRM, Zoho, Microsoft Dynamics, Bullhorn, and Zendesk. It provides a host of valuable features,
such as call popups and logging, automated contact synchronization, one-click dialing, robust search
functionality, CDR (Call Detail Record) upload capabilities, and more.
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Preferences

Settings Call Popup ~ Skype  Browser click to dial

CRM module provides full integration with supported CRM systems like: Salesforce, SugarCRM, Zoho, Microsoft
Dynamics, Bullhorn, Zendesk. These are some of the included features: call popup and logging, automatic contact

General
sync, click to dial, search, CDR upload etc...
Contacts
Enable CRM integration

Phone Popup options
Audio Popup on inbound calls when: | answer the call

Popup on outbound calls when:  Call is started
Video
Leeting Username:
et Password:
Alerts URL (leave empty to use URL configured on the server):
Messaging
Profiles
Presence
Advanced

LMGERIEER  Logging options

Available modules for your account: CRM, Omnichannel, Browser Click2Dial, Dialer

Cancel

Figure 247. CRM Popup

Underneath the CRM tab, there’s an option that enables the CRM Integration.

2.13.20. Personal Callback Tab

When Agents select the disposition of the Personal Callback type, the system will automatically create a
list of all upcoming personal callbacks and place the list inside the Callback tab within the Agent panel.
A name, number, last dial date, and next dial date represent every personal callback.

Working mode Feedback & CRM Callback Queues (1) Agents (2)

Current campaign Voice Queues
OutreachMaxPro 0 HK
Calls (0) Phone

Name Status
Lead number: 0042123126 O

Number

0042123123

0042123124
0042123125

Last dial date
07 Sep, 2023 10:05
07 Sep, 2023 10:05
07 Sep, 2023 10:06

Figure 248. Personal Callback Tab

Next dial date ~
07 Sep, 2023 11:05
07 Sep, 2023 11:30
07 Sep, 2023 11:50
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The Agent may edit the personal callback list by simply right-clicking on it.

Working mode Feedback & CRM Callback Queues (1) Agents (2)
Current campaign Voice Queues Name Number Last dial date Next dial date
e ® LI3 - 0042123123 07 Sep, 2023 10:05 07 Sep, 2023 11:05
s 0042123124 07 Sep, 2023 10:05 07 Sep, 2023 11:30
calls (0) Phone 5 004212315 07 ap, 2023 10:06 07 Sep, 2023 11:50
Name status Change disposition Feedback form preview
Dial
Nam
Surname
Age
Lead number: 0042123126 O
> «» o

Figure 249. Personal Callback Options

The additional options will be presented:

View - opens a new dialog with detailed information about the lead (Feedback form). From this dialog,
it is also possible to dial callback and change the disposition of the callback. This is a default option

available with a double mouse click.

Change disposition - opens a new dialog where it is possible to change callback disposition.

Dial - Dial callback.

2.13.21. Queues Tab

The Queues tab section allows Agents to search through all queues on the system by queue name or
queue number. The total number of queues and which Queue will be displayed within the Agent panel

can be managed through Queues Settings (Agent Panel SettingsOVoice Settings)
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Working mode “ Feedback & CRM Queues (4)

Current campaign Voice Queues
M= 8 b3 Queue ~ Calls (1) Busy (15) Idle (0) Paused (4) MWT (33)
Callstream._... 1 4 0 1 33
Calls (1) Phone LinePro 0 4 o 1 0
R el QueueMaster 0 3 0 1 0
Sales 0 4 0 1 0

@ & il s

gy
Deckard Cain
Ext: 545
On Call (0:04:29)

MUTE HANGUP TRANSFER

HOLD VOICEMAIL PARK

SoUND v [oI0) SOFTPHONE &>

Figure 250. Queues Tab
For each Queue, the following information is shown:

* Queue name
 Calls

* Busy

* Idle

* Paused

MWT(MaxWaitTime)
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2.13.22. Agents Tab

The Agents tab section allows Agents to search through all agents on the system(by name or agent
number), call specific agents, or chat with them. Currently, the Agents tab shows logged-in agents, but
users can manage this via the Agent Settings(Agent Panel SettingsOVoice Settings) and choose which
Agents will be displayed within this tab.

Working mode [ ] (Feedback & CRM)( Callback )( Queues (4) ) Agents (3)
Current campaign Voice Queues.
N & G2 Name A~ AgentID Status Agent Type
© Deckard Cain 5545 on call Callback
Calls (1 Phone o Doris Odom 5004 Paused: Lunch Callback
Name Status ® Mark White 9027 Logged In (idle) Callback
@ & &

Deckard Cain
Ext: 545
On Call (0:06:52)

MUTE HANGUP TRANSFER

HOLD VOICEMAIL PARK

SOUND Vv [O]C) SOFTPHONE ¢

Figure 251. Agents Tab

The following information is displayed for each Agent: "Name", "Agent ID", "Status", and "Agent Type".

Name - Displays the Agent’s Name(E.g., Issac Bains)

Agent ID - Displays the Agent’s Number(E.g., 1001)

Status - Displays the Agent’s status(E.g.,Idle, Paused)

Agent Type - Displays the Agent’s type(E.g., Callback)

The Agent may right-click on a specific agent and bring up the following options:
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Working mode [ ] CF&edback&CRM)[ Callback )( Queues (4) )

Current campaign Voice Queues Q
N a LIS Name ~ | AgentID Status Agent Type
© Deckprd Cain 5545 On Call Callback
Calls (1 Phor Call
ne © Doris  ohat 5004 Paused: Lunch Callback
Name Status
o Mark oo, 9027 R Logged In (Idle) Callback
o Agent Info ] Actions
&0l ‘
-
callquality
ol Sedien:
Deckard Cain Deckard Cain
Ext: 545 5545
On Call (0:09:19) Callback (logged on ext: 545)
Member of: QueueMaster, CallStream_Queue,
Sales, LinePro
MUTE TRANSFER Paused: Lunch
HOLD VOICEMAIL PARK
SOUND Vv [O]C] SOFTPHONE ¢

« Call - with this option, the user can make a call to the selected Agent.
* Chat - the user can start a chat with the selected Agent.

» Agent info - Opens a dialog containing all information about the Agent, like Agent name, Agent
number, Agent login type, and Queues of which an Agent is a member.

2.13.23. Queues and Campaigns Dispositions

Within the system, it is entirely possible to configure Dispositions on a per-Queue or per-Campaign
basis. Dispositions represent predefined categories or outcomes that are used to categorize and
document the results of calls made within a specific Queue or Campaign.

Working mode [~ ] Feedback & CRM Callback Queues (4) Agents (2)

Current campaign Voice Queues
None 4 HK Queue ~ Calls (0) Busy (0) Idle (2) Paused (8) MWT (0)
CallStream_. 0 0 1 2 0
CHEE Phone LinePro 0 0 1 2 0
hemige S QueueMaster 0 0 1 2 0
Sales 0 0 1 2 0
< 0042123124 Finished
% Callended
#Deckard Cain
0:00:05
1 Default
Retry
Callback

4 Personal Callback

B completed

Figure 253. Queues Dispositions

When a call within a Queue or Campaign concludes, the system facilitates an organized and user-
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friendly process for Agents. A list of previously established Dispositions becomes readily available
within the Agent panel. This list is designed to assist Agents in efficiently documenting the outcome of
the call. Agents can conveniently choose a Disposition from this list that best aligns with the specific
outcome or result of the call they just handled.

Working mode Feedback & CRM C Callback )( Queues (4) )( Agents (2) )
Current campaign Voice Queues
OutreachMaxPro 0 HK Name
Ethan
Calls (1) Phone
Name Status Surname
Hunt
Age
% Callended
#0042123124 Comment it
0:00:20
1 Retry
B completed
Callback
Call Options
Personal Callback
Call Again
NG Do not call
B Giobaidne

Figure 254. Dialer Dispositions
Each Disposition has the following information:

* Name - describes Disposition name, so Agents know what will happen if they press a specified
disposition button (i.e., Retry, Callback, Personal Callback, DNC)

» Hotkey - refers to a keyboard shortcut that Agents use to improve their performance(i.e., If the
hotkey of a disposition is '1', to submit this disposition an Agent can press the number '1' on their
keyboard. After pressing '1' if the Disposition is submitted, the message “Disposition submitted
successfully” will appear)

* Color - each Disposition can have its color, which helps Agents to find and select Dispositions
accurately

2.13.24. OmniChannel

Omnichannel is a robust application that extends the power of Contact Center features, allowing your
customers to interact with your business across multiple communication channels like voice calling,
emailing, live chat messaging, and SMS texting.

An Omnichannel Contact Center combines all your communication channels into a single, easy-to-use
interface. Every channel will be able to integrate and relate with one another so the customer can
switch effortlessly between channels.
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Omni Channel

Figure 255. OmniChannel

The main focus is creating a consistent customer experience, engaging with the people already
interacting with your brand/company to ensure they get a seamless and improved customer
experience, regardless of what channel they are using.

Several sections are related to the OmniChannel (or Messaging) part of the Contact Center Edition:

Figure 256. OmniChannel Sections

2.13.25. Chats

The 'Chats' section of the application offers real-time insights into ongoing customer conversations
initiated via the Visitor app (Live Chat) or SMS. Agents can utilize this information to efficiently
manage their assigned conversations, including actions such as assignment, transfer, closure, banning
customers, and convenient access to conversation history.
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Subject: Forgotten Password £
Ticket 105507

SSSSSS

nnnnnnnnnn

Unassigned Chats
1 total

g Michael Patel

¢

Figure 257. OmniChannel Chats

Adding live chat to an omnichannel plan is like having a super tool for talking with customers in many
different ways. It helps everything work together smoothly, so when customers want to ask questions
or talk, they can use different methods like chat, SMS, or email. This super tool also lets helpers reply

fast, talk to many people simultaneously, and give great help!

The Chat landing page is divided into six sections, each representing the following:

2.13.25.1. My Chats

The 'MyChats' section of the application displays information about the conversations assigned to the
agent. This section provides agents with a quick overview of their workload and helps them manage

their time efficiently.

My Chats
4 total

= Kim Shelton

Recover File

Welcome to our IT Support, K...
a Michael Patel

Slow Computer

a Antonia Osborn
No Internet Access

a Casper Levine
Reset Password

Figure 258. My Chats

9 min ago

IT_Support

o

16 min ago

IT_Support

o

17 min ago

IT_Support

e

16 min ago

IT_Support
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Agents can take various actions on each conversation in the 'MyChats' section. They can open the
conversation to view the full conversation history, respond to the conversation, transfer the
conversation to another agent, or close the conversation once it is resolved.

In addition to the number of conversations, the section also displays the following information for each
conversation:

My Chats
4 total
e
Recover File 9 min ago
Welcome to o ipport IT_Support
=] Michael Patel (4 IS
= Slow Computer 16 min ago
IT_Support
=] Antonia Osborn (2
No Internet Access 17 min ago
IT_Support
=] Casper Levine [ 5 I

Reset Password 16 min ago
IT_Support

Figure 259. My Chats Info

* The number of Assigned Chats - This represents the number of assigned chats/conversations to
the agent, which will change accordingly as the agent is assigned more conversations or when
conversations are closed.

* The Customer’s name or the Customer’s number - This helps agents identify the customer
they are talking to and personalize their interactions.

 Subject of the conversation - Brief description of the problem or request.

* Conversation start time - Time when the conversation was started. This gives agents a
reference point for the conversation and helps them manage their time efficiently.

» Conversation queue name - Name of the queue where the conversation was opened. This helps
agents identify the source of the conversation and enables them to provide appropriate support.

* Unread messages - This notification represents the count of unread messages and will appear
whenever there are new unread messages within the conversation.

As previously stated, agents have the ability to transfer or close conversations within this section. Upon
clicking the three-dot button, two additional options will be displayed.
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a Antonia Osborn e
No Internet Access 3hago
| can't connect to the internet... IT_Support

a Casper Levine
Reset Password 3ha  Close
How do | reset my forgotten ... IT_Suppc
Transfer

Figure 260. My Chats - Close/Transfer Conversation

2.13.25.2. Close Conversation

When an agent tries to close a conversation, a confirmation dialog box will pop up. It asks, "Are you
sure you want to close the conversation?" This safeguard prevents accidental chat closures, ensuring
the user truly means to end the conversation. The selected conversation will be permanently closed by
choosing the Close Conversation option. Furthermore, it will be removed from the "MyChats" section
and archived in the "Conversation History."

A Close Conversation ®

Are you sure you want to close the conversation?

Cancel Close Conversation

Figure 261. My Chats - Close Conversation

After successfully closing a conversation, the corresponding notification will appear within the agent
panel.

® The ticket has been successfully

closed.

Figure 262. Closed Conversation

2.13.25.3. Transfer Conversation

A new window will appear when the agent selects a conversation and clicks the Transfer option. From
there, the agent can choose the queue to which the selected conversation will be transferred or select
the specific agent to whom the conversation will be assigned.
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Transfer your request to another agent/queue X

You are about to transfer the ticket from Casper Levine

Queues (Available agents) Agents (Optional)

p
IT_Support v [ Please select agent v j

© Incoming Support (3)

© Issues Resolution (1)

A © IT_Support (10) 4

© Marketing (1)

© Marketing Leads (0)

Figure 263. My Chats - Transfer Conversation

When a conversation is transferred directly to an agent, it will be automatically assigned to that
specific agent regardless of which queue the agent belongs to. This means that the agent will be solely
responsible for managing the conversation and responding to the customer’s queries.

Transfer your request to another agent/queue X

You are about to transfer the ticket from Casper Levine

Queues (Available agents) Agents (Optional)
s p\
[ IT_Support v j Please select agent v
@ Doris Odom

® Dylan Hopper

® Ethan Hunt
. -~

® Kevin O'Donnell

® Robert Williams

Figure 264. My Chats - Transfer Conversation to Agent

Conversely, if a conversation is transferred to a queue where no agents were selected, it will be sent to
the unassigned conversations section for the selected queue. This allows agents who are available and
logged in to the queue to take ownership of the conversation and provide support to the customer.

After successfully transfering the conversation, a corresponding notification will appear within the
agent panel.

The ticket is successfully
transferred.

V)

Figure 265. Transfered Conversation

During transfers, agents may access valuable information regarding queues or the availability of other
agents.
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Queues (Available agents) Agents (Optional)

Transfer your request to another agent/queue

You are about to transfer the ticket from Michael Patel

Transfer your request to another agent/queue Transfer your request to another agent/queue X

You are about to transfer the ticket from Casper Levine You are about to transfer the ticket from Casper Levine
Queues (Available agents) Agents (Optional) Queues (Available agents) Agents (Optional)
IT_Support v IT_Support v v

© Incoming Support (4) ® Doris Odom

Issues Resolution (4) ® Dylan Hopper

Transfer

|
@© IT_Support (5) JI The number of available agents in the queue. ® Ethan Hunt
Marketing (2) i The queue is currently operational. An agent is onlina and availal.al& } ® Kevin O'Donnell
Non-working queue. An agent is offline and unavailable.
© Marketing Leads (0) An agent is currently on a pause. ® Robert Williams

Figure 266. Transfered Info

Transferring conversations to queues without agents, which are empty, is not
permitted. However, transferring to a queue during non-working hours is still
an option. In both instances, the transfer window will generate relevant
warning messages.

Transfer your request to another agent/queue

Transfer your request to another agent/queue

You are about to transfer the ticket from Michael Patel

You are about to transfer the ticket from Michael Patel

Queues (Available agents) Agents (Optional) Queues (Available agents) Agents (Optional)

Swift_Pro v t v
There are no available agents in the selected queue

[ Issues_Resolution v j [ v ]
The selected queue is out of working hours.

[ Marketing Leads

@® Kevin O'Donnell

The selected queue is empty. Please choose another one.

Figure 267. Transfer Warnings

Enhancing user experience and intuitiveness, the system now notifies the agent when a customer exits
the chat. A clear message, "Customer left the chat," is prominently displayed at the bottom of the active
conversation window. This ensures that the agent is promptly informed about the customer’s

departure.

Agent panel

My Chats Subject: No Subject @@ o

4 total Ticket ID: 4791

& Supervised Chat

=] Today
nversation star

. Nonumber

= autoassignz@gmail.com

Irving Stokes
a @ mahir-omni2.com

No Subject 4dago
NewQueueMahirs

g Maximus Tumer - - istance with the con
No Subject 4dago

NewQueueMahirs

Mo014
=] Napoleon Sauer -
No Subject 4da How can | help you?
NewQueueMahirs osas v ron Hi
Conversation History Q O
@ Today NewQueueMahir4
© NoSubject Ticket D4750
@ Today NewQueueMahir4
© NoSubject Ticket D4789
Unassigned Chats B sion 1t Agent 20
9 total . | Tody NewQueueNiahirs
© NoSubject Ticket D478
g Kamynickens )
4dago R @ Fridey NewaueueMahirs
NewQueueMahird. . @ No Subject Ticket ID:4787
Stevie Emard D
=] adago versation assigned to agent Agent 90: [ Friday NenQueueMahir4
NewueueMahirs © NoSubject Ticket D4786
=] Anastasia Hagenes » wersation closed Friday NewQueueMahir4
4dago @ No Subject Ticket ID4780
NewaueueMahirs
Thursday NewQueueMahird
Josiah Kassulke o) L v “
=] » © Nosutiect Teket 04779
ao
NewCueueMahis
Thursday NewQueueMahir4
| Asiavieer ? @ Nosubject Ticket 4778
4dago
NewaueueMshirs
— Danln Murmby =) Customer left the chat
Load More

Figure 268. The customer has left the chat

2.13.26. Unassigned Chats

The 'Unassigned Chats' section of the application displays information about all unassigned
conversations for each queue that the agent is part of. This section helps agents identify conversations
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waiting for a response and allows them to take ownership of the conversation.

>«

Unassigned Chats

4 total
= Antonia Osborn (o JEO)
| can't connect to the internet. Wh... 3 min ago
Issues Resolution
= Casper Levine 0 >
How do | reset my forgotten pas... 2 min ago
IT_Support
a Michael Patel (o JEO)
My computer is running slow. How c... 2 min ago
Incoming Support
a Kim Shelton (o JEO)
| accidentally deleted an important f.. 1 min ago

Incoming Support

Figure 269. Unassigned Chats

For each unassigned conversation, the section displays the following information:

= Unassigned Chats
4 total

=] Antonia Osborn 0>
r 3 min ago
Issues Resolution

= Casper Levine 0> =
) 2 min ago
IT_Support

= o> D
r ) 2 min ago
Incoming Support

LI o> (D

1 min ago

Incoming Support

Figure 270. Unassigned Chats Info

The Customer’s name or the Customer’s number - This helps agents identify the customer
they are talking to and personalize their interactions.

* The number of Unassigned Chats - This represents the number of unassigned chats and will
change as new conversations are created.

* Conversation start time - The time when the customer started the conversation. This gives
agents a reference point for the conversation and helps them manage their time efficiently.

» Conversation queue name - Name of the queue where the conversation was opened. This helps
agents identify the source of the conversation and enables them to provide appropriate support.

* Unread messages - Notification for unread messages will appear whenever there are new
unread messages within the unassigned conversation. These notifications differ slightly from the
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"MyChats" section notifications since they do not display the number of new messages.

* Assign to me button - This button allows the Agent to manually assign conversations to
themselves, indicating they are willing and able to take on the conversation. This is especially
useful when the queue is busy and automatic routing is delayed or when the conversation
requires specific expertise that only the Agent possesses.

When an agent clicks on an unassigned conversation in the 'Unassigned Chats' section, the app
provides a preview of the conversation. This preview includes important information about the
conversation, allowing the agent to quickly assess the nature of the query and determine whether they
are best suited to handle it. From this window, agents may assign selected conversations to them by
clicking the 'Assign to me' button.

My Chats Subject: No Subject
0total Ticket ID: 4732
i it s Resolut fay. 1
No Assigned Chats Ethan Hunt
°
& i I've been having trouble connecting to the internet. I've tried a few things on my own
but couldn't resolve the issue.
1205
It seems to be affecting all the devices in my home, including my laptop, smartphone,
and tablet
1205
The lights on the modem and router are on, so they seem to be working fine, so the
restarting router and modem didn’t help.
12:05
Unassigned Chats
4total Can you please help me?
1205
=] Ethan Hunt )
ve also this log from my c: 6 min ago
Issues Resolution | have also this log from my console.
Casper Tribbiany )
=} - IR dsmlog
180Bytes  —
IT_Support
=] Antonia Osborn B
18 mi
Issues Resolution
=] Enim Vitae ©J

12mi

Issues Resolution

Figure 271. Unassigned Chats Preview

Also, by clicking on the conversation, agents can scroll up the previous conversations with that specific
customer (if there are any), which includes any attachments associated with the conversation. This
allows agents to see through any documents, images, or other files that the customer has shared,
providing them with valuable context to resolve the customer’s query effectively.

2.13.27. Omni Conversations Assigment

When it comes to the assigning methods, the app provides two options for assigning conversations to
agents: automatic assignment and manual assigment.

In cases where automatic assignment is enabled within the PBX system, conversations will be
automatically assigned to agents based on a set of predefined rules or criteria.

If the automatic assignment isn’t turned on, the agent has the option to manually assign the
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conversation to themselves by choosing the 'Assign to me' selection.

2.13.27.1. Automatic Assigment

Automatic or AA assigment is triggered by next events:
Conversation Creation

If a conversation is created outside of operation hours for a particular queue, it triggers the algorithm
to auto-assign the conversation. (This means a conversation is started when the queue is not open.)

Conversation Transfer

If a conversation is transferred outside of operation hours for a queue, the algorithm auto-assigns the
conversation. (The conversation is transferred during non-working hours of the queue.)

Conversation Closure

When an agent closes a conversation, the algorithm assigns a new conversation based on the current
workload and capacity. (This means after the agent initiates close conversation option, the system will
automatically assign a new conversation to that particular agent, depending on the agent’s workload
and capacity.)

Beginning of Operation Times

The algorithm auto-assigns conversations at the beginning of operation times for the queue. (The
queue started working.)

Adding New Agents

When new agents are added to a queue from the PBXware GUI, the algorithm auto-assigns
conversations. (This occurs because the number of agents available for the queue has been increased,
and the system distributes the workload accordingly among these agents.)

Agent Login

When an agent logs into the system, the algorithm auto-assigns conversations based on the predefined
rules. (Similar to the event of adding a new agent to the queue, workload is distributed among
available agents.)

Unpausing an Agent

When an agent is unpaused, the algorithm auto-assigns conversations according to the agent’s current
capacity and workload. (When an agent returns from pause break, the system will auto-assign
conversations according to the agent’s current capacity and workload.)

Change of Agent’s Status

When an agent switches their status from "active" to "inactive," the algorithm automatically reassigns
conversationss to ensure a balanced workload.
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2.13.27.2. Manual Assigment

If the automatic assignment is not enabled, the agent can assign the conversation manually by
selecting the option. This allows the agent to take ownership of the conversation and handle
the query themselves.

The manual assignment option is particularly useful for situations where the agent has specialized
knowledge or expertise in a particular area and is better equipped to handle the query. By manually
assigning the conversation, the agent can ensure that the customer receives the best possible support
and that their query is resolved as efficiently as possible.

6 The Agent can assign conversations manually even if the system is set to assign
conversations automatically.

2.13.28. Chat - Subject Section

Within this section, agents have the ability to modify a conversation’s status, indicating its progress or
current state. Additionally, agents can transfer conversation or edit the subject of the conversation and
easily track the ID of the current conversation.

Subject: (No Internet Access] ) 9 9 o Open v
Ticket ID: 6490

Figure 272. Chat Subject Section

2.13.28.1. Subject Of The Conversation

Agents can edit the subject of the conversation in this section. This can be particularly useful for
ensuring that completed conversations are easy to find and review, especially if the conversation
involves a complex or nuanced issue.

Any updates on the subject will trigger a corresponding notification.

® The subject is successfully

updated.

Figure 273. Subject Update

2.13.28.2. Status Of The Conversation

Conversations within the system can have four different statuses that indicate the current stage or state
of the conversation:

Open

This status is set by default when a conversation is assigned to an agent, either through manual or
automatic assignment.
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Waiting

The "Waiting" status indicates that the agent is awaiting additional information from the customer.
This could be specific details such as ID numbers, operating system details, or any other relevant
information required to proceed with assisting the customer.

My Chats
1 total

= Ethan Hunt
No Internet Access 4 h ago

| have also this log from my c... Issues Resolution

Figure 274. Waiting Status
Solved

When a conversation reaches the "Solved" status, it signifies that the agent has completed their
assistance and resolution process. However, the conversation is still awaiting confirmation from the
customer regarding the resolution. The agent may have successfully solved the customer’s problem or
provided a solution, but it is necessary to check with the customer if everything is working as expected.
Once the customer confirms their satisfaction or provides any further feedback, the conversation can
be closed.

My Chats
1 total

= Ethan Hunt
No Internet Access 4 h ago

| have also this log from my c.. Issues Resolution

Figure 275. Solved Status
Closed

The closed status allows agents to mark a chat or conversation as completed. Once a conversation is
closed, it will be removed from the agent’s 'My Chats' section and displayed in the 'Conversation
History' section.

2.13.28.3. Transfer

The 'Transfer' button allows agents to transfer a selected chat or conversation to another agent or
queue. When transferring a chat to another agent, the chat will be automatically assigned to the
selected agent, regardless of which queue they belong to. If the chat is transferred to a queue, it will be
sent to the unassigned conversations section of that queue.
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Transfer your request to another agent/queue

You are about to transfer the ticket from Casper Levine

Queues (Available agents) Agents (Optional)
e N
IT_Support v [ v ]

® Incoming Support (3)

© Issues Resolution (1)
\ | ®© IT_Support (10) y
© Marketing (1)
® Marketing Leads (0)
A\ /

Figure 276. Transfer Conversation

2.13.29. Conversation Card

A text-based communication feature that allows customers and agents to chat in real-time. This means
that conversations happen in the same way as any other chat, with messages being sent and received
almost instantly.

Andrej Kirilenko

= Good mornin g
1012

Can you provide me with some info regarding the network troubleshoting?
1012

Roger Jackson

e we can help you, what do you need?
1013 w

Andrej Kirilenko

- I need to troubleshoot my network, to discover IP on my LAN, how can | do that?

Alright, i you use Kali Linux as 0S you can us

Write a reply... @ ¢ >

Figure 277. Conversation Card

When chatting with a customer the agent can scroll through the conversation history to review what
has been discussed previously. The app also allows agents to add emojis to their messages, which can
help add context or convey emotions more effectively.

Additionally, the app provides support for file attachments, allowing agents to send and receive
different types of files during the conversation. However, there is a size limit of 20MB for each file that
can be uploaded.

The conversation card provides agents with a snapshot of essential information related to a
conversation. When agents select a conversation, they are directed to a screen displaying the
conversation card. The card includes the conversation’s start time and queue assignment, information
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about the assigned agent, the transfer history, if applicable, and the conversation’s status and closure

details.

Antonia Osborn

L3
= Thank you so much for your help! | appreciate it.
1218

v

- Conversation closed (Today, 12:19)

.
Conversation started (Today, 12:19) )

h Conversation joined the queue Issues Resolution (Today, 12:19) -

Antonia Osborn

o
= Hi, I've been having trouble connecting to the internet. I've tried
a few things on my own but couldn't resolve the issue. Can you

please help me?

-7 Conversation assigned to agent Deckard Cain (Today, 12 21) T =s -
Agempyc‘k’avd Cain transferred the Conversation from queue Issues Resolution to queue Issues Resch\\mm\(Agerl
4 Robert Williams) N

N

.
(Today, 18:54)
, \
Conversation assigned to agent Robert Williams  (Today, 18:54)
|
Agent Robert Williams changed ticket status from Open to Waiting (Today, 18:65)
/

N
Agent Robert Williams changed ticket status from Waiting to Open  (Today, 18:55) .

>~ _Agent Robert Williams changed ticket status from Open to Solved (Today, 18:55) _

Write a reply...
Figure 278. Conversation Card Info

Please note that if the chatbot (Virtual Assistant) has been configured in the system for 'Live Chat' and
'‘SMS Chat', any conversations between the chatbot and the customer will also be displayed inside the
Conversation card. This ensures that the agent has visibility into any automated interactions that have

taken place with the customer before they start the conversation.

Wednesday, January 18th, 2023

18th, 2023, 00:23)

started (January

+17862329213

o
= Hello, I need help with my email account. Can you please assist
me? Thank you.
143
Virtual Assistant

Thank You for using our App.
1. Support Emergency

2. Contact Sales

3. Marketing

+17862329213
N
& |
0939
. 3 = @
Option submitted successfully. Someone will contact You
shortly. Please be patient.
ed the qu
Tuesday, January 24th, 2023
onversation assigned to agent Kevin O'Donnell - (January 24th, 2023, 0
Tuesday, January 31st, 2023
Write a reply. @ ¢ >

Figure 279. Virtual Assistant Response

2.13.30. Profile

he 'Profile’ section provides the Agent with access to the customer’s general information. This includes
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the customer’s name, SMS number, email address, and the domain name of the website from which
the conversation was submitted.

Profile

2 Doris 0dom

% Nonumber
doris.odom@g-test.com

@ omni_cc_testing.com

Figure 280. Profile

Having access to this information helps the Agent to personalize their interactions with the customer
and provide them with more targeted support.

2.13.31. Ban Customers (LiveChat Only)

Another valuable feature within this section is the Ban Customer option. This functionality empowers
agents to restrict interactions with specific customers with whom they are presently engaged,
preventing those banned customers from either continuing ongoing conversations or initiating new
ones.

To initiate the ban, agents simply need to click the three-dot button within the interface and then select
the 'Ban Customer' option.

Profile

Ban Customer
[ ] i
a Doris Odom

. Nonumber
doris.odom@g-test.com

@& omni_cc_testing.com

Figure 281. Ban Customer

Hereafter, a new window will open within the agent panel. In this window, agents are provided with
the capability to specify the duration for which the ban will remain in effect.
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Furthermore, they are required to provide a clear and valid reason for the customer’s ban, ensuring
that the cause behind the action is well-documented.

@ Ban Customer

Ban Duration: day(s)

Brief Reason for Banning:

Banning due to the use of offensive or abusive language|

Please be aware that if you ban this customer, the currently
active conversation will be automatically closed, and the
customer will be unable to start a new chat.

Are you sure you want to continue?

A v
Figure 282. Ban Reason

Common reasons for banning customers include harassment of call center agents, use of offensive
language, making false claims, repeated violations of terms of service, or engaging in fraudulent
activities.

By selecting the 'Ban' button, the agent initiates a ban on the current customer. As a result, a short
notification will appear, and the ongoing conversation with that customer is automatically terminated.

The customer is successfully

V)

banned.

Figure 283. Successful Ban

2.13.32. Conversation History

The Conversation History feature allows agents to access the full history of past conversations with a
particular customer. This list is automatically updated every five minutes, or agents can manually
refresh it at any time.
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Conversation History

B Today
© No Internet

Today
© No Internet Access

Wednesday
© Slow Computer

|

a Friday

© Setup Home Network

a Friday

© No Internet Access

a July 3rd, 2023
© No Subject

|

Load More

aQ_o

Issues Resolution
Ticket ID:4793

Issues Resolution
Ticket 1D:4792

o ReSOIU“Dn/\-
Ticket I1D:4598

R —/-
Ticket 1D:4784

Issues Resolution
Ticket 1D:4783

Incoming Support
Ticket 1D:4475

Figure 284. Conversation History

By default, the Conversation History section displays up to eight closed conversations at a time. Agents

can load more conversations by clicking the '.oad More' button at the bottom of the list.

By clicking on a specific conversation, agents can view the entire chat log, as well as any attachments
or notes associated with the conversation. The chat log is displayed in chronological order, with the

most recent message displayed at the top.

This feature is especially useful for agents who need to quickly access information from previous
conversations, such as customer preferences or previous issues. With access to this historical data,
agents can provide more personalized and effective support to customers.

To expand desired chat, the Agent can simply select/click on the closed conversation within this

window.

ject: Troubleshoot a Network £
et 10 4822

Hello, 'm having some trouble with my computer. Is this the IT
support hotline?

Steps to Troubleshoot a Network

Figure 285. Expand Conversation History Window

Conversation History

| B Yesterday
@ Nolntemeto
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2.13.33. Email

The 'Email' section within the gloCOM Agent Edition holds significant importance by offering agents
comprehensive insights into ongoing and resolved email conversations.

This component plays a vital role in the omnichannel setup as it easily enables a seamless transition
between ways of talking to customers.

~
Agent panel
My Emails Subject: Urgent Request: Laptop Performance Issues £ o open v Profile
3 total Ticket ID: 5485
loday °
;@gmail.com a Noname
Urgent Request: Laptop.. 4min ago
Dear IT Support Team, | hope this Support_IT . Nonumber
@gmail.com
@techsmith.com _ o
Confirm your TechSmit. 16 min ago [®] sk @ WETED 8§
Support_IT
Dear IT Support Team,
. 5.google.com
Security alert e 1 hope this email finds you well. T am writing to seek your assistance with a pressing issue I have been
ecurity aler 200 experiencing with my work laptop. It has been causing a significant disruption to my daily tasks, and I
SupportIT am hoping you can help resolve it as soon as possible.
Here is a detailed description of the problem:
Issue Description: Conversation History Qo
For the past week, my laptop has been exhibiting several performance-related problems, which are July 13th, 2023 Suppori T
negatively impacting my productivity. These issues include:
© Troubleshooting Pri Ticket ID:4870
Slow Startup: It takes an unusually long time for my laptop to boot up. Sometimes, it takes up to 10
minutes before I can start working. July 13th, 2025 R
Application Freezes: While working on various applications, such as Microsoft Word and Excel, they © Outlook Email Confi Ticket 1D:4869
frequently freeze or become unresponsive, forcing me to restart the programs.
Internet Connectivity: My laptop frequently loses internet connectivity, even when other devices on July 13th, 2023 Support.IT
the same network are working fine. This is particularly frustrating during video conferences and when © Issue with Interet C. Ticket ID:4868
accessing web-based tools.
Excessive Fan Noise: The laptop's fan seems to be running at high speeds more frequently, even July 13th, 2023 SupportIT
when I'm not running resource-intensive applications. © Login Issues Ticket ID:4867
Unassigned Emails .
2 total Battery Drain: The battery seems to be draining much faster than before, even when the laptop is in
o sleep mode. July 4th, 2023 Support_IT
© Fud: Welcome to be Ticket ID:4516
tre o rdesk.com D What I've Tried So Far:
Creating a help centre i.. 3hago
Support 1T In an attempt to resolve these issues, I have tried the following troubleshooting steps: July 4th, 2023 Support_IT
o © Fwd: Welcome! We'r. Ticket ID:4515
Running a full system scan with the antivirus software.
i@gmail.com 3 Checking for and installing the latest Windows updates.
g
Fwd: lssue with Interne. Less than a min ago Cleaning up temporary files and optimizing the hard drive. July 4th, 2023 SupportIT
SupportIT Disabling unnecessary startup programs. © Fwd: Test Report for. Ticket ID:4514
PP Adjusting power settings to conserve battery life. °
Desoite mv efforts. the problems persist. and it's becomina increasinalv difficult to meet deadines and July 4th, 2023 Support_IT
Ticket ID:4513
From: @gmail.com v To 1@gmail.com © Fwd: Grab Chance ket

Reply All Reply Load More

Figure 286. Email Section

With email added, agents can explain things well, share files, and give organized responses. They can
also follow up on past talks, which keeps customers happy and stops them from repeating things.

The Email landing page is divided into six sections, each representing the following:

2.13.33.1. My Emails

The MyEmail feature simplifies handling email conversations assigned to agents. In this application
section, agents can access details about their email tasks.

This section includes the overall count of email conversations assigned to them, as well as the number
of conversations requiring replies. Additionally, MyEmail provides other relevant information:
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Customer's Email

Subject of the Conversation

My Emails
5 total

@gmail.com

Email Access Issue

Dear IT Support Team, | hope this

@gmail.com
Fwd: Issue with Interne...

orwaraed messag

- desk.com
Creating a help centre i...

@gmail.com
Urgent Request: Laptop...

d message

smith.com
Confirm your TechSmit...

ntirm Your

1 min ago

Support_IT ©

17 min ago

Support_IT

4 hago
Support_IT

21 min ago

Support_IT

33 min ago

Support_IT

Figure 287. Email Section Info

Close/Transfer

Conversation Queue Name

Conversation Start Time

Unread Emails

¢ Customer’s Email: This is the email of the customer who initiated the conversation.

Subject of the Conversation: Brief description of the problem or request.

Close/Transfer: Additional options for close and transfer emails.

* Conversation Queue Name: This reveals the queue where the conversation originated, assisting
agents in understanding its source and offering relevant support.

* Conversation Start Time: Time when the conversation was started. This gives agents a
reference point for the conversation and helps them manage their time efficiently.

* Unread Emails: Represents the number of unread emails.

Within this section, agents can pick a particular conversation to continue helping the customer. Agents
have the option to transfer chosen conversations to other agents or queues, or they can decide to close

the conversation after it’s done.

My Emails

5 total

|@gmail.com

Email Access Issue

Dear IT Support Team, | hope this ...

}@gmail.com

Fwd: Issue with Interne...

4 min ago

Support_IT

20 min ago

Support_IT

Subje
Ticket Il

Close

Transfer

=)

Figure 288. Email Close/Transfer Options
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2.13.33.1.1. My Emails - Close Conversation

When agents choose a conversation and click the "Close" option, the selected conversation will be
permanently closed. As a result, it will be removed from the "MyEmails" section and archived in the
"Conversation History."

2.13.33.1.2. My Emails - Transfer Conversation

A new window will pop up when the agent selects a conversation and clicks on the "Transfer" option.
From there, the agent can choose the queue to which the selected conversation will be transferred or
select the specific agent to whom the conversation will be assigned.

Transfer your request to another agent/queue X

You are about to transfer the ticket from @gmail.com
Queues (Available agents) Agents (Optional)
e N
Support_l‘l‘l v [ v j

®© Incoming_Support (1)

© Issues_Resolution (2)

Marketing (1) y

© Marketing Leads (0)

® NewProductinquiry (1)
y,

Figure 289. Email Transfer Conversation

If chat is transferred directly to the Agent, it will be automatically assigned to that specific Agent (no
matter which queue the Agent belongs to). Otherwise, if the conversation was transferred to the Queue
where no Agents were selected, it will be sent to unassigned conversations for the selected Queu

Transfer your request to another agent/queue X

You are about to transfer the ticket from = - l@gmail.com
Queues (Available agents) Agents (Optional)
' I
[ Support_IT v j | v
® Doris Odom

® Ethan Hunt

@ Randy Gordon | 4

® Robert Williams
\ y

Figure 290. Email - Transfer Conversation to Agent
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2.13.34. Unassigned Emails

The Unassigned Emails part of the application shows details about conversations that haven’t been
assigned to any specific agent yet. It lets agents see which conversations are waiting for a reply and
gives them the option to take responsibility for these conversations.

<

Unassigned Emails

3 total
I@gmail.com 2
Email Access Issue 17 min ago
Dear IT Support Team, | hope this ... Support_IT
|@gmail.com 0>
Laptop Performance Is... 2 min ago
Dear IT Support Team, | hope this ... Support_IT
@gmail.com 0 >
Internet Issues in Less than a min
I would like your assistance with a ... Support_IT

Figure 291. Unassigned Emails

For each unassigned conversation, the section displays the following information:

—— Unassigned Emails X
Unassigend Emails. 3 total
mz—- I@gmail.com D T
Email Access Issue 17 min ago

Dear IT Support Team, | hope this Support_IT
|@gmail.com (o JEONMMEP  Conversation Start Time
"‘ Laptop Performance Is... 2minago
Dear IT Support Team, | hope this SUPPONJT"J’”‘

. =
@gmail.com (o O
Internet Issues in Less than a min
I would like your assistance with a Support_IT

Figure 292. Unassigned Emails Info

* The Number of Unassigned Emails - This represents the number of unassigned emails.

* The Customer’s Email - This helps agents identify the customer they are talking to and
personalize their interactions.

* Subject of the Conversation: Brief description of the problem or request.
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» Assign to me Button - This button allows the Agent to manually assign emails to themselves,
indicating they are willing and able to take on the conversation. This is especially useful when the
queue is busy and automatic routing is delayed, or when the conversation requires specific
expertise that only the Agent possesses.

» Conversation Start Time - Time when the customer started the conversation. This gives agents a

reference point for the conversation and helps them manage their time efficiently.

* Conversation Queue Name - Name of the queue where the conversation was opened. This helps
agents identify the source of the conversation and enables them to provide appropriate support.

* Unread Emails - Notification for unread Emails.

When agents click on an unassigned emails in the 'Unassigned Emails' section, they get a quick look at
it. This preview gives them key details about the conversation so they can decide if it’s something they
can handle well.

My Emails
5total

smith.com
Confirm your TechSmit.

@gmail.com
Fwd: Issue with Interne..

@gmail.com
No Subject

desk.com
Creating a help centre ..

i@gmail.com

Urgent Request: Lapto.

Unassigned Emails
3total

@gmail.com

Email Access Issue

Dear IT Support Team, | hope this
I@gmail.com

Laptop Performance Is

Lo @gmail.com
Internet Issues

1hago
Support_IT

35 min ago
Support_IT

9 min ago
Support_IT

4hago
Support_IT

39 min ago
Support_IT

19 min ago
Support_IT

0 »
4minago
Support_IT

0 »
2minago
Support_IT

Agent panel

Subject: Email Access Issue
Ticket 1D: 5487

[*] @gmail.com « Today1209 i ¢

Dear IT Support Team,

1 hope this message finds you well. I am writing to report an issue I have encountered with my email
ich s affecting my ability to communicate effectively with colleagues and clients. I am
tance in resolving this matter.

Issue Description:

For the past two days, I have been experiencing difficulties accessing my work email through both the
oft Outlook). Here are the specific problems I have

changed my password recently.

Slow Email Retri
time to load, an

when T manage to log in successfully, the emails take an unusually long
s they do not load at all

Outgoing Email Issues:
being delive

: Sending emails has also been problematic. Some of my outgoin
nd I am not receiving bounce-back messages indical

Restarting my computer and email client several times.

Despi ese efforts, I have not been able to resolve the email access issues, and it is causing

Email Address: [* )

Figure 293. Unassigned Emails Info

Profile

°
a Noname

. Nonumber

= @gmail.com

Conversation History

Today
@ Laptop Performance.

Today
@ No Subject

July 13th, 2023
@ Forgotten Password

Qo

Support_IT
Ticket ID:5489

Support_IT
Ticket ID:5488

Support_IT
Ticket ID:4871

Agents can also see the conversation’s history by clicking on the conversation. This includes any files
that were shared, like documents or images. This background info helps agents better understand the
customer’s situation and find effective solutions.

The rules for assigning conversations to agents are the same as those applied in the Chat section.

2.13.35. Email Subject Section

Within this section, agents have the ability to modify an email conversation’s status, indicating its
progress or current state. Additionally, agents can edit the subject of the email conversation and easily
track the conversation’s unique ID.
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Subject: (No Internet Access] ) OO

Ticket ID: 6490

Figure 294. Email Subject Section

2.13.35.1. Subject of the Conversation

Agents can edit the subject of the conversation in this section. This can be particularly useful for
ensuring that completed conversations are easy to find and review, especially if the conversation
involves a complex or nuanced issue.

2.13.35.2. Email Conversation Status

Email conversations in the system can have four different statuses that reflect their current stage or
state:

Open

This status is assigned automatically when an email conversation is given to an agent, either through
manual or automatic assignment.

Waiting

The "Waiting" status shows that the agent is waiting for more information from the customer. This
could be specific details like ID numbers or operating system info needed to assist the customer.

My Emails
1 total
(@gmail.com
Internet Issues 12 min ago
I would like your assistance with a ... Support_IT

Figure 295. Email Waiting Status
Solved

When an email conversation is marked as "Solved," it means the agent has finished helping and
resolving the issue. However, customer confirmation is still needed. The agent might have fixed the
problem or provided a solution, but it’s important to make sure everything is working for the
customer. After the customer confirms they're satisfied or gives more feedback, the email can be
closed.
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My Emails
1 total
@gmail.com
Email Access Issue 27 min ago
Dear IT Support Team, | hope this ... Support_IT

Figure 296. Email Solved Status

Closed

The "Closed" status lets agents mark an email as done. Once closed, the conversation moves from the
agent’s active list to the conversation history for reference.

2.13.35.3. Email Transfer

The Transfer button enables agents to move a chosen chat or conversation to another agent or queue.
When transferring to another agent, the selected agent becomes the new owner, regardless of their
queue. If transferred to a queue, the chat goes to that queue’s unassigned conversations section.

Transfer your request to another agent/queue X

You are about to transfer the ticket from Casper Levine
Queues (Available agents) Agents (Optional)
s N
IT_Support v [ v j

®© Incoming Support (3)

®© Issues Resolution (1)

\ | © IT_Support (10) 4

© Marketing (1)

© Marketing Leads (0)

Figure 297. Email Solved Status

2.13.36. Email Conversation Card

The application includes an email-based communication feature that enables agents to send and
receive emails.
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.
Agent panel
My Emails Subject: Urgent Request: Laptop Performance Issues £ oopn v Profile
3 total Ticket 1D: 5485
‘Emlen From: Jason Bourne <; - » 2 Noname
GLELL Date: Fri, Sep 15,2023 at 11:48 AM
Urgent Request: Laptop... 3dago Subject: Urgent Request: Laptop Performance Issues
Forwarded message Support_IT To: < > . Nonumber
] ““@gmail.com
L _ smith.com o - Dear IT Support Team,
Confirm your TechSmit 3dago
Support_IT 1 hope this email finds you well. I am writing to seek your assistance with a pressing issue I have been
experiencing with my work laptop. It has been causing a significant disruption to my daily tasks, and I
\desk.com o - am hoping you can help resolve it as soon as possible.
Creating a help centre i.. 3dago Here is a detailed description of the problem
Support_IT
Issue Description:
For the past week, my laptop has been extiibiting several performance-related problems, which are
negatively impacting my productivity. These issues include: Conversation History QO
Slow Startup: It takes an unusually long time for my laptop to boot up. Sometimes, it takes up to 10
minutes before I can start working. Today Support_IT
@ Urgent Request: Lap Ticket ID5495
Application Freezes: While working on various applications, such as Microsoft Word and Excel, they
frequently freeze or become unresponsive, forcing me to restart the programs.
Friday Support_IT
Internet Connectivity: My laptop frequently loses internet connectivity, even when other devices on © Internet Issues Ticket ID:5490
the same network are working fine. This is particularly frustrating during video conferences and when
accessing web-based tools.
Friday Support_IT
Excessive Fan Noise: The laptop's fan seems to be running at high speeds more frequently, even @ Fwd: Issue with Inter Ticket ID:5486
when I'm not running resource-intensive applications.
Battery Drain: The battery seems to be draining much faster than before, even when the laptop is in July 13th, 2023 SupportIT
sleep mode. ° @ Troubleshooting Pri Ticket 10:4870
Unassigned Emails N From: | I@gmail.com v I@gmail.com Cc Bee July 13th, 2023 Support_IT
2 total © Outlook Email Confi. Ticket ID:4869
]
messagesd.com Sl Welcome to T Support, Jason July 13th, 2023 Support_IT
L. 20hago @ Issue with Internet C. Ticket ID:4868
‘ R ng We're delighted to have you here, and we're ready to assist you with all your IT needs. Whether you're facing
y Sna uppor
or ' PP technical challenges, seeking information, or just looking for some expert advice, our dedicated team is here to
help. July 13th, 2023 Support IT
@gmail.com 0> @ Login Issues Ticket ID:4867
Urgent Request: Laptop... 5hago AtIT Support, we understand that technology can sometimes be complex, but don't worry — we've got your back.
sport Team g Support IT knowledgeable tech tted t d th efficient soluti d I
: " uppor Our knowledgeable techniians are commited to providing you with efcent solutons and  seamless experience July ath, 2025 R
If you have any questions or require assistance, please don' hesitate to reach out to us. You can contact us
Y , © Fwd: Welcome to be Ticket ID:4516.
through our support portal, give us a call, or even drop by our office if you're in the area. We're always here to
BIUE===9¢ <D € Losd re
Pl

Figure 298. Email Conversation Card

During a conversation with a customer, agents have the ability to scroll through the conversation
history, facilitating a quick review of previous discussions.

Similarly to MyChats, when agents select a conversation/email, the conversation card on their screen
provides a quick overview of all the important details. This card includes information about when the
conversation started, its associated queue, and details about the assigned agent. If the conversation was
transferred, it also displays who initiated the transfer and when.

2.13.37. Email Profile

Displays customer’s general information like Customer name, SMS number, E-mail address, and
Domain name. (website from which the conversation was submitted)

Profile

2 Garfield Shelton

. Nonumber
g.shelton@marklive.com

@& omni.testing.com

Figure 299. Email Profile
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2.13.38. Email Conversation History

The Conversation History feature empowers agents to access the complete record of past conversations
with a specific customer. This list is automatically updated every five minutes, or agents can manually
refresh it whenever needed.

Conversation History Q QO

Support_IT
Ticket ID:5486

Today
© Fwd: Issue with Inter...

Support_IT
Ticket ID:5485

Today
© Urgent Request: Lap...

July 13th, 2023
© Troubleshooting Pri...

Support_IT
Ticket 1D:4870

Figure 300. Email Conversation History

By selecting a specific conversation, agents can review the entire chat log, along with any attachments
or notes associated with that conversation. The chat log is presented in chronological order, with the
most recent messages displayed at the top.

The Agent can select/click on the closed discussion within this window to expand desired conversation.

~
Agent panel
Subject: Urgent Request: Laptop Pe... £ o open v Conversati Profile
Ticket ID: 5485 Subject: Intern
What I've Tried So Far: 2 Noname
Friday
In an attempt to resolve these issues, I have tried the following
troubleshooting steps: Conversation started  (Fri . Nonumber
Running a full system scan with the antivirus software. Conversation joined the queue Support IT _(Friday, 12.26 = @gmail.com
Checking for and installing the latest Windows updates.
Cleaning up temporary files and optimizing the hard drive.
Disabling unnecessary startup programs. Q @gmail.com Friday, 12:26
Adjusting power settings to conserve battery life.
Despite my efforts, the problems persist, and it's becoming increasingly 1 would like your assistance with a pressing issue | have been
difficult to meet deadlines and fulfill my job responsibilities. Therefore, experiencing with my work laptop. It has been causing a significant
1 kindly request your assistance in diagnosing and resolving these disruption to my daily tasks, and | am hoping you can help resolve it as
issues promptly. soon as possible.
Laptop Details: Here s a detailed description of the problem:
Conversation History a o
Make and Model: [Laptop n Issue Description:
Operating System: !
RAM: [A ] Forthe past week, my laptop has been exhibiting several performance- Today SupportIT
Processor: [I ] related problems, which are negatively impacting my productivity. © Urgent Request: Lap Ticket ID:5495
Hard Drive: [ St = ;T These issues include:
Additional Information: Slow Startup: It takes an unusually long time for my laptop to boot up. Friday Support_IT
Sometimes, it takes up to 10 minutes before | can start working o
. nternet Issues Ticket ID5490
If needed, 1 am available for remote troubleshooting sessions or to
bring the laptop to the IT department for a more in-depth examination. Application Freezes: While working on various applications, such as
Microsoft Word and Excel, they frequently freeze or become Friday SupportIT
Tunderstand that your team is quite busy, but I would greatly unresponsive, forcing me to restart the programs. @ Furc: Issue with Inter ket 105436
appreciate it if you could prioritize this request due to the urgency of
the matter. Please let me know when you can schedule a time for Internet Connectivity: My laptop frequently loses internet connectivity,
assistance or if you require any further information from my end. even when other devices on the same network are working fine. This is July 13th, 2023 SupportIT
particularly frustrating during video conferences and when accessing o Troublechooting P et 810
Thank you in advance for your prompt attention to this matter. Your web-based tools. 9
support is invaluable in ensuring I can perform my job effectively.
Excessive Fan Noise: The laptop's fan seems to be running at high July 13th, 2023 SupportIT
Best regards, speeds more frequently, even when ' not running resource-intensive o outloon Emat Gonfi
e s Outlook Email Confi Ticket ID4869
Battery Drain: The battery seems to be draining much faster than July 13th, 2023 Support T
before, even when the laptop is in sleep mode
© Issue with Internet C. Ticket ID:4868
Agent Deckard Ca
July 13th, 2023 Support_IT
© Login Issues Ticket ID:4867
on
-~ July 4th, 2023 Support_IT
Today
Erom: (@gmail.com + Tod |@gmail.com y © Fud: Welcome to be Ticket ID4516
Conversation closed  (Today, 09.07)
Gzl el Load More
4

Figure 301. Email Conversation History Expand

By default, the Conversation History section shows up to eight closed conversations at a time. Agents
can load more conversations by simply clicking the 'Load More' button at the bottom of the list.
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2.13.39. Dashboard

The Dashboard serves as the agent’s control center, offering a holistic view of their activities and
performance. It’'s a centralized hub that provides a comprehensive overview of their interactions
across voice and messaging channels. Additionally, the Dashboard includes a dedicated section for
queue monitoring, enabling agents and supervisors to track the activity and workload of their assigned
queues efficiently. The 'My Performance' tab offers valuable insights into their daily activities. Three
main sections are:

2.13.39.1. Agents

The Agent Dashboard displays important information about the agent’s activities on different channels
and conversations. When agents open this section, they will be prompted with the info about all other
agents they are working with across the system. This information proves valuable when agents require
assistance from their peers or supervisors.

Agent panel

Agent details @ Agent state @ Active conversations ©

Name |2 Y Channels Y state 11 YV Timeinstate 1 Y calls 1 V Livechat 1| V' Messaging 1] Y Emails T YV Workload 1| Y

Velma Roy (5005) © Logged Off o 0of3 005 00f10 0% (0 0f 32)

Robert Williams (5002) © Loggedin 4d 23h o 0of2 0ofs © 3010 (17d3h) 11% (3 0f 28)

Randy Gordon (5575) © Logged Off o 00f3 0ofs 00f10 0% (00f 32)

Mark White (9027) o Loggedin 19200 © 9013 (3d200) 0ofs © 90f10 (3d20h) 141% (45 0f 32)

Kevin ODonnell (5001) © Logged off 00f2 00f5 00f10 0% (001 28)

Ethan Hunt (5555) © Loggedin £ © 10f2 (19h) 0of5 00f 10 14% (4 of 28)

Doris Odom (5004) o Logged off oofs 0ofs 00f10 0% (00f32)

Deckard Cain (5545) o Loggedin 3n ® 20f3 (1d200) 0of5 00f10 25% (8 0f 32)

Charis Price (5100) © Logged Off

00f0 00f0 00f0 0% (0 of 0)

Figure 302. Agent Dashboard
The dashboard has three sections:
1. Agent Details

Within this section, users will find details about each agent, including their Name and the Channels for
which they provide support.

Agent details @

Name T Y Channels Y
Dors 0dom (5004

Figure 303. Agent Dashboard Details

To access more information about a specific agent, hover over their name and click the adjacent
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button. This action will provide users with insights into the agent’s current state and all the queues
they are associated with.

e Deckard Cain

Assigned Queues (7)

* Marketing

* Support_IT

* Incoming_Support
s CallStream_Queue
* Issues_Resolution
* LinePro

* QueueMaster

Figure 304. Agent Dashboard Info

For a comprehensive understanding of the columns labeled 'Name' and 'Channels,' click on the icon
next to the Agentdetais @  label. This will provide users with detailed descriptions of these columns.

Users also have the option to filter agents based on their name or the channels they are actively
working with.

Agent details ©

Name 1| @ Channels Y
Channels @ State T| Y ‘
Charis Price (5100) [Selec( Agents v]
Match An; v
Doris Odom (5004) Ql X | Machdny - ¥
Velma Roy (5005) 1 Charis Price
{ Voice ]
p Doris Odom
Mark White (9027) -
Velma Roy
D &
Robert Williams (5002) Py
Mark White
R e

Robert Williams

Kevin O'Donnell (5001) Randy Gordon

Figure 305. Agent Dashboard Info

2. Agent State

This section represents the agent’s login state and how long they have been in that state.

Agent state @

state | Y/ = Timeinstate T Y
® Loggedin 1h 8m

Figure 306. Agent State

The following states are possible:
* Logged off - The agent is not currently available to handle any queue, possibly because they are
not scheduled to work or are facing technical issues.
* Logged In - The agent is actively available to handle customer requests.

» Paused - The agent is momentarily unavailable for customer requests, which might be due to
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breaks, lunch, meetings, or other reasons.

To gain a thorough grasp of the "State" and "Time in State" columns, click on the icon A9 ste @

adjacent to the "Agent State" label.

Users are also empowered to filter agents by their login state or the time in that state.

Agent state @ Active  Agent state © Active conversations
suel @) Tmeinswtell Y | cals swtefl V  Tmeinswell () calstl T

[ o Logged off 02:30

o Loggedin —
Clear
s G CD

Figure 307. Agent State Filters
3. Active Conversations

This section displays the number of active conversations on each communication channel and their
duration. It also shows the workload capacity of the agent.

Active conversations @

Calls T] Y Live chat T| Y Messaging 1] Y Emails T| Y Workload 1| Y
0 ® 20f2 (26d19h 48m) 00f5 e 80of10 (20d 20h 12m) 57% (16 of 28)
0 ® 10f2 (25d2h 4m) 00f5 e 10f10 (4d2h 12m) 18% (5 of 28)
0 e 30f3 (14d1h7m) 00f5 e 170f10 (28d 2h 40m) 91% (29 of 32)

Figure 308. Active Conversations
Also, the following information is displayed:

 Calls - Represents the number of active conversations for voice communication channel.
 Live Chat - Represents the number of active conversations for live chat communication channel.

* Messaging - Represents the number of active conversations for social and SMS communication
channel.

* Email - Represents the number of active conversations for email communication channel.

» Workload - This number, calculated using specific formulas and adjustable on the PBX system,
represents the percentage of the agents' workload within all queues they are a part of. It provides
information about how many conversations agents currently have compared to their maximum
workload capacity.

For a comprehensive understanding of each columns regarding this section, click on the
Active conversations @ 1eXt to the "Active Conversation" label.

Users also have the option to filter active conversations based on 'Calls', 'Live Chat', 'Messaging', 'Emails’,
and "Workload'.
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Active conversations @

calls {| V  Livechat 1| Y Messaging T| Y Emails T Y  Workioad T| Y

0 ® 20f2 (26d 19h 35m) 0of5 ® 80f10 (20d 19h 59m) 57% (16 of 28)

Active conversations  ® Active conversations  ®

cats 1l @ tivechat 1) calls 1) Y | Livechat 1] @  Messaging 11 Messaging T (@)  Emails 1L Emais 1| @ vokoad 1L Y Workioad 1| o
j O e S e | N e bl e
o busy
Cear e
= e @ e - @ = o

Figure 309. Active Conversations Filters

Overall, the Agent Dashboard provides a comprehensive view of the agent’s current state and activities
on different channels and conversations.

o To remove all applied filters, users can click the button in the
agent panel’s top right corner.

2.13.39.2. Queues

The Queue section page provides agents with a quick and easy way to understand the activity and
workload of their Queue, allowing them to respond to customer inquiries more effectively. Within this
section, agents can access information regarding the queues they are actively engaged with.

/ N
(" MyPerformance ) Q

€D D
€D @ €D
o™ ed

o™ D
@ €D CD

Figure 310. Queues
The page consists of three sections:
1. Queue Details

The Queue Details section provides agents with important information about each queue. It displays
the name of the queue and the communication channels in which the queue is utilized.
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Queue details ®

Name T|
© Incoming_Support
@© Support_IT

. CallStream_Queue

@ Channels

Voice

Figure 311. Queues Details

Furthermore, on the left side of each queue’s name, there are icons that indicate the queue’s operation
times (OT). A green icon signifies that the queue is operational during working hours, while a gray icon
indicates that the queue is not operational during non-working hours. For voice queues, a phone icon

is displayed.

To access information about which agents are assigned to a specific queue, hover over the queue name

and click the adjacent button.

Figure 312. Queues Details

Support_IT

Queue Members (5)

¢ Deckard Cain

¢ Ethan Hunt

* Randy Gordon
¢ Robert Williams
¢ Doris Odom

The descriptions beside the labels are consistent with the previous documentation, and filters are also

provided for this section.

Issues_ Resolution

2. Current Conversations

Current conversations ©

Y Waiting T| Y Active 1|
@ w1l waiing 11 @ el Actve 11
ah sy v reternan
@
o o
8 ’
D e

Figure 313. Queues Filters

Paused 1|

The Current Conversations section shows the number of waiting and active conversations in the

Queue.
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Current conversations @

Waiting T Y Active T] Y
5 12
4 8
2 5

Figure 314. Current Conversations

Agents can quickly determine how many conversations are currently waiting for a response and how
many are actively being worked on.

3. Agent States

The Agents' States section displays the number of currently logged-in and paused agents in the Queue.
This information helps agents understand the current availability of their team members, allowing
them to coordinate their efforts more effectively.

Agents ®

Loggedin T/ Y Paused T| Y
56 6
34 8
25 3

Figure 315. Agent States

2.13.39.3. My Performance

This page illustrates the agent’s capacity to manage multiple tickets simultaneously, offers insights into
their workload and daily activity, and provides valuable metrics such as the number of completed
conversations, speed of answer, handling time, etc.
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Agent panel

. [ -
:

My Workload My Capacity by Channel ions (carried y ions closed

9 8
59% Messaging

0 3 6 9 12

Speed of Answer Handling Time
(Average) (Average)

<1. <1.
Assigned Queues Assigned Channels
Support_IT Voice
Marketing SMs
LinePro Email
Issues_Resolution Chat

QueueMaster

Conversations by Queues Conversations by channels

@ Support_IT @ Incoming_Support @ Issues_Resolution @Chat @ Email Incomina Sunnor rt

Total 7 Total: 4

Figure 316. My Performance
Here is a breakdown of the information displayed on this page:

* My Workload: This section visually represents the user’s workload as a percentage, calculated by
considering the number of ongoing conversations across different channels like chat, SMS, or
email. The meter is divided into two sections: red and grey. The red section represents the
utilized(used) working units, while the grey section indicates the remaining working units.

* My Capacity by Channel: This area displays a graph that helps agents monitor the number of
active conversations and their maximum capacity for handling conversations.

» Conversations(carried over/today): This metric showcases the sum of conversations agents
have carried over from prior days combined with the count of new conversations received today.

* Conversations closed: This provides an overview of how many conversations an agent has on
the current day.

* Conversations by Queues: This section provides information on the number of conversations
an agent has handled for each queue.

* Conversations per Channels: This displays the number of conversations an agent has handled
for each communication channel, such as live chat, SMS, email, etc.

* Speed of Answer: This metric shows the average time an agent takes to respond to a
conversation.

* Handling Time: This displays the average time an agent spends handling a conversation.
» Assigned Queues: This shows the queues to which an agent is currently assigned.
» Assigned Channels: This displays the communication channels to which an agent is currently

assigned.

By providing these metrics, the My Performance tab helps agents track their progress and identify
areas where they can improve their performance.
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2.13.40. Partial Service Availability

If there’s a partial service availability issue, the Agent Panel will show a message stating, "Dashboard
functionality may be affected due to partial service readiness." This means that the complete set of
services may not be accessible, leading to potential disruptions in the display of messages within
conversations.

Dashboard functionality may be affected due to partial service readiness.

el ( QUEUES ) ( MY PERFORMANCE ) Q

L]

D Agent details @ Agentstate © Daiystats @ & Active conversations  ©
Name 1 ¥ Channels Y sate!l V | Tmeinstate 1l V  Tomlewow 1l ¥V  soaew Tl ¥ W@ 1l ¥V calls 1l ¥ Lvechat IV sms 1l Vo Email 1 V' Messaging capacity 11V

]

Email Agent 9008 (9008) o Logged off 0@/ 0 0 0 0 0 0 0 0f 10 (0%)

G 9009 (9009) e Loggedin 27d 19h 35m 0@y o 0 0 o 0 10 (27d 19h 35m) 10 of 10 (100%)

Eezin Agent9001 (3001) o Loggedin 26d 35m 00 0 0 0 10 0 .9 19 0f 10 (190%)

Agent3 (3005) ® Logged off 000 0 0 0 0 0 0 00f 10 (0%)
Agent9011 (3011) & Logged off 0 /0y 0 0 0 ® 2 (26d 16h 53m) 0 . 43 45 of 10 (450%)
M9013 (9013) & Loggedin m 0 /0 o 0 0 0 0 s 10 10 of 10 (100%)
M9014 (3014) e Loggedin 244 23h 34m 0 (oroy 0 0 0 ® 2 (26d 18h 38m) ® 1 (27d22h 32m) ® 13 (27d 22h 25m) 16 of 10 (160%)
‘Agent9003 (9003) e Loggedin 8d 29m 0@/ o 0 0 e 10 0 - 28 38 of 10 (380%)
Agent9006 (9006) [ voice ] « Logged off 00 o 0 0 0 0 0 00f 10(0%)
AgentPause0|da012 (3012) o Logged off 000 o 0 0 o 0 o 00f 10(0%)

]

3

Fo

Figure 317. Partial Service Availability

In specific instances, hovering over the service error will unveil a message like "Error while loading
daily stats,” accompanied by a warning sign. This example illustrates the error message that might
appear in such situations.

2.13.41. Conversations

The Conversations section allows agents and supervisors to quickly and easily view all active and
waiting conversations in the system and promptly assign conversations to themselves or other agents
as needed (only for supervisors). It is a critical tool for managing customer interactions and ensuring
all customer inquiries are addressed promptly and effectively.

2.13.41.1. Active Conversations

The Conversations section of the app displays information about active conversations and
conversations that are currently waiting to be assigned to an agent.
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Support_IT

Support_IT

Support.IT

ions
Issues_Resolution

Support_IT

Support.IT

Support.IT

Support.IT

Support_IT

Support_IT

Support_IT

This section provides the following details about each conversation:

* Queue: This displays the name of the queue to which the conversation belongs.

Incoming_Support

Issues_Resolution

Issues_Resolution

L
5525
5524
5523
5622
5621
5520
5506
5505
5504
5495
5494
5485
4515
4514

4513

EEEEE

EEEEEE

EEEEE

Agent panel
Agent 1| Y Customer 7| Y DatesTime 7|
Deckard Cain Esse Vitaelis Today, 11:42
Deckard Cain Michael Patel Today, 11:40
Deckard Cain Doris Odom Today, 11:40
Deckard Cain Antonia Osborn Today, 11:39

Yesterday, 21:41

desk.com Yesterday, 19:05

Monday, 21:35

Deckard Cain - desk.com Monday, 21:30
Ethan Hunt Nihil Laboriosam Monday, 1512
Deckard Cain 3@gmail.com Monday, 08:55
messagesd.com Sunday, 17:31
Deckard Cain s@gmail.com Friday, 11:49
Robert Williams @gmail.com July 4th, 2023, 08:27
Robert Williams s@gmail.com July 4th, 2023, 08:25
Robert Williams s@gmail.com July 4th, 2023, 08:13

Figure 318. Active Conversations

Y

Subject

Slow Computer

Snagit Challenge Day 2

Be where your customers are

Urgent Request: Laptop Performance Issues

Take the Snagit 4-Day Challenge During Your Trial

Urgent Request: Laptop Performance Issues

Fwd: Welcome! We're glad you've joined us!

Fwd: Test Report for TestOne

Fwd: Grab Chance: Get Filmora with 65% off now!

State 7| Y

© Solved
® Solved
o Open
© Queued (1h9m)

® Queued (8m)

© Queued (3 8m)

 ID: This displays the conversation ID number, which uniquely identifies each conversation.

* Channel: This displays the channel through which the conversation was started (e.g. Live Chat,

Emalil, SMS, etc.).

» Agent: This displays the name of the agent who is currently assigned to the conversation, if any.

* Customer: This displays the name of the customer who initiated the conversation, along with
their email, SMS number or domain from which the conversation was started.

» Date/Time: This displays the date and time when the conversation was started.

» Subject: This displays the subject of the conversation, if any.

« State: This displays state of the conversation assigned by the agent.

Users can easily filter and organize active conversations based on various criteria (mentioned above),
simplifying locating and handling them.

2.13.41.2. Closed Conversations

This section conveniently presents all closed conversations containing chats, emails, and voice
interactions for review and reference.
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Agent panel )
Queue Y o Y Channel Y Agent Y Customer Y Date/Time Y Subject Y Actions
Issues_Resolution 5524 Kevin O'Donnell MichaelPatel@test.com Today, 12:07 Slow Computer
Issues_Resolution 5506 Ethan Hunt messagesd.com Today, 12:06 Snagit Challenge Day 2
Issues_Resolution 5494 Ethan Hunt messagesd.com Today, 12:06 Take the Snagit 4-Day Challenge During Your Trial
Incoming_Support 5503 Deckard Cain MichaelPatel@test.com Today, 11:40 ®
Support_IT 5507 Deckard Cain doris.odom@g-test.com Today, 11:40 Forgotten Password ®
Issues._| Resolution 5481 Deckard Cain antonia.osbom@g-test.com Today, 11:39 Slow Computer ®
Support_IT 5483 [ rmail ) Randy Gordon - desk.com Today, 11:38 Creating a help centre in your 14 day trial ®
Support_IT 5484 Ethan Hunt - _ smith.com Today, 11:38 Confirm your TechSmith Account ®
Issues_Resolution 5482 Kevin O'Donnell enim.vitae@test.com Today, 11:38 No Internet Access ®
Callstream_Queue 1695119053.14 Deckard Cain 555 Yesterday, 1224 3
Support_IT 5500 Deckard Cain doris. odom@g-test.com Yesterday, 10:48 No access to the email server ®
Support_IT 5499 Deckard Cain caspertit@air-test.com Monday, 14:45 ®
Issues_Resolution 5136 Randy Gordon MichaelPatel@test.com Monday, 14:43
Support_IT 5486 Deckard Cain (@gmail.com Monday, 09:02 Fwd: Issue with Internet Connectivity ®
Support_IT 5489 Kevin O'Donnell I@gmail.com Monday, 09:02 Laptop Performance Issues ®
Support_IT 5491 Deckard Cain messages4.com Monday, 09:02 Become a Snagit Pro in Minutes ®
Support_IT 5492 a DeckardCain ~ messa \ges4.com Monday, 09:02 Create Professional Visual Guides with Snagit Templates ®
« < 12 3 4 5 > » |20V
pl

Figure 319. Closed Conversations

Users can conveniently refine and organize closed conversations according to different filters, making
it easier to find and manage them. These filters include:

* Queue: To narrow down conversations by specific queues.

« ID: For locating conversations using unique identification numbers.

* Channel: To sort conversations by the communication method, such as Live Chat, Email, SMS, or
Voice.

Agent: For filtering based on the particular agent who handled the conversation.

» Customer: To search for conversations involving specific customers.

Date/Time: For isolating conversations within a chosen date and time range.

Subject: To find conversations based on their subject or topic.

Action Show conversation or Play recording.
Show conversation or Play recording

The user’s role determines the ability to view these conversations or play recordings. Supervisors can
access complete details of all closed conversations within their assigned queues. Conversely, agents can
only view conversations they were directly involved in.

Show Conversation - This option, designed for chats and emails, allows agents to access and
review the historical record of the closed conversation, providing valuable context and information.

Play Record - This feature is intended for closed voice conversations, enabling agents to
playback and listen to the recorded content of past voice interactions, facilitating comprehensive
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analysis and assessment.

The design of these viewing permissions is thoughtfully created to strike a balance between
accessibility and confidentiality. This ensures that users are granted access levels aligning with their
organization’s responsibilities.

2.13.42. OmniChannel Licensing

Unlock the potential to elevate your customer service with the gloCOM Agent edition and OmniChannel
module. Contact your provider to explore enabling the Contact Center edition with the Omnichannel
module in your license and begin delivering exceptional service to your customers.

LX) Agent panel

@ You don't have the Omnichannel license needed to use these features. For more information, please contact your Administrator.

My Chats
0 total

No selected chat

Unassigned Chats
0 total

Figure 320. OmniChannel Licensing

If your Contact Center edition lacks OmniChannel activation or you’'ve reached the OmniChannel
module limit, notifications will be displayed within the agent/supervisor panel

2.13.43. Settings

This option allows agents to access security information, voice settings, application settings, and voice
alerts.

2.13.43.1. Security

Specifically designed for LiveChat, this page empowers supervisors and agents to ban and unban
customers and access a comprehensive list of banned customers, featuring details about the banned
customer, restricted IP, the initiator of the ban, and reasons for the ban. This enhancement bolsters
security and control for customer interactions.
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Q

Settings Banned Customers Q @

Security Name 1) Y/ Email 1| Y o Y tPaddress 7  Startdate 7| Y Enddate 1| Y Banreason Y Bannedby 7| 7 Actions

[

Voice Settings
10025 Today, 14:43 October 23rd, 2023, 14:43  Violation of Terms of Service Policies. Ethan Hunt

1Y

Application Settings
Michael Patel m b o b71d- Today, 14:42 October 23rd, 2023, 14:42  Thre:

jor.  Ethan Hunt

Voice Alerts &z

Kim Shelton ki, com Today, 14:35 October 23rd, 2023,14:35  Threats, Harassment, or Unsafe Behavior  Ethan Hunt

1010134 Today, 09:34 October 23rd, 2023,09:34  reason Mark White

Figure 321. List of Banned Customers

The "List of Banned Customers" can be accessed through the "Security" section. It provides the
following information in its columns:

* Name: The full name of the banned customer.

* Email: The email address associated with the banned account.

 ID: A unique customer identifier, typically a token.

* IP Address: The last known IP address the banned customer used to access the service.

» Start Date: The date when the ban was initiated.

* End Date: The date when the ban is scheduled to expire.

* Ban Reason: The reason behind the customer’s ban, either input by an agent or generated by the
system.

* Banned By: Specifies whether the ban was executed by an agent or automatically by the system.

Actions Available

@ Ban: Allows supervisors to impose a new ban on an IP address. Agent can not ban IP
addresses.

Unban: Permits the removal of a ban. Agents can unban customers they personally banned,
while supervisors have the authority to unban any customer.

G Refresh: We highly recommend that users consistently utilize this button both before and
after initiating the ban process. This practice ensures that the data in the table is displayed accurately
and reliably.
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In the event that two agents attempt to ban the same IP address, the IP address
will not appear twice within the banned list. Instead, the system will
consolidate the information. For example, if Agent A wishes to ban IP address
10.0.2.5 for seven days, the ban is approved and displayed in the banned table.

e Subsequently, when Agent B also wants to ban the same IP address (10.0.2.5)
for 14 days, the data within the banned list will be updated with the
information provided by the second agent. As a result, the IP address 10.0.2.5
will show a 14-day ban in the table, effectively overriding the initial 7-day ban
set by Agent A.

Once a customer has been successfully banned or unbanned, a corresponding message will appear
within the agent panel, providing confirmation and information about the action taken.

The customer is successfully
banned.

The customer is successfully
unbanned.

Figure 322. Corresponding Message for Ban/Unban
User Permissions
* Agent Permissions: Agents can view the complete list of banned customers and unban only
those customers whom they have personally banned.
» Supervisor Permissions: Supervisors can view the list and unban any customer, irrespective of
who initiated the ban.
The ban feature serves various purposes, including:
* Auditing and Tracking: It facilitates the monitoring of banned customers for security and
compliance purposes.

 Efficient Management: It streamlines the management of banned users, making it easier to lift
bans when required.

* Informed Decision-Making: It equips agents and supervisors with the essential information to
make well-informed decisions regarding bans and unbans.

2.13.43.2. Voice Settings

This panel contains settings for Agents, Queues and Alerts, so accordingly, there are 3 tabs with same
names.

Agents The drop-down list is used to select which agents will be visible in the Agent Panel window,
inside Agents tab.
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[ JON ) Voice settings

Queues  Alerts

Display options:

Show only agents from my queues

Show offline agents

Agent panel always on top

Cancel

Figure 323. Voice Settings Agents Tab

You can select the following options:

» Show only agents from my queues
» Show all agents
» Show custom selected agents
Also, there is checkbox 'Show offline agents' that is used for showing offline agents inside the Agents

tab. Below, the checkbox 'Agent panel always on top' is used in case you want to set the Agent Panel
always on top.

Queues

The drop-down list is used to select which queues will be visible in the Agent Panel window, inside
Queues tab.
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[ XON ) Voice settings

Agents m Alerts

Display options:

Show my queues only

Agent panel always on top

Cancel
Figure 324. Voice Setting Queues Tab

The following display options are offered:

* Show my queues only
» Show all queues
» Show custom selected queues

Below, there is a checkbox 'Agent panel always on top' that is used in case you want to set the Agent
Panel always on top.

Alerts
Max wait time (MWT)
MWT displays longest waiting caller in the Queue.

» Threshold (minutes): If you want to be alerted when a caller is waiting for more than X minutes in
the Queue, set Threshold on that value. When the waiting time reaches the Threshold, it will be
displayed in red color, and application will optionally display an alert to the user.

* Refresh time (seconds): Select or enter the number which will represent refresh interval in
seconds.
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Alert options

[ ] Voice settings

Agents  Queues

Max wait time (MWT)

Threshold (minutes): 7

<> <>

Refresh time (seconds): 1

Max wait time column displays longest waiting caller in the
queue. If you want to be alerted when a caller is waiting for more
than X minutes, set threshold value in minutes. When waiting
time reaches threshold, it will be displayed in red color, and
application will optionally display an alert to the user. Alert
options are configured below.

Alert options

Alert interval (minutes): 5 &

Show popup for alerts
Alert me for my queues only

Alert interval is the amount of time in which application will alert
agent for one specific type of event (alert).

If popup is enabled, application will show popup whenever an
alert occurs.

By default alerts are enabled just for the queues of which logged

Agent panel always on top

Cancel

Figure 325. Voice Alerts

» Alert interval (minutes): Alert interval is the amount of time in which application will alert agent
for one specific type of event (alert). You can select or enter the number which will represent this

interval in minutes.

» Show popup for alerts: If this option is checked, the application will show popup whenever an

alert occurs.

+ Alert me for my queues only: If this option is checked, you will receive alerts only for your queues.

Below, there is a checkbox 'Agent panel always on top' that is used in case you want to set the Agent

Panel always on top.

2.13.43.3. Application Settings

Open the Preferences window with 'General' tab selected.

2.13.43.4. Voice Alerts

The "Alerts" dialog presents a comprehensive list of alerts. Each alert in the list includes the following
details: the timestamp and specific alert information.
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Alerts ® @

TIME ‘ ALERT

[ ] [ ] Voice settings

Agents  Queues

Max wait time (MWT)

Threshold (minutes): S

Refresh time (seconds): 1

Max wait time column displays longest waiting caller in the
queue. If you want to be alerted when a caller is waiting for more
than X minutes, set threshold value in minutes. When waiting
time reaches threshold, it will be displayed in red color, and
application will optionally display an alert to the user. Alert
options are configured below.

Alert options
i
Alert interval (minutes): 5 <
| Show popup for alerts r

Alert me for my queues only

Alert interval is the amount of time in which application will alert
agent for one specific type of event (alert).

If popup is enabled, application will show popup whenever an
alert occurs.

By default alerts are enabled just for the queues of which logged

Agent panel always on top

Cancel

Figure 326. Voice Alerts

Located on the top right corner of the Alerts dialog, there is an option to delete all alerts from the list.
Additionally, adjacent to the "Delete" button, youll find a "Settings" button. Clicking on this button will
open the "Agent Panel Settings" dialog, allowing you to modify previously configured alert options to

suit your preferences.
2.13.43.5. Show Main Window

The feature brings the application’s main window to the forefront, making it the active and visible.

2.13.43.6. Agent Profile

The Profile section provides comprehensive details about the agent, including their name, state, agent

number, involvement in voice and messaging queues, assigned campaigns, and the agent’s current
workload.
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Ethan Hunt
® ) Available

Agent ID
Agent/5555

Voice Queues

CallStream_Queue

Messaging Queues

Issues_Resolution, Support_IT, Swift_Pro

Campaigns
TeleSolutions Pro, OutreachMaxPro, Dialer 505

Workload (57 %)
Chat 2/2  Email 8/10  Messaging 0/5

€ Exit [© Logout

Figure 327. Agent Profile

Within this section, agents have the ability to transition their status from 'Available' to 'Pause.' Through
the dropdown menu, they can specify the reason for their pause.

X Agent panel

O Y T

0 Av "ttt

® Available X
Inen Lucian Gates

Agent ID a1 o ) Lunch (22:41

Breakfast
Agent/5071
Coffee AgentID
Smoke Break Agent/5071
Voice Queues
CallStream_Queue, LinePro Voice Queues

CallStream_Queue, LinePro

Messaging Queues
Messaging Queues

Incoming_Support, Issues_Resolution, Support_IT Incoming_Support, Issues_Resolution, Support_IT

Figure 328. Agent Status

A colored banner will display across the agent panel, indicating the duration of the pause state,
allowing agents to easily track the paused time.

Paused for Lunch (01:17) Switch to available
. . _
My Chats Subject: Password Reset. £ Waiting Profile
Ticket ID: 5913
1 total
ol | 2  Kimberly Avila
Kimberly Avila - ly
Chats Today
Password Reset. 19 min ago
hello Incoming 'g_Support Conversation assigned to agent Roger Jackson (Today, 11:04) . Nonumber
1
= Roger Jackson & kimavila@test.com

o ® omni.testing.com

nnnnnnnnnnn

Figure 329. Agent Status Banner

Towards the bottom of this section, the agent has two options. They can either select "Exit" to close the
application entirely or opt for "Logout" to log out from the agent’s app.
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2.13.44. OS Native Notifications for OMNI Messaging Events

The OMNI Agent app delivers native OS notifications, essential for agents working across applications,
alerting them visually and audibly to significant events such as new messages, phone calls, and missed
calls.

Some of Key Events for Notifications:

* New Customer Message: Alert when a customer sends a new message.
* Customer in Queue: Notification when a new customer waits in the queue.

» Ticket Assignment: Important, especially for automatic assignment strategies, notifying agents
when a ticket is assigned to them.

» Ticket Transfer: Alert when a ticket is transferred to the agent.

2.13.44.1. Notifications and Indicators in gloCOM Omni-Channel

New Assignments and Transfers

* Chat Assignments: When a chat is automatically assigned or transferred to an agent, a
notification will appear saying, "You have a new assigned chat."
N

Agent Panel
You have a new assigned chat

d
Figure 330. Chat Assigment Notification

« Email Assignments: Similarly, if an email is automatically assigned or transferred to an agent,
the notification will state, "You have a new assigned email."

~
Agent Panel

You have a new assigned email

.
Figure 331. Email Assigment Notification

Unread Messages and Emails

* Chat Messages: Unread messages, whether assigned or unassigned, will be marked with a bold
red circle.

I Savion Johnson
=] o

Mo Subject 2 months ago
TechnicalAssistan...

Figure 332. Unread Messsage Notification

* Emails: Unread email tickets in the assigned or unassigned list will also be marked with a bold
red circle. Clicking the circle will acknowledge the ticket and remove the indicator.
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pbxwareomnichannel@gmail.com 0 3
Freeze test T dago

TechnicalAssistan...

Figure 333. Unread Email Notification
Notifications for Ongoing Chats and Emails

* Chat Messages: If an agent is in another chat or the app is in the background, new messages in
ongoing chats will trigger a "You have a new message" notification.

Agent Panel
You have a new message

Figure 334. New Message Notification

* Emails: If the agent is working on another task or chat, notifications for new emails in ongoing
threads will be displayed similarly.

Agent Panel
You have a new email
Figure 335. New Email Notification

Message and Email Counts

* Chat Messages: The number of new messages in ongoing chats will be displayed within each
ticket in the list of assigned tickets.

=] Michael Brown 0 -
Mo Subject Less than a min ago
TechnicalAssistan...

Figure 336. New Message Indicator

* Emails: A red circle with a number will indicate the total count of new emails received by the
agent.

pbxwareomnichannel@gmail.com QO -

Freeze test 6dago
TechnicalAssistan...

Figure 337. New Email Indicator
General Notifications

* Unassigned Emails: If a new email is in a queue but remains unassigned, or if an email is
transferred to an agent, a notification will be triggered.

Agent Panel
You have a new unassigned email

Figure 338. Unassigned Email Notification
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» Unassigned Messages: If a new message is in a queue but remains unassigned, or if an message

is transferred to an agent, a notification will be triggered.

Agent Panel

You have a new unassigned chat

Figure 339. Unassigned Messages Notification

* gloCOM Summary: gloCOM will display the total number of unread messages and emails, as well

as the count of assigned or unassigned chats and emails.

 Mark White

35 notific f
nots Agent: Unread emails (1

)

Agent: New assigned chats (4)
Agent: New assigned emails (5)
Agent: New unassigned chats (1)
Agent: New unassigned emails (24)

Figure 340. Display All Notifications

o For all the events described above, dock and sound notifications will be

displayed, similar to those for calls and chat messages.

2.13.45. Customer Left Chat Indication in GUI

To improve the user experience and make it more intuitive, the system notifies the agent when a
customer exits the chat. This notification comes as a message stating, "Customer left the chat." This
message is prominently displayed at the bottom of the active conversation window, ensuring the agent
is promptly informed about the customer’s departure.

My Chats
1 total

[

© pd

Remove conversation from My Chats

Unassigned Chats
0 total

No unassigned chats

Subject: No Subject
Ticket ID: 6276

Hi serenajennings@g-test.com Thank you for reaching out to
is Roger Jackson and ' here to help you with the issue you're faci
Could you please provide more details about the problem?

us. My name
ing.

Customer left the chat

Figure 341. Customer Left Chat

Profile

& Serena Jennings

t.  Nonumber

serenajennings@g-test.com

@® omni_cc_testing.com

Conversation History

Q ™

© No Subject

Q Tt

© No Subject

e November 16th, 2023
© No Subject

e November 16th, 2023
© No internet access

e November 16th, 2023
© No Subject

e November 16th, 2023
© No Subject

e November 16th, 2023
© No Subject

e November 14th, 2023
© No Internet Access

Load More

Additionally, within the MyChat window, the conversation is elegantly subdued,

Q9

Support IT
Ticket ID:6275

Support_IT
Ticket ID6171

Support_IT
Ticket ID5998

Support_IT
Ticket 1D:5097

Support_IT
Ticket ID5996

Support_IT
Ticket ID5995

Support_IT
Ticket ID:5994

Support_IT
Ticket ID5960

rendering it non-
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clickable. The singular available action is the removal of the chat from the list, enabled by a simple
click on the 'X' button.

2.13.46. Chat Event Indicators

Agents will receive notifications directly within the chat window whenever specific events related to
conversation assignments take place. These notifications are designed to keep agents informed,
ensuring they stay updated on relevant ticket assignment activities in real-time.

2.13.46.1. Event Indicators

Start/Closed & Joined Conversation

When a conversation begins, a notification is displayed to inform agents about initiating the
interaction.

Upon the closure of the conversation, a corresponding notification is generated to signal the closing of
the communication.

S ——

]‘Corwcrsatmn started (Today, 11:33)

Serena Jennings
Hello, IT support? I'm having a major issue with my computer. | can't seem

to access any of my files, and it's affecting my work.
11:34

Lucian Gates as
I

1ed the conversation to themselves (Today, 11:34)

nversation closed (Today, 11:34) l

Write a reply... @ ¢ & >

Figure 342. Event Indicators

Additionally, the system reveals the queue name associated with the conversation, providing valuable
context about the queue from which the customer initiated the conversation.

Auto-Assignment

In the event of an automatic conversation assignment, a notification message will be displayed:
"Conversation assigned to [Agent Name] automatically."
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Today
Conversation started (Today, 10:49)
Conversation joined the queue Incoming_Support  (Today, 10:49)
Kimberly Avila
Hello, IT support? I'm having a major issue with my computer. | can't seem
to access any of my files, and it's affecting my work.
10:49
{ Conversation assigned to Lucian Gates automatically (Today, 10 uo)]
Write a reply... @ ¢ BE >
Figure 343. Auto-Assigment Indicators
Manual Assignment

When an agent manually assigns a conversation, a notification message will appear: "[Agent Name]

assigned the conversation to themselves.

Today
Conversation started (Today, 09:55)
Conversation joined the queue Support_IT (Today, 09:55)
Serena Jennings
Hello, IT support? I'm having a major issue with my computer. | can't seem to access

any of my files, and it's affecting my work.
09:56

Eﬂoum Jackson assigned the conversation to themselves (Today, 09:57)

Roger Jackson

I'm sorry to hear that. Let's try to resolve this issue. Can you please provide me with more details about the 9

problem you're experiencing?

09:57 W

Figure 344. Manual Assigment Indicators

This alert provides clear communication within the system, letting others know when an agent takes

direct ownership of a ticket assignment.

Returning Customer

In the case of a conversation involving a returning customer, a notification message will be conveyed:

"Conversation assigned to [Agent Name] due to last interaction with returning customer."

Conversation started (Today, 11:10)
Conversation joined the queue Support_IT (Today, 11:10)
Serena Jennings
Hello, IT support? I'm having a major issue with my computer. | can't seem to access

any of my files, and it's affecting my work.
11:10

Il Conversation assigned to Roger Jackson due to last interaction with returning customer  (Today, 11:11) 1

Write a reply... ® ¢ =

Figure 345. Returning Customer Indicators

This notification ensures that agents know why the conversation is assigned, highlighting the
importance of past interactions with returning customers for a more personalized and informed

support experience.
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Transfers

In the scenario where a conversation is transferred from another agent, a notification message will be
displayed: "Conversation assigned to [Agent Name] due to direct transfer from another agent."

Conversation started (Today, 11:10)
Conversation joined the queue Support_IT (Today, 11:10)

Serena Jennings

Hello, IT support? I'm having a major issue with my computer. | can't seem
to access any of my files, and it's affecting my work.

11:10
Conversation assigned to Roger Jackson due to last interaction with returning customer (Today, 11:11)
IAgcmt Roger Jackson transferred the Conversation from queue Support_IT to queue Support_IT (Agent Deckard Cain) (Today, 11 14}%
R |
Icorwcrsatwum assigned to Deckard Cain due to direct transfer from another agent (Today, 11 14}{
Write a reply... ® ¢ & >

Figure 346. Transfer Indicators

In the case where a conversation is transferred from the same queue, a notification message will be
displayed: "[Agent Name] transferred the Conversation from queue [Queue Name_One] to queue
[Queue Name_One]." (e.g., "Agent Roger Jackson transferred the Conversation from queue Support_IT
to queue Support_IT.")

In the case where a conversation is transferred from another queue, a notification message will be
displayed: "[Agent Name] transferred the Conversation from queue [Queue Name_One] to queue
[Queue Name_Two]." (e.g., "Agent Roger Jackson transferred the Conversation from queue Support_IT
to queue Swift_Pro.")

This notification informs agents about the source of the conversation assignment, promoting
transparency and clarity in the workflow when conversations are handed over between team
members.
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2.14. Placing Video Calls

To place a video call, right click on a gloCOM contact and select Video Call from the drop-down menu.

File Tools Help

Ronald Krause bicom
No notifications =
L ]
: T E
P .

2 =

& Call (ext: 1003)
5 & Callvith Abert
Redi
Chat om
| sendsMs -
£ Start meeting | s
| Video call 1%
I Call On Available Matt
F
Ask for attention ¢
Contact information g
Pickup call
Send e-mail Lo
Roderick
. Voicemai I e
Call monit
Change al a
Hide j !
Add to favorit S'e
lork
jen

GLOCOM CONTACTS FAVORITES HISTORY

Figure 347. Initiating Video Call screen

2.15. Sending Fax

1. Outgoing faxes

* Click on the Fax module icon, then select Send fax to open the Fax module.

* Read the information message and click the OK button.

PDF file

 Enter the path or browse for a PDF file that you wish to send using the icon.

Information that you enter in the Send Fax wizard will be displayed on the Fax cover page if you
choose to send a cover page. In the Send Fax window you can see two sections, To and From.

TO Section
Name Enter the name of the recipient. For example, Tim Barr.
Fax Enter the phone number to which you want to send your fax, for example,
02033998800.
Phone Enter the phone number of the recipient.
Email Enter the recipient’s email.

Company Enter the recipient’s company name.
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FROM Section

Name This field will be automatically populated with your gloCOM username.

Caller ID Caller ID is a drop-down menu with the list of caller IDs allowed for an extension.

Caller IDs are added from the PBXware GUL

Fax Enter your fax number.

Phone Enter your phone number.

Email Enter your email.

Company Enter your company’s name.

Additional information like comments and status can be entered also.

PDF file *

Name *

Phone
Email

Company

Company

Message

Logs

Resolution

4 sendfax - glocom - [m] x

C:/Release Notes.pdf m]

(D Leam how to send any types of documents (Word. Excel etc_)

FAX INFO
TO
Matt Ferguson
032665485698715211666
032665485698715211667
matt ferguson@mail.com

NA

FROM
Brittany Chavez

Default Caller ID
00022233366555
00022233366554
brittany.chavez@mail.com

NA
COMMENTS AND STATUS

Enter optional comments here

Standard Resolution (204x98)

[ Send coverpage ] Urgent [ For Review

O Please Comment [ Please Reply [ Please Recycle

Figure 348. Send Fax screen

CallerID &
061506070
1111111
2202222

() AddFaxCaller D %, CSWUpload % CSVDownload <% Download CSV Template

Private
Main Fax Machine
Upstairs Fax

Page 10f 1

Figure 349. Fax Caller ID screen

When sending fax user is presented with a Sent X of Y pages so fax sending progress is more detailed.
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I

FAX Transmission In Progress

Cancel

I

Sent 1 of 2 pages

Cancel

I

Sent 2 of 2 pages

Cancel

Finished: 2 of 2 pages (resolution: 8031x3850, transfer

rate: 14400}

Print Save PDF

Figure 350. Fax Processing screen

2. Incoming faxes

» Show list of all received and pending fax documents.

© Fax History X G gloCOM - Business edition

Fax Documents

OUTBOUND Last month Ronald Krause bicom
10 notifications 5
{ ]

O File Tools Help

FROM ‘ TO ‘ DATE / TIME ‘ FILE ‘
Online Self Care
Q a All Departments v Send Fax
Parked Calls
ﬁ Nadine Brett (1001) [l My Disler
History » Fax
@ Albert Redman (1007) [ Contacs »  Clear Call History
o My modules
,‘1}‘ Ignacio Summers (1005) L |commims
k Show Login QR Code
Johnnie Riley (1008) U
® Preferences
”:_5\. Jon-Paul Witt (1003) [l Openin gloCOM Web

-

Figure 351. Fax screen
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2.16. Supervisor Edition

2.16.1. Supervisor Login With Agent Number

Refinements to the supervisor login window prioritize security measures and simplify data
management, contributing to an enhanced user experience tailored for the Supervisor edition.

[ JoN ) gloCOM - Supervisor edition

G

gloCOM

e Y

[] Remember password
[ Log In automatically on startup

Forgot my password

Figure 352. Supervisor Login
Supervisors will log in as agents using specific credentials:

* Agent number assigned to the Supervisor (required)
» Agent PIN (optional)
These changes address privacy concerns by allowing supervisors to monitor only the queues and

agents they are responsible for. Also, Supervisors must be added as members of specific queues to
enable monitoring.

2.16.1.1. Voice Page on Initial Login

Users who have provided an agent number for login and do not have the omnichannel module
enabled in their license will be directed automatically to the 'Voice' page upon opening the agent panel.
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s N N/ N
t campaign Voice Queues [t e calback ) Queues(6) )( Agents(0)
.

Project Codes

No Feedback/CRM available

Access coves

Figure 353. Initial Login

o This specific behavior only occurs during the initial login.

2.16.1.2. Logged Off State by Default

Supervisors logging in will now find themselves automatically set to an 'Offline' state. This change aims
to enhance user focus by restricting the receipt of voice conversations.

Even in the 'Offline' state, supervisors maintain the ability to receive direct incoming calls, make
outgoing calls, and view the online status of agents and active queues.

"'} Ethan Hunt

q. (3 Offline

Agent ID
Agent/5555

Voice Queues

No Queues

Messaging Queues

Incoming_Support, Support_IT

Campaigns
OutreachMaxPro, TeleSolutions Pro, Dialer 505

Workload (0%)
Chat 0/0  Email 0/0  Messaging 0/0

D Exit (©> Agent Login

Figure 354. Default State

While in the 'Offline' state, supervisors will still have unrestricted access to all functions, including
monitoring conversations and utilizing the dashboard within the Supervisor panel.
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2.16.1.3. Back to Online State

Users must click the 'Agent Login' button in the agent profile section to begin receiving voice calls. A
confirmation window will prompt them to confirm their login.

X Agent Login
‘,} .
c Lucian Gates Working strategy:
° () Offline
Inbound
Agent ID Device:
Agent/5071 Softphone
Voice Queues Outbound Campaign:
CallStream_Queue, LinePro OutreachMaxPro (Active)
. Voice Queues:
Messaging Queues
Incoming_Support, Issues_Resolution, CallStream_Queue, LinePro
Support_IT, Swift_Pro
Messaging Queues:
. Incoming_Support, Issues_Resolution, Support_IT,
Gampaigns Swift_Pro
OutreachMaxPro
Log in as:
Workload (6%) © Available
Chat 0/3  Email 2/10  Messaging 0/5 /
€ Exit (2> Agent Login
Figure 355. Agent Login

2.16.2. Supervisor Login Without Agent Number

If users attempt to log in without entering an agent number, they’ll successfully access the app’s main
page, but they won’t be able to use or activate the Agent panel. However, the Supervisor panel will

remain accessible for use.

. Jonas Houston
No notification:
(]

iz & @

Q

g Operator
=)
_ Pooja Holcomb

’% Teejay Andersen

E Nora Sparks
@ Julie Malone

;{* Doris Odom
[ ‘Ja Dylan Hooper
v

%} Kevin O'Donnell

GLOCOM

gloCOM - Supervisor edition

S

3 oo

CONTACTS

g

N

Phone Conference Meeting Chat Voicemail SMS Supervisor

SMS
Online Self Care

v
Send Fax
Parked Calls
My Dialer LE]
History >
Contacts > L}
My modules
Organize icons
L]
Show Login QR Code
Submit feedback L]
Preferences
Open in gloCOM Web  [IF]|
(]
=
FAVORITES HISTORY

Figure 356. Login Without Agent Number
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2.16.3. Supervisor Panel

The Supervisor Panel is a feature exclusive to the {sofware} Supervisor edition. It equips supervisors
with advanced management tools and comprehensive oversight capabilities, allowing them to
efficiently monitor team activities.sign of the Supervisor Panel was created.

5loCOM - Supervisor Panal

SSSSS

TOTAL TOTAL CALLS TOTAL/ AVG/MAX

Figure 357. Supervisor Panel screen

2.16.3.1. Search Field

A search field has been added inside the Supervisor Panel. It is possible to search for Agents, Queues,
or Campaigns.

When the user clicks on the Search field, the view with all Agents/Queues/Campaigns should be
displayed. This view is visible only if the Search field is focused. If the user clicks anywhere outside the
Search field or that view, it will close.

Agents are searched by a name or number. Queues and Campaigns are searched by name.
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loCOM - Supervisor Panel

0e
[
| Queues Wallboard Agents Grapl 9o Queves  Campaigns
‘ Adnan Agent o Offline
« Adnan Busuladzic * Available
Adnan Test e Offiine
Total Calls Agent 8099 o Offine
Ajnur Jukan ® Offiine
0 Amel Sejranic o Available
Bill Wood ® Available
Bobby Martin ® Offine
David Esarey o Available
0 Denis Komadaric ® Offiine
Dino Mesic ® Available
Esed Alihodzic e Offline
Haris ® Offiine
0 Jeff Nearing ® Available

47 days

00n:52min

47 days
15days

00h:14rmin
00h:28min
00h:38min
0oh:02min

01h:08min

10h:08rmin
47 days
47 days
47 days

00n:21min

J

Unanswered (%)

0

QB OO

>

0

Service Level (%)

100

Figure 358. Supervisor Search Field screen

There are some additional actions provided when the user mouseover searched Agents:

Listen

The Supervisor is authorized to Listen calls.

Chat

The Supervisor can Chat with Agents.

Call

The Supervisor can Take a call.

Logout

The Supervisor may Logout specific Agent.

I . Search |

Agents  Queues

Hermione Spencer
Jaden Blanchard
Kashif Fitzgerald
Miley Garrett

Remi Oconnell

Campaigns

e Offline

e Offline

® Available

@ Available

® Available

00h:02min

00h:02min

00h:01min

00h:02min

00h:02min

©e 00

Figure 359. Hover Search Field screen

To exit Search mode press the ESC key or simply click anywhere outside the Search field.

(
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0 If the user’s license does not support the Dialer option, the search option for
Campaigns will not be available.

2.16.3.2. Supervisor Toolbar

On the right side of the toolbar, there are icons that provide the following things:

8 Notification Bell
Phone Dialog

Agent Panel

Preferences

Clicking the Bell icon displays a list of all alerts.

Shows Phone Dialog.

Shows Agent Panel.

When the user clicks this

menu with the options.

5loCOM - Supervisor Panel

2 Supervisor Search

Queues Queue Calls

Name. ~ Total Calls

f
0
Marketing 0
1
0

Agents. Inbound Calls Outbound Calls Wallboard Graphs Agent Statisties  (+)

Answered

f
0
0
1
0

TOTAL
|4

QUEUES

2.16.3.2.1. Notification Bell

Unanswered Waiting Idle Busy Paused AvgWait Time  Max Wait Time

o o ©o o ©
o o ©o o ©
o o ©o o =
o o ©o o ©
o o ©o o ©
o w o o w®

TOTAL CALLS TOTAL / AVG/MAX
ANSW CALLS ‘ 1/1 WAIT TIME ‘ 3/3

Figure 360. Supervisor Toolbar screen

If there are new alerts, the Notification Bell icon changes.

o w o o w®

Answered (%) Unanswered (%)  Service Level (%)

0
0
0 0
0
0

100

100

100

100

100

action, an additional

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 198

e e gloCOM - Supervisor Panel

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns @
Name ~ Total Calls Answered Unanswered Waiting Idle Busy Paused AvgWait Time ~ Max Wait Time ~ Answered (%)  Unanswered (%)  Service Level (%)
All queues 12 6 6 1 [ 3 0 4 12 54 46 83
Development 0 0 0 0 0 1 0 0 0 0 0 100
IT_Queue 4 1 3 0 0 3 0 3 3 25 75 100
Marketing 2 2 0 0 [ 3 0 3 3 100 0 100
Sales 2 2 0 0 0 2 0 7 12 100 0 50
Support 4 1 2 1 0 3 0 4 4 33 66 100

TOTAL TOTAL CALLS TOTAL / AVG/MAX 0,

Figure 361. Supervisor Notification Bell screen

Each item of the notification list consists of the message, the time when the alert occurred, and the
state of the alert (read, unread).

* The unread message contains a blue circle on the right.
» To mark an alert as read it is necessary to hover over the alert item.

» To close the notification list click outside of the notification area, or simply by clicking on the
Notification Bell icon again.

* To delete all notifications click the icon on the top right side (recycle bin)

Notifications w
Service level in queue Support went below 80 %. Current
service level is: 50.00 % ° %)

Less than a minute ago

Service level in queue Support went below 80 %. Current
service level is: 50.00 % °
Less than a minute ago

Service level in queue Support went below 80 %. Current
service level is: 0.00 %
21 minutes ago

Service level in queue Sales went below 80 %. Current service
level is: 50 %
on Dec 06

Figure 362. Notification Blue Dot screen

2.16.3.2.2. Phone Dialog

Clicking the Show Phone Dialog icon opens the Phone module area.

* The phone module area shows information about missed calls.

» From the phone module, users can set up an office and mobile phone.
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» Allows users to select which device they want to use as an input/output device.

» Allows users to select which device they want to use as a ringtone device.

» Microphone and Speaker volume tuner.

* The phone module area shows dialed contact’s phone numbers.

* Phone module dial keypad - used for entering phone numbers.

Agent Panel
Hermione Spencer
i} Logged in

Queues (Logged in: 4)

Support,Developers,Marketing, Sales

Calls (0)

GHI

PQRS

ACCESS CODES

Drag-and-Drop action is displayed in this phone module area.

HK

2

ABC

JKL

Tuv

DND

Xos

DEF

MNO

wxyz

SOFTPHONE

Figure 363. Phone Dialog screen
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2.16.3.2.3. Agent Panel

Agent Panel window can be opened by clicking the module icon from the Supervisor panel.

All agent-related features are located in this window (Agent Panel), and makes it easier for an agent to
handle multiple calls, feedback forms, CRM popup, callbacks, other agents, and queues.

Also, the phone dialer and all phone-related settings will be displayed within the Agent Panel window.

@ @® Agent panel
Agent Panel EXO)
Hermione Spencer @ 9 CRM Queues (4) Agents (2)
i ) Logged in
Q
Queues (Logged in: 4) QUEUE ~ CALLS (0) ‘ BUSY (6) ‘ IDLE (4) ‘ PAUSED (0) ‘ MWT (0)
Support,Developers,Marketing, Sales HK Developers 0 1 1 0 0
Marketing ] 2 1 0 0
Sales 0 1 1 0 0
Calls (1) Phone — o 2 . Q q
Name ‘ Status
€ Kashif Fitzgerald On Call
& O il %

Queue: Developers
Kashif Fitzgerald
101
On Call (0:00:21)

MUTE HANGUP TRANSFER
HOLD VOICEMAIL PARK

SOUND v [O]C) SOFTPHONE ¢

Figure 364. Agent Panel screen

2.16.3.2.4. Preferences
By clicking Preferences, users have additional options for:
Preferences Open Preferences dialog in which users have configuration options for Alerts,

Queues, Agents, and Threshold. More information about Preferences Options is
displayed below.

Full Screen This option is used to enter fullscreen mode (Supervisor window occupies the
whole computer screen). If the window is already in fullscreen mode, clicking
this option restore window size to the previous size.

Slide Show This option is used to start/stop slide show of Wallboard module content.

Zoom In/Out  This option is used to increase/decrease the font size for the content of all
modules except Wallboard module.
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Default size
Show users Open gloCOM main window.

This option restores font size to default size.

gloCOM - Supervisor Panel

2 Supervisor

Queues Queue Calls Agents Inbound Calls QOutbound Calls

Name A~ Total Calls Answered Unanswered Waiting

Al queues 1 0

Development

s
1

0

0

Sales 1
0

0
Marketing o
1
0

©o o o o ©

0
0
0
0

Support

TOTAL /
ANSW CALLS

TOTAL 4 TOTAL CALLS 0
QUEUES WAITING

| 171

Wallboard

AVG/MAX
WAIT TIME

g Preferences

Full Screen
Slide Show

@

Graphs Agent Statistics
Zoom In
Zoom Out
Default size

Paused AvgWait Time  Max Wait Time  Answered (%) ~Unanswered (%) Service Level ()

3 3 100

Show users
100

100

100

© © © o ©

0
0
3
0

o @ o o

100

|33

Figure 365. Preferences screen

2.16.3.2.5. Preferences Options

General tab

Service level

Slide Show Timeout

Change font

Set default font

Launch Supervisor panel automatically on
application Login

Select time in seconds. This is used for
calculating statistics inside Supervisor Panel.

Select timeout for the slide show (in seconds).

Change font and style of content inside
Supervisor Panel. It can be useful for large TV
screens to set up an appropriate font size.

Reset to the default font and style of Supervisor
Panel.

If this option is checked, after the Supervisor
logs in, the Supervisor Panel will be
automatically shown.
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Alerts  Queues  Agents  Threshold

Service Level
Service Level:
10
Wallboard Options
Slide Show Timeout: |10 ' seconds.

Font

) seconds

For large TV displays, it can be usefull to setup appropriate font size and style for Supervisor panel.

Helvetica Neue, 13
Change font

Set default font

Launch Supervisor panel automatically on application Login

Figure 366. General screen

Alerts tab
Flash Agent in Not Ready state after

Flash Agent that has been in Talking state
for more than

Alert me when more than specified
number of Agents are Not Ready

Alert me when Service Level is below

Alert me when a new message is received

Alert me when a new assistance request is
received

In case of an alert play system sound beep

In case of an alert bring the application

Choose time in seconds when an alert will flash
if the Agent is not ready.

Choose time in seconds when an alert will flash
if the Agent is in Talking state.

Choose the number of Not Ready Agents after
which the alert will popup.

Choose percent of service level after the Alert
will popup.

Click on the checkbox to enable this option.

Click on the checkbox to enable this option.

Click on the checkbox to enable this option.

Click on the checkbox to enable this option.
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General Queues  Agents  Threshold

Alerts
Flash Agent in Not Ready state after:
seconds
Flash Agent that has been in Talking state for more than:
seconds
Alert me when more than specified number of Agents are Not Ready:
agents
Alert me when Service Level is below:
Pa.00_[C' percent (%)

Alert me when a new message is received

Alert me when a new assistance request is received
In case of an alert play system sound beep
In case of an alert bring supervisor panel to front

Cancel

Figure 367. Alerts screen

Queues tab
1. Queues/Calls

Inside the Queues/Calls tab you can select which Queues or fields will be visible in the Supervisor
Panel, inside the Queues module.

Select all  Select all Queues/Fields from the list of visible Queues/Fields.

Clear all Clear selection of all Queues/Fields from the list of visible Queues/Fields

General  Alerts m Agents  Threshold
[e[NENEENNOEIEREM  Wallboard Tab

Queues Fields
Show the following queues: Show the following fields:
Show all queues Show all fields

Show calls from all queues

When this option is enabled,application will display calls from all the queues regardless of the selected queues
in the above list.Turn this option off,if you want to see only calls for the selected queues.This option aplies for
the calls displayed in the "Queue Calls" tab.

Figure 368. Queues/Calls screen

Also, there are options Show all Queues and Show all Fields if you want all Queues/Fields to be
displayed inside the Queues module.
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Show calls from all Queues If this option is selected, the application will display calls from all
Queues regardless of the selected Queues in the above list.
Otherwise, you will see only calls for the selected Queues. This
option applies to the calls displayed in the Queue Calls tab.

2. Wallboard

Inside the Wallboard tab you can select which Queues or Fields will be visible in the Supervisor Panel,
inside Wallboard module.

Select all  Select all Queues/Fields from the list of visible Queues/Fields.

Clear all Clear selection of all Queues/Fields from the list of visible Queues/Fields.

General  Alerts Agents  Threshold
Queues / Calls Tab [RWEITEICRE]

Queues Fields

Show the following queues: Show the following fields:

Answered
Answered (%)
Avg Wait Time
Busy

Idle

Max Wait Time
Paused
Service Level (%)
Total Calls
Unanswered
Unanswered (%)
Waiting

Select All Clear All

Show all queues Show all fields

Cancel

Figure 369. Queues Wallboard screen

Also, there are options Show all Queues and Show all Fields if you want all Queues/Fields to be
displayed inside the Wallboard module.

Agents tab

Inside the Agents tab you can select which Agents or Static Members will be visible in the Supervisor
Panel, inside Agents module.

Select all  Select all Agents/Static Members from the list of visible Agents/Static Members.

Clear all Clear selection of all Agents/Static Members from the list of visible Agents/Static
Members.

Also, there is option Show all Agents and Members if you want all Agents/Members to be displayed
inside Agents module.
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Threshold tab

Field

Threshold value

Color

General  Alerts  Queues Threshold

Agents Static members

Specify which agents to show: Specify which static members to show:

Show all agents and members

Figure 370. Agents screen

Various field are displayed, such as Answered, Busy, Idle, Paused,
Unanswered, Waiting, Service Level (%), etc...

Defines the value for a particular event.

Defines the color that will be used for a particular event if the threshold value
is set.

General  Alerts Queues  Agents BRIESIGIG]

Field Threshold valu ' Color

Answered (%) (lesser than) (Not set) Double click to change color
Answered (lesser than) (Not set) Double click to change color
Avg Wait Time (greater than) (Not set) Double click to change color
Busy (greater than) (Not set) Double click to change color
Idle (greater than) (Not set) Double click to change color
Max Wait Time (greater than)  (Not set) Double click to change color
Paused (greater than) (Not set) Double click to change color
Service Level (%) (lesser than) (Not set) Double click to change color
Total Calls (greater than) (Not set) Double click to change color
Unanswered (%) (greater than) (Not set) Double click to change color
Unanswered (greater than) (Not set) Double click to change color
Waiting (greater than) (Not set) Double click to change color

Cancel

Figure 371. Threshold screen
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2.16.4. Supervisor Panel Modules

Users can decide which tabs they want to see inside the Supervisor Panel. All tabs are displayed by

default, the same as before.

All tabs are stored on the server, so the user does not have to customize tabs every time he/she logs in.
Tabs are saved per account, and if the server does not support saving tabs, they will be saved locally.

After updating the server, when the user logs in for the first time, tabs saved locally will be saved on
the server so the user does not have to customize tabs again. Local storage is used only when the

server does not support storing tabs.

LN gloCOM - Supervisor Panel

2 Supervisor

Queues X Wallboard Agents Graphs Agent Statistics Queue Calls Inbound Calls ‘Outbound Calls Campaigns @

Name ~  Total Calls Answered Unanswered Waiting Idle Busy Paused AvgWaitTme ~ MaxWaitTime  Answered (%)  Unanswered (%)  Service Level

All queues 12 10 16 83 17

Development 2 50 50
Marketing

4
2
3 6 75 25
Sales 3

2
1
1
0 7 100 0
0

o o o o o
o o o o o

Support 10 16 100 0

TOTAL TOTAL CALLS TOTAL / AVG/MAX

Figure 372. Supervisor Panel Modules screen

© Add a new tab A new, + option has been added. It is used to add a new

tab.

When the user clicks the + button, a new window with the following information is displayed:

Type Dashboard by default.

Subtype User can choose one of the subtypes from the dropdown menu.

Tab name  The user can name the tab as he/she wishes, and if the user does not enter anything,
the tab will be named automatically by default. (For custom Tab name, the

maximum length is 100 characters)

90

100

100

100

50
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Add New Tab

Add a new tab

Type ( Dashboard vJ
Sub Type ( No tabs to add W J
Name ( Enter Name (max 100 characters) J

Figure 373. Add New Cutom Tab screen

Rename tab  The user can rename the existing tab by right-clicking on the tab.

gloCOM - Supervisor Panel

2 Supervisor Q Search

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns ()
Name ~  Total Calls Answered Unanswered Waiting Idle Busy Paused AvgWaitTime ~ MaxWaitTime  Answered (%)  Unanswered (%)  Service Level (%)
All queues 13 6 7 0 2 0 0 4 12 46 54 83
Development 0 0 0 0 1 0 0 0 0 0 0 100
IT_Queue 4 1 3 0 2 0 0 3 3 25 75 100
Marketing 2 2 0 0 2 0 0 3 3 100 0 100
Sales 3 2 1 0 1 0 0 7 12 66 33 50
Support 4 1 3 0 2 0 0 4 4 2 75 100
ev e Rename the Tab

Please enter the new name of the Tab.
If you leave the field empty the name will remain the same.

| ]
concel (D

TOTAL TOTAL CALLS TOTAL/ AVG/MAX

Figure 374. Rename Tab screen
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Remove existing tab  Each tab can also be easily removed by clicking the X button.

& Supervisor 2 Search

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns ()
Close Tab,

Name ~  Total Calls Answered Unanswer red Waiting Idle Busy Paused AvgWaitTime ~ MaxWait Time ~ Answered (%)  Unanswere ed (%) Service Level (%)
All queues 13 6 7 o 2 0 o 4 12 46 54 83

‘ Development 0 0 0 0 1 0 o 0 0 0 0 100

‘ IT_Queue 4 1 3 0 2 0 0 3 3 25 75 100
Marketing 2 2 0 0 2 0 0 3 3 100 0 100
Sales 3 2 1 0 1 4 0 7 12 66 33 50
Support 4 1 3 o 2 0 o 4 4 25 75 100

TOTAL TOTAL CALLS TOTAL / AVG/MAX 0,

Figure 375. Remove Tab screen

Reorder tabs It is also possible to change the order of the tabs, simply by grabbing the tab and
dragging it to a different location.

[ XX ) 9loCOM - Supervisor Panel
Wallboard ¥ Campaigns Outbound Calls Inbound Calls Quee Calls Agent Statistics Agents Queues Graphs ®
< ALL QUEUES >

Total Calls

13 6 7

. watng N e N B85 |

0 2 0

Avg Wait Time Max Wait Time

0 4 12

Answered (%) Unanswered (%) Service Level (%)

46 54 83

Figure 376. Reordered Tabs screen

o If the user’s license does not support the Dialer option, the user will not be
able to add Campaigns tab.
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2.16.4.1. Queues Module

Inside of the Queues Module the Supervisor can monitor Real-time information for all Queues selected
through Preferences dialog.

Total calls

Calls answered

Calls unanswered

Calls waiting

Members idle
Members busy
Members paused

Average Wait Time (AWT) (in seconds)

Maximum Wait Time (MWT) (in seconds)

Calls Answered (%)

Calls Unanswered (%)

Service Level (%)

Represents the total number of calls during the
day (answered + unanswered).

Represents the total number of answered calls
during the day.

Represents the total number of unanswered calls
during the day.

Represents the total number of calls waiting in the
Queue to be answered by a free Agent.

Represents the total number of idle Agents.
Represents the total number of busy Agents.
Represents the total number of paused Agents.

Represents the average amount of time callers
must wait to reach an Agent.

Represents the maximum amount of time callers
must wait to reach an Agent.

Represents the percentage of answered calls
during the day.

Represents the percentage of unanswered calls
during the day.

Represents the percentage of calls that have been
answered within a specified period of time.
Service Level can be configured in the
Preferences window.
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Figure 377. Queues Module screen

Queues module displays queue statistics for the current day.

2.16.4.2. Wallboard Module

Inside the Wallboard Module the Supervisor can monitor real-time information for all Queues selected
through the Preferences dialog. The Wallboard is displayed in a large format intended for use with
televisions or other large screens.

For each Queue the following information is shown:

Total calls Represents the total number of calls during the
day (answered + unanswered).

Calls answered Represents the total number of answered calls
during the day.

Calls unanswered Represents the total number of unanswered calls
during the day.

Calls waiting Represents the total number of calls waiting in the

Queue to be answered by a free Agent.

Agents idle Represents the total number of idle Agents.
Agents busy Represents the total number of busy Agents.
Agents paused Represents the total number of paused Agents.
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Average Wait Time (AWT) (in seconds) Represents the average amount of time callers
must wait to reach an Agent.

Maximum Wait Time (MWT) (in seconds)  Represents the maximum amount of time callers
must wait to reach an Agent.

Calls Answered (%) Represents the percentage of answered calls
during the day.

Calls Unanswered (%) Represents the percentage of unanswered calls
during the day.

Service Level (%) Represents the percentage of calls that have been

answered within a specified period of time.
Service Level can be configured in the
Preferences window.

LN ] gloCOM - Supervisor Panel

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns (1)

< ALL QUEUES >
13 6 7

. Watng N e B |
0 2 0
0 4 12

46 54 83

Figure 378. Wallboard screen

Wallboard module displays queue statistics for the current day.
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2.16.4.3. Agents Module

Inside the Agents module, the Supervisor can monitor information for all logged-in Agents selected
through Preferences dialog.

For each Agent the following information is shown:

Agent Name

Agent ID
Agent State
Time In State
Unique Call ID
Call Direction
Call Type

Call Info
Login Time

Login Type

2 Supervisor

Represents Agent’s name. If the Supervisor clicks on the Agent’s name the

Agent Info dialog will be displayed.

Represents Agent’s number.

Represents current state of an Agent (idle, paused, busy...).

Represents the amount of time the Agent is in the current state.

Represents unique ID number of a Call.

Outgoing, Incoming.

Regular Call, Queue Call, Campaign Call.

Represents the information about the call (call number, project code...).

Represents the amount of time the Agent is logged in.

The login type of the Agent.

Queues

Wallboard Graphs Agents

Agent Name Agent ID. State Time in State Unique Call ID Call Direction

1003

TALKING
1002 00:09:00

1006 00:08:35

LOGGEDIN‘ 3 ON CALL ‘ 1

Agent Statistics Queue Calls Inbound Calls

00:09:49 1639468333.8 Incomint

Outbound Calls Campaigns ©)

Call Type: Call Info LoginTime  Login Type
Queue (Marketing) 4420999999 00:09 Callback
00:09 Callback

00:15. Gallback

IDLE ‘ 1

Figure 379. Agents Module screen
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2 Supervisor

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns (1)
Agent Name Agent ID State Time in State: Unique Gall ID Call Direction Call Type Gall Info Login Time:
Jaden Blanchard [ ] 1003 00:35:37 00:47
Miley Garrett [ ] 1002 00:46:40 00:46
Nora Sparks o0e (IR 00:00:56 1639471089.28 Outgoing Campaign (IT_Campaign) 4420999999 00:00
LOGGED IN ‘ 3 ON CALL ‘ 1 IDLE ‘ 2

Figure 380. Agents - Campaign Call screen

Queues Wallboard Graphs Agents X Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns (1)
Agent Name Agent ID State Time in State Unigue Call ID Call Direction Call Type CallInfo Login Time
Jaden Blanchard m 1003 00:00:55 1639471536.43 Outgoing Best Sales (Project) 4420999999 00:54
Miley Garrett [ ] 1002 00:54:06 00:54
Nora Sparks 1006 00:00:22 00:00
LOGGED IN ‘ 3 ON CALL ‘ 1 IDLE ‘ 2

Figure 381. Agents - Project Codes screen

From version 6.0 it is possible to see the Agent direction and blending option in real-time. The
Supervisor can change the direction of any Agent by clicking on the direction buttons. Also, the
Supervisor can see which project code each Agent is using for their current calls, and it is possible to
monitor Dialer calls and Campaigns from the Agents module.

Login Type

Callback

Callback

Callback

N =¥s¥o)

Login Type
Callback
Callback

Callback
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2.16.4.4. Graphs Module

The Graphs module shows real-time call statistics in the form of Graphs.

The following information is shown:

Total Calls Represents the total number of calls during the
day.

Answered Calls Represents the total number of answered calls
during the day.

Unanswered Calls Represents the total number of unanswered

calls during the day.

Maximum / Average Wait Time (in seconds) Represents the maximum/average amount of
time callers must wait to reach an Agent.

oo gloCOM - Supervisor Panel

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns @

@ Display graphs until the current server time

O Display graphs from the specified server time:
1
2

]
8
7
6

o
015 030 045 10:00 1015 10:30 1045

Figure 382. Graphs Module screen

Also, the user can choose whether he/she wants to display Graphs until the current server time, or to
display Graphs from the specified server time.
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2.16.4.5. Agent Statistics Module

Prior to version 6.0, only Agent Inbound (real-time) statistics were available. Now, Agent Statistics
module displays Agent’s Inbound and Outbound statistics that include all Agent’s calls (inbound,
outbound, direct (in/out) ) into calculations.

Calculations are reset every day starting from midnight.

For each Agent the following information is shown:

Agent Name and Number  This section shows Agent’s name and Agent’s number.

Calls All calls answered by Agent.

» Total - Represents the total number of calls.
» Answered - Represents the total number of answered calls.

* Unanswered - Represents the total number of unanswered
calls.

Talk Time Agent talk time.

» Total - Represents the total talking time.
* Mean - Mean/Average Agent talk time.

» Mean Delay - Mean/Average caller wait time before answered
by the Agent.

Idle Time Agent idle time (callback Agents only).
 Total - Total Agent idle time(when Agent is not busy).
* Mean - Mean/Average Agent idle time.
Sessions Time Agent was logged in the queue.
 Total - Total time Agent was logged in.
» Count - Number of Agent sessions.
Pauses Represents Agent’s time on Pauses.

» Total - Total time Agent was on pause.

» Count - Number of pauses.
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Figure 383. Agents Statistics Module screen
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It is possible to set refresh time to the desired value to keep statistics updated. Also, labels on the
bottom of the page are showing the total number of Agents, the total number of logged-in Agents, the

total number of paused Agents, and the total number of Agents that are in the talking state.

2.16.4.6. Queue Calls Module

Inside the Queue Calls module, the Supervisor can monitor information for calls from all the Queues
he/she selects to be visible through the Preferences dialog.

For each call the following information is shown:

Call ID

Queue Name
Queue Number
Caller ID

State

Time in State
Position in Queue

Estimated Answer Time

Represents ID number of call.

Displays Queue name.

Shows Queue number.

Represents DID number of the Caller.

Represents current state of the Call.

Total time in current state.

Represents position number in Queue.

Shows estimated answered time.
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The Supervisor can perform the following operations for each call if he/she has the permissions:

Transfer Call  The Supervisor can transfer selected call.
Take Call The Supervisor can take selected call.

Monitor Call The Supervisor can monitor selected call.

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Ques Calls Inbound Calls Outbound Calls Campaigns ()

Call ID ~ Queue Name Queue Number Caller ID State Time in State Position in Queue Estimated Answer Time.
1639376766.37 Support 1 4420099999 Talking 00:00:26 Answered Answered

1639376779.47 Support 111 4422100100 Waiting 00:00:12 1 0sec

MAX TALK LAST Jaden
WAITING ‘ 1 TALKING ‘ 1 v ‘ 12:471 J LAST CALL ‘ 07:26 AR ‘B\anchard

Figure 384. Queue Calls Module screen

2.16.4.7. Inbound Calls Module

Inside the Inbound Calls module, the Supervisor can monitor information for all calls coming into the
system.

For each call the following information is shown:

DID Displays DID Call number.

DID Destination Represents destionation of the Call.

Caller ID Shows DID number of Caller.

Location Represents type of location (IVR, Queue, Conference etc...).
Location Name Displays name of location.

Location Number Shows location number.
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Duration in Location Shows current duration in location.

Total Call Duration Show total Call Duration.

The Supervisor can perform the Transfer Call operation for each call if he/she has the permissions.

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns O

DID -~ DID Destination Caller ID Location Location Name Location Number Duration Total Call Duration
4420000789 Conference (Confa) 4420999999 Conference Confa 789 00:08:03 00:08:08

4420111 Queue (Support) 102 Queue Support m 00:01:12 00:01:12

QUEUE CONFERENCE EXTENSION RING
CALLS ‘ 1 CALLS ‘ 1 CALLS ‘ 0 D'RECT'N‘ O I erours ‘ 0

Figure 385. Inbound Calls Module screen

2.16.4.8. Outbound Calls Module

Inside the Outbound Calls module, the Supervisor can monitor information for all calls going out from
the system.

For each call the following information is shown:
Call Originator Displays originator of the call (Agent, Dialer, Project).

Trunk Displays used trunks for calls.

Destination Number  Displays DID number of the outbound call.

Location Displays type of location.
Location Name Represents location name.
Location Number Represents location number.
Call Duration Represents total call duration.
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The Supervisor can perform the following operations for each call if he/she has the permissions:

Transfer Call  The Supervisor can transfer selected call.
Take Call The Supervisor can take selected call.
Monitor Call The Supervisor can monitor selected call.

Hangup Call The Supervisor can hangup selected call.

2 Supervisor

Queues Wallboard Graphs Agents. Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns ()

Call Originator ~ Trunk Destination Number Location Location Name: Location Number Call Duration
(IT_Campaigr) trunkT010.1.0.136 4420999999 Other 888 888 00:00:54

Jaden Blanchard (callback agent,... trunkT010.1.0.136 4422100100 User Jaden Blanchard 103 103 00:01:14

CURRENT DIALER DIRECT OUT ANSWERED AVG .
GRS ‘ - OURATION ‘ 0005

Figure 386. Outbound Calls Module screen

2.16.4.9. Campaigns Module

The Campaigns module displays Campaign statistics for the current day.

For each Campaign the following information is shown:

Campaign Name  Displays Campaign name.

Calls Represents number of dialing, connecting and connected calls.

* Dialing - Shows number of Dialed Calls.
+ Connecting - Shows number of currently Connecting Calls.

» Connected - Displays number of Connected Calls.
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Agents Displays number of Agents in current Campaigns.

Logged - Shows number of Logged Agents.

Paused - Shows Agents on pause.

Idle - Displays currently Idle Agents.
* Busy - Displays number of Busy Agents.

Contacts Indicates successful contacts in Campaigns.

 Total - Indicates total number of successful contacts in Campaigns.

» Rate - Refers to the percentage of workload that has been done in
Campaigns.

2 Supervisor

@

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns

Calls Agents Contacts

‘Campaign Dialing Connecting Connected Logged Paused Idle Busy Total Rate
DevilsWrath 0 0 0 1 0 1 0 ) 0.00%
ITMarket 0 0 0 0 0 0 0 o] 0.00%

Newlife 0 0 0 1 0 1 0 0 0.00%

Figure 387. Campaigns Module screen
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2.16.5. Supervisor Real Time Statistics

With the current fresh design of the Supervisor, advanced Global Statistics were introduced. These
statistics include all Systems statistics, Queues, and Agents statistics in real-time, and can be displayed
within different tabs.

LN gloCOM - Supervisor Panel

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns  (+)

Name ~ Total Calls Answer ing Idle Busy. Paused AvgWait Time ~ Max Wait Time ~ Answered (%)  Unanswe jered (%)  Service Level (%)

All queues 14 10 a5 50 50 7
Development [ 0 [ 0 100
IT_Queue 24 45 40 60 50
3 3 100 0 100

Sales 7 12 66 33 50

c o o o o o &
c o o o o =
c o o o o o

o
5
Marketing 2
3
4

Support 4 4 2 75 100

TOTAL TOTAL CALLS TOTAL / AVG/MAX 3
QUEUES ‘ 5 ANSW CALLS ‘ 14/7 WAIT ‘ 10s/45s SR ‘ 1%

Figure 388. Supervisor Real Time Statistics screen

For selected tabs in Supervisor Panel, there are specific areas (on the bottom of the panel) that are
showing Real-time Statistics for each tab separately.

2.16.5.1. Queues Tab

Inside the Queues tab, the Supervisor can monitor real-time information for all Queues selected
through the Preferences dialog.

For the Queues tab the following statistics are shown:

Total queues Represents the total number of queues.

Total calls waiting Represents the total number of calls waiting in the
Queue.

Total/Answered calls Represents the total number of calls during the

day (answered + unanswered).

Average Wait Time (AWT) (in seconds) Represents the average amount of time callers
must wait to reach an Agent.
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Maximum Wait Time (MWT) (in seconds)  Represents the maximum amount of time callers
must wait to reach an Agent.

PCA Represents the percentage of calls answered in all
Queues.
SLA (%) Represents the percentage of calls that have been

answered within a specified period of time.
Service Level can be configured in the
Preferences window.

2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns

Name - Total Calls Answered Unanswered Waiting Busy Paused AvgWait Time ~ MaxWait Time  Answered (%)  Unanswered (%)  Service Level (%)
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Figure 389. Queues Statistics screen

2.16.5.2. Agents Tab

Inside the Agents tab, the Supervisor can monitor information for all logged-in Agents selected through
the Preferences dialog.

For the Agents module tab the following statistics are shown:

Logged In  Represents the total number of logged-in Agents.

On Call Represents a number of Agents on call.
Paused Represents the total number of paused Agents.
Idle Represents the total number of idle Agents.
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2 Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns @
Agent Name Agent ID State Time in State Unique Call ID Call Direction Call Type Call Info LoginTime  Login Type
Jaden Blanchard [ ] 1003 00:09:49 1639468333.8 Incoming Queue (Marketing) 4420999999 00:09 Callback
Miley Garrett [~ ] 1002 00:09:00 00:09 Callback
Nora Sparks [~ ] 1006 00:08:35 00:15 Callback

LOGGEDIN‘ 3 ON CALL ’ 1 PAUSED | 1

Figure 390. Agents Tab screen

2.16.5.3. Agent Statistics Tab

Agent Statistics tab displays Agent Inbound and Outbound statistics that include all Agent calls
(inbound, outbound, direct (in/out) ) into calculations.

& Supervisor

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns
Refresh Last refresh Search
m T 06Jan202212:43:58
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" 00d 00h 03m 00d 00h 00m 00d 00h 0Om 00d 00h 01m 00d 00h 0Om 00d 00h 05m 00d 00h OOm
Agent/1002 (Miley Garrett) 4 4 0 P o on 26 26 128 1 o 0
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) 195 06s 225 025 005 21s 00s

TOTAL SESSION TOTAL TALK TALK TIME

Figure 391. Agents Statistics screen

For the Agents Statistics tab the following statistics are shown:

Agents Represents the total number of Agents on the system.

Total/Answered calls  Represents the total number of calls (answered + unanswered).
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Total Session Time Represents the total amount of time Agents were logged on the system.
Total Talk Time Represents the total talking time for all Agents.

Average Talk Time Represents the average amount of talking time per Agent.

Talk Time (%) Represents the percentage of talking time per Agent.

2.16.5.4. Queue Calls Tab

Inside the Queue Calls tab, the Supervisor can monitor information for calls from all the Queues he/she
selects to be visible through the Preferences dialog.

2 Supervisor Soar

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns (1)

Call ID ~ Queue Name ‘Queue Number Caller ID State Time in State Position in Queue Estimated Answer Time
1639376766.37 Support 111 4420099999 Talking 00:00:26 Answered Answered

1639376779.47 Support 1 4422100100 Waiting 00:00:12 1 Osec

Jaden
Blanchard

WAITING ‘ 1 TALKING ‘ 1 MA%(J‘QLK ‘ 12:41 J LasT CcALL ‘07;26 AIEaAESrIT

Figure 392. Queue Calls screen

For the Queue Calls tab the following statistics are shown:

Waiting Represents the number of callers in the Queues.
Talking Represents the number of Agents currently talking.

Average Talk Time  Represents the average talk time for all Agents.

Max Talk Time Represents the longest Queue call.
Last Call Displays last call duration.
Last Agent Shows name of the Agent who has the last call
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2.16.5.5. Inbound Calls Tab

Inside the Inbound Calls module, the Supervisor can monitor information for all calls coming into the
system.

2 Supervisor Searc

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns ()

DID - DID Destination Caller ID Location Location Name Location Number Duration Total Call Duration
4420000789 CGonference (Gonfa) 4420999999 Conference Confa 789 00:08:03 00:08:03

4420111 Queue (Support) 102 Queue Support 1 00:01:12 00:01:12

QUEUE GONFERENGE EXTENSION RING
CALLS ‘ 1 CALLS ‘ 1 CALLS ‘ 0 GROUPS ‘ 0

Figure 393. Inbound Calls screen

For the Inbound Calls tab the following statistics are shown:

Queue Calls Shows the number of all Queue calls.

Conference Calls Shows the number of all Conference Calls.

IVR Calls Shows the number of all IVR Calls.
Extension Calls Show the number of all Extension Calls.
Direct In Shows the number of all Direct In Calls.
Ring Groups Shows the number of all Ring Group Calls.
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2.16.5.6. Outbound Calls Tab

Inside the Outbound Calls module, the Supervisor can monitor information for all calls going out from
the system.

2 Supervisor Searc

Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns (1)

Gall Originator -~ Trunk Destination Number Location Location Name: Location Number Gall Duration
(IT_Campaigr) trunkTo10.1.0.136 4420999999 Other 888 888 00:00:54

Jaden Blanchard (callback agent,... trunkTo10.1.0.136 4422100100 User Jaden Blanchard 103 103 00:01:14

CURRENT DIALER DIRECT OUT ANSWERED P\ .
A ‘ : OURATION ‘ 0005

Figure 394. Outbound Calls screen

For the Outbound Calls tab the following statistics are shown:

Current Calls Displays the number of current calls.

Dialer Calls Displays the number of Dialer calls.

Direct Out Calls Displays the number of Direct Out Calls.
Project Calls Displays the number of Project Calls.
Answered Calls Represents the total number of Answered Calls.

Average Duration  Represents the Average Duration of call.
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2.16.6. Supervisor Overview

User can have an Overview of all Supervisor Agent tabs inside of Overview tab all at one place
organised as dashboard where all information are easily accessible at one place.

Overview Queues Wallboard Graphs Agents Agent Statistics Queue Calls Inbound Calls Outbound Calls Campaigns ()

= Total Queues 5 = Logged In 3 = Queue Calls 1
= Total Calls Waiting 0 = On Call 1 = Conference Calls 0
= Total / Answered Calls 77 = Paused 1 = IVR Calls 0
= Avg/ Max Wait 16s/56s = |dle 1 = Extension Calls 0
= PCA 100% = Direct In 0
= SLA 57% = Ring Groups 0
= Waiting 0 Agents 9 = Current Calls 0
= Talking 1 Total / Answered Calls 15/14 = Dialer Calls 0
= Avg Talk Time 00:35 Total Session Time 18:43:53 = Direct Out Calls 0

= Max Talk Time 01:28 Total Talk Time 07:22 = Project Calls 0

= Last Call 14:43 Avg Talk Time 00:30 = Answered Calls 100
= Last Agent Agent1000 Talk Time 0% = Avg Duration 00:20

Figure 395. Overview screen

2.16.6.1. Queues Overview

Total Queues Represents the total number of queues on the system.
Total Calls Waiting Represents the total number of calls waiting in the Queue.

Total/Answered Calls  Represents the total number of calls that entered the system and the
total number of answered calls by all Queues.

Avg/Max Wait Represents the average amount of time callers must wait to reach an
Agent.

PCA Represents the percentage of calls answered in all Queues.

SLA Represents the percentage of calls that have been answered within a

specified period of time. Service Level can be configured in the
Preferences window.
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it QUEUES

= Total Queues 5

= Total Calls Waiting 1

= Total / Answered Calls 3/2

= Avg/ Max Wait 54s/1m:41s
= PCA 100%

= SLA 50%

2.16.6.2. Agents Overview

Figure 396. Queues Overview screen

Logged In  Represents the total number of logged-in Agents.

On Call Represents a number of Agents on call.
Paused Represents the total number of paused Agents.
Idle Represents the total number of idle Agents.

= LoggedIn 3

= On Call
= Paused
= |dle

Figure 397. Agents Overview screen
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2.16.6.3. Inbound Calls Overview

Queue Calls Represents the total concurrent inbound calls per Queue.

Conference Calls  Represents the total concurrent inbound Conference Calls.

IVR Calls Represents the total concurrent inbound calls per IVR.
Extension Calls Represents the total concurrent inbound calls per Extension.
Direct In Represents the total concurrent inbound per Agent calls.

Ring Groups Represents the total concurrent inbound calls per Ring Groups.

¥ INBOUND CALLS

= Queue Calls
= Conference Calls
IVR Calls

Extension Calls

Direct In

N A W W N =

Ring Groups

Figure 398. Inbound Calls Overview screen

2.16.6.4. Queue Calls Overview

Waiting Represents the total number of concurrent calls waiting in the Queue to be
answered.

Talking Represents the number of Agents currently talking.
Avg Talk Time Represents the average talk time for all Queues.
Max Talk Time  Represents the longest Queue call.

Last Call Displays the time when the last call happened.

Last Agent Shows the name of the Agent who has the last call.
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¢ QUEUE CALLS

= Waiting 1

= Talking 1

= Avg Talk Time 15:49

= Max Talk Time 46:43

= Last Call 10:55

= | ast Agent Agent 2000

Figure 399. Queue Calls Overview screen

2.16.6.5. Agent Statistics Overview

Agents

Total/Answered Calls

Total Session Time

Total Talk Time

Avg Talk Time

Talk Time

Represents the total number of Agents on the system.
Represents the total number of all answered Agent calls.
Represents the total logged in time for all agents.
Represents the total talk time for all agents.

Represents the average Agent talk time.

Represents the percentage of talk time for all agents.

Agents 9
Total / Answered Calls 2/2
Total Session Time 12:36:24
Total Talk Time 01:43
Avg Talk Time 00:17
Talk Time 0%

Figure 400. Agent Statistics Overview screen
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2.16.6.6. Outbound Calls Overview

Current Calls
Dialer Calls
Direct Out Calls
Project Calls

Answered Calls

Avg Duration

Displays the number of current calls.

Displays the number of Dialer calls.

Represents the total number of direct out calls.

Represents the total number of concurrent per Project Code calls.

Represents the percentage of Answered Calls during one day (starting from
midnight).

Represents the Average Duration of the call.

Y OUTBOUND CALLS

Current Calls 2
Dialer Calls 1
Direct Out Calls 1
Project Calls 0
Answered Calls 100
Avg Duration 01:25

Figure 401. Outbound Calls Overview screen

Not all information are present both on 6.6 and 6.4.x versions so here is a
o comparison so user can see differences and enrichment in information types
introduced in 6.6 version.
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Overdiew (1) V6-6

= Total Cueues ] = Loggedin 3 = Queus Calls a
= Total Galls Waiting a = OnCall o = Conferonce Calis o
= Total / Andwoned Calls A4 = Pauged o = VA Calls o
= Avg J Max Wait 12m:128/46mea2s " ke 3 = Extension Calls 0
= PCA 100% = Dirsctin L]
" SLA 25% = Fing Groups o

& " Cuirent Calls o

= Dinler Calls 1]

= Diregt Ont Calls o

* FProject Calis o

= Answored Gally 100
* fwg Duration 0128

& Supervisor
Overdiew @
v6.4.x

= Total Gueues 7  Loggedin 1 * ueve Calls [
= Total Calls Waiting i = OnCall 1 = Conference Calls o
= Total / Answored Calis 2n = Paused L] = VA Calis [}
= Awg s Wax Walt 0ds = kia o = Extension Calls 0
= PGA 100% = Direct In o
= SLA 100% = Fing Groups o
{- QUEUE CALLS ' OUTBOUND CALLS

y = Curent Calls o

Figure 402. Comparison screen
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2.17. OmniChannel Supervisor Edition

2.17.1. Supervisor Login

Refinements to the supervisor login window prioritize security measures and simplify data
management, contributing to an enhanced user experience tailored for the Supervisor edition.

[ JoN ) gloCOM - Supervisor edition

G

gloCOM

e Y

[] Remember password
[ Log In automatically on startup

Forgot my password

Figure 403. Supervisor Login
Supervisors will log in as agents using specific credentials:

* Agent number assigned to the Supervisor (required)

» Agent PIN (optional)

These changes address privacy concerns by allowing supervisors to monitor only the queues and
agents they are responsible for. Also, Supervisors must be added as members of specific queues to
enable monitoring.

2.17.1.1. Dashboard Page on Initial Login

Upon successful login, users will be directed to the app’s main window. From there, opening the agent
panel automatically takes users to the 'Dashboard' page.
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Agent panel
Agents ( Queues Y myperformance )
L L J
Agentdetsis © sgentstste © oapsas © | acthecomemsations °
Name 1 T chamets T swell ¥ Tmemsaell ¥ Toweonl ¥ SoAae Tl Y MTae 1LV Cals TV twechat 1l
DeckardCain (5545) oo o Loggedoft oo 0 0 0
Roger Jackson (s070) oao o Loggedin ssm oan 0 0 o o
A kan (500 © () €D @D o Loggedont own 0 0 o e 3013 @sdzmn
Aobenwilams (500 (D) €I XD o Loggedont own o
Randy Gordon 5575) OEDEE - oo own 0 0 0
Velma Roy (5005) L) o Loggedort own 0 0 0
KevinODomell 600D @D o Loggedot o o 0 0
Doris 0dom (5004) @ o Loggedont o
Lucian Gtes (5071) OEDEE . owsor 1om o <1min o
Ethn Hont (5555) Lo Yensi) o Loggedon own 0 0 o

Figure 404. Initial Login

V| Messagiog 11 7 Emais 11
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© 1010 (1420n 16m)
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o This specific behavior only occurs during the initial login.

2.17.1.2. Logged Off State by Default

V' Workioad 1)

0% 00f32)

13% (0f32)

N%030132)

4%(10f28)

0% 00f32)

0% (00f32)

4%(10f28)

0%00f32)

6% (20132

18% (50128)

Supervisors logging in will now find themselves automatically set to an 'Offline' state. This change aims

to enhance user focus by restricting automatic assignments and transfers of conversations.

Despite being in the 'Offline’ state, supervisors retain the capability to view and manage conversations
in the 'Unassigned' section. Additionally, they can manually handle LiveChat and Email conversations,

offering enhanced control over their workflow.

> Ethan Hunt
° () Offline

Agent ID
Agent/5555

Voice Queues
No Queues

Messaging Queues
Incoming_Support, Support_IT

Campaigns
QutreachMaxPro, TeleSolutions Pro, Dialer 505

Workload (0%)
Chat 0/0  Email 0/0  Messaging 0/0

€ Exit (> Agent Login

Figure 405. Default State

Even while in this 'Offline" state, supervisors will maintain full access to all functions, including
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monitoring conversations, utilizing the dashboard, banning/unbanning customers, and managing both
active and closed conversations.

2.17.1.3. Back to Online State

Users must click the 'Agent Login' button in the agent profile section to begin receiving voice calls and
messaging requests. A confirmation window will prompt them to confirm their login.

X Agent Login
. ) :
Lucian Gates Working strategy:
° () Offline |
Inbound
Agent ID ‘ Device:
Agent/5071 ‘ Softphone
Voice Queues Outbound Campaign:
CallStream_Queue, LinePro % OutreachMaxPro (Active)
i Voice Queues:
Messaging Queues
Incoming_Support, Issues_Resolution, ‘ CallStream_Queue, LinePro
Support_IT, Swift_Pro |
| Messaging Queues:
. Incoming_Support, Issues_Resolution, Support_IT,
Campaigns Swift_Pro
OutreachMaxPro
Log in as:
Workload (6%) © Available

* Chat 0/3  Email 2/10  Messaging 0/5

€ Exit (©> Agent Login

43
Figure 406. Agent Login

Suppose a supervisor wishes to be available for voice calls but prefers not to handle messaging
requests. In that case, the admin can easily achieve this by setting the capacity to 0 within the PBX
system for that supervisor. This way, the supervisor will be online and capable of receiving calls
without being involved in messaging interactions.

2.17.2. Supervisor Login Without Agent Number

If users attempt to log in without entering an agent number, they’ll successfully access the app’s main
page, but they won’t be able to use or activate the Agent panel. However, the Supervisor panel will
remain accessible for use.
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gloCOM - Supervisor edition

Jonas Houston
No notifications 3 (7

B 8 @ O o O &

o
3
Phone Conference Meeting Chat Voicemail SMS Supervisor O
SMs
Q Online Self Care v
Send Fax
. Parked Calls
g Operator My Dialer L]
History »
) Contacts > =
@ Pooja Holcomb LE]
My modules
Organize icons
Teejay Andersen LE|
Show Login QR Code
Submit feedback =
ﬁ Nora Sparks L]
Preferences
g Julie Malone Open in gloCOM Web  [IF|
a Doris Odom LE]
‘@ Dylan Hooper LE]|
2
-
Kevin O'Donnell LE]|
GLOCOM CONTACTS FAVORITES HISTORY

Figure 407. Login Without Agent Number

2.17.3. Agent Panel - Supervised Chat

Supervisors have the capability to monitor live chat sessions between customer service representatives
/agents and customers. During this session, the supervisor can intervene in chat when the agent
encounters complex issues or requires assistance. They can take over the conversation to provide
immediate support, answer questions, or resolve customer concerns more effectively.

My Chats Subject: No Subject Stop supervising Profile
1 total Ticket ID: 5908
i shelion TS 2 & Serena Jennings
L] No Subject 1 monthago Of course, Serena. Il be happy to assist you with that. Let me just ask you a few questions to verify your
identity. What's your usemame or email address?
Morning Support_IT 0s8 . Nonumber
& serenajennings@g-test.com
Serena Jennings @® omni_cc_testing.com
o
= My username is serenadoe@company.com.
1048
Roger Jackson
Dashboard
Thanks, Serena. Now, Il need to verify your identity further. Could you please confirm your employee ID or
. any other information, like your job title or department?
it 1049 @
CavetEatony Conversation History aQ O
Lucian Gates | Private &
Unassigned Chats )
1 total Hey Roger, Friday Support_IT
© No Subject Ticket ID:5904
. Justa quick note to say you've been absolutely killing it lately. Your dedication and hard work haven't gone
=] Kimberly Avila [« 5] unnoticed. Keep up the fantastic job! If you need anything or have ideas for improvement, I'm here to
Good Morning 14 min ago support you. October 18th, 2023 Support_IT
Incoming_Support 1049 @ @ No Subject Ticket ID5849
Roger Jackson | Private &
Hey 2
Supervised Chats (3) X Thanks alot! | really appreciate your encouragement—it means a lot coming from you. I'm committed to
keeping up the good work and pushing even further. If | ever need assistance or have ideas, Il be sure to
Antonia Osborn 0 x reach out. Thanks again!
1050
" © Kevin O'Donnell
el | menthago Serena Jennings
o
= Ethan Hunt x & Sure, my employee ID is 12345, and | work in the Sales department as a Sales
© Roger Jackson =ecaae
Hello Ethan, | will be glad to assisty..  12dago 1050
. Roger Jack:
@ SerenaJemnings x o
© Roger Jackson Great! Il go ahead and reset your password. I'll provide you with a temporary password, and you'll need to

change it when you log in.

Great! Il go ahead and reset your pas:

s to an agent..

Figure 408. Supervised Chat
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Messages in the gray box are private and visible only to the supervisor and the
6 agent. The "'Whisper' option is enabled in the supervisor edition, allowing
communication solely between supervisors and agents.

In this section, Supervisors have the ability to easily identify and choose the particular conversation
they want to supervise. This is made simple through a drop-down menu located under the Actions
column. This menu presents Supervisors with two choices: 'Supervise Chat' or 'Email and SMS'. They
can select the option that best suits their supervision requirements.

Queve [, Y DTl Y  Channel | Y7  AgentT| Y/  Customer 1| Y DpatesTime 7| Y Subject Y | state 7| Y Actions
Support_IT 6519 Roger Jackson Andrej Kirilenko Today, 10:48 No Internet Access
Support_IT 6518 arniaCREN38@gmail.com Today, 10:46 Slow Computer
Support_IT 6517 Roger Jackson antecitonat@gmail.com Today, 10:45 Agent Issues

Support_IT 6516 Roger Jackson Ethan Hunt Today, 10:42

Support_IT 6507 wtitieatl @piimirpfanebookmail.com Yesterday, 13:45 Agent Issues

Support_IT 6500 worlote@guanatamail.com Wednesday, 22:07 © Queued (1d 12h 46m)

nolificulion@priotity fosheownzs.com Wednesday, 16:44 AgentIssues © Queued (1d 18h 9m)

Support_IT 6499

Figure 409. Supervisor Choises

A corresponding notification will appear within the window when the supervisor starts or stops
supervising the conversation.

Q You started supervising the ° You have stopped supervising the

ticket. ticket.

Figure 410. Corrensponding Notifications

It’s crucial to highlight that when a conversation is being supervised, there’s a notable change in its
status. This modification is visible in the State column within the Conversations tab, where the status
shifts to "Supervising". This updated status serves as a clear indicator that the conversation is currently
under supervision.

A pop-up message will appear after choosing the relevant option, displaying the guidance: "You can
find your supervised tickets inside the Chats/Email tab." This message serves as a prompt, directing
Supervisors to where they can locate their supervised tickets. To acknowledge this message and
proceed, the Supervisor should click the OK button.

® Supervise/Monitor

You can find your supervised tickets inside Chats/Email tab.

Don't show again @

Figure 411. Popup Message

Following this step, the supervised chats become visible in a newly introduced segment. It will appear
below the "Unassigned Chats" section.
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Agent panel

o
My Chats Subject: No Subject Profile
3 total

Ticket D 4743

g BrentJohnson
No Subject 4dago

g Scarlett Mueller
No Subject

g Sydney Waters
No Subject ag0
NewQueueMahid

Conversation History a O

Unassigned Chats
11 total

g Kamoynpickens ®
=] Stevie Emard 2
4dago

em Anastasia Hagenes »
Supervised Chats (3)

a Tina Waelchi
© Agent 9027

g Soledad Kshlerin
© Agent 9027

g IingStokes
© Agent 9028

Figure 412. Supervised Chat Section
The supervising can serve various purposes:

Quality Assurance: Supervisors can assess the quality of customer interactions to ensure that agents
stick to company policies and provide high-quality customer service.

Training and Coaching: Supervised chat allows supervisors to provide real-time guidance and
feedback to agents. They can offer suggestions, answer questions, and help agents handle complex or
challenging customer inquiries more effectively.

Compliance and Regulatory Requirements: In some industries, strict regulations or compliance
requirements regarding customer interactions may exist. Supervised chat can help agents follow these
rules and guidelines to avoid legal and regulatory issues.

Conflict Resolution: If a chat conversation escalates into a dispute or conflict, a supervisor can
intervene to mediate and attempt to reach a resolution that satisfies the customer. This can be
especially important in preventing customer dissatisfaction.

Emergency Situations: In cases of emergencies or urgent customer requests, supervisors can quickly
assess the situation and provide guidance to agents on how to respond appropriately

2.17.4. Supervisor Dashboard

2.17.4.1. Agents Section

The Agents dashboard with supervisor login offers crucial insights into activities across diverse
channels and conversations. When supervisors access this section, they gain information about their
colleagues within the system, providing valuable insights for collaboration or supervision.
Additionally, supervisors have access to a dedicated column displaying daily statistics for each agent.
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|
Ne» - (o a

Agent details © Agent state © Daiystats © Active conversations  ©

Name 7| 7 Channels YV state ]| YV | Timeinstate 1| YV | Total@mowy 1] V¥  SOA(wi 1] ¥V  HT(wi) 1 ¥ |cCalls 7| ¥ | Livechat 1] Y Messaging 1| 7 Emails 1| Y Workload 1| Y
Velma Roy (5005) o o Logged Off 00 0 o 0 0ofs 0ofs 0of10 0% (00f 32)
Lucian Gates (5071) [voice X sis X email X chat J ® Loggedin 16m 1000 3m <1 min 0 ® Tof3 (24m) 00f5 e 400f10 (11d21h3m) 138% (44 of 32)
Robert Williams (5002) [voice X siis X email X chat J ® Loggedin 3h 40m 00r0) 0 0 0 0of2 0of5 ® 30f10 (26d 3h 48m) 11% (3 of 28)
Roger Jackson (5070) COEDEDED o Loggedin 20n14m 1o m <1min 0 e 20f3 (114200 30m) 0ofs 0010 25% (8 of 32)

Deckard Cain (5545) Ploice X 5it5 Y emai o Loggedin 2h20m 0w 0 o

& Randy Gordon (5575)

00f3 0ofs  ® 170f10 (11d3h1m) 53% (17 0f 32)

© Loggedin 16m L) <1min <1min 00f3 0of5 00f10 0% (0 0f 32)

Ethan Hunt (5555) o Loggedin 2h29m 00 0 0 0of2 0of5 e 80f10 (3d20h33m) 29% (8 of 28)

Mark White (9027) o Loggedoff 0w 0 o Gof3 (21d2h 59m) 0ofS e 4of10 (13d2ih6m) 8% (QBof32)
Kevin 0Donnell(5001) D D @ o Loggedoff oo 0 o 0 e Tof2 @d2h28m) Dofs e 1of10 (18dzh3am) 18% (S0t 28)

Doris Odom (5004) COEDEDED | - oo 0w 0 o 0 0of3 0ofs 0of10 0% (00132)

Figure 413. Agents Dashboard
Daily Statistics

Refer to the data and information collected on a daily basis to measure agent’s individual performance.
This page consists of three sections:

* 1. Total (In/Out) - This metric indicates the current number of conversations assigned to a
specific agent, distinguishing between inbound and outbound interactions. It provides an
overview of the workload and responsibilities the agent is currently handling.

0 [This metric works like a counter telling the supervisor how many conversations each agent
is dealing with. It helps supervisors see the workload and what tasks or responsibilities each
agent is currently managing. So, an agent has a high number of conversations assigned to
them. In that case, it means they’re pretty busy handling customer inquiries or reaching out
to customers, depending on whether the conversations are inbound or outbound. On the
other hand, if an agent has a low number of conversations, they might have some spare
capacity to take on more work or help out their colleague.]

» 2. Average Speed of Answer (SOA) - The average speed of answer measures the average time it
takes for an agent to respond to a call or conversation, encompassing the time spent waiting in a
queue. It reflects the efficiency and responsiveness of the agent in addressing customer inquiries
or issues promptly.

0 [The "average speed of answer" is a way for companies to measure how quickly they respond
to customers. It’s like looking at the time it takes for an agent to pick up a customer’s call or
respond to a customer’s messages, including the time a customer spends waiting in line or a
queue.

0 If the average speed of answer is low, it means that, on average, customers don’t have to wait
very long to get assistance. That’s a good thing because it shows that the company is efficient
and responsive in promptly addressing customer questions or problem:s.

0 On the other hand, if the average speed of answer is high, it means customers often have to
wait longer before someone helps them. This might indicate that the company needs to
improve responsiveness to make customers happier.]

For more information on the product please visit www.bicomsystems.com | B8 8 W


https://www.bicomsystems.com
http://www.facebook.com/pages/Bicom-Systems/117199665028348
https://twitter.com/BicomSystems
https://www.youtube.com/bicomsystems
https://wiki.bicomsystems.com/gloCOM/gloCOM_Desktop_7_1

gloCOM 7.1 240

* 3. Average Handling Time (HT) - The average handling time signifies the average duration an
agent spends on each call or conversation. It encompasses the time spent actively engaging with
the customer, addressing their needs, and providing necessary assistance.

0 [The "average handling time" is like a stopwatch measuring how long the agent is actively
engaged with the customer.

0 It includes all the time when the agent is actively helping the customer, like answering their
questions, solving their issues, and ensuring they’re satisfied.

0 So, if the average handling time is short, it means that, on average, the agent doesn’t keep the
customer on the phone or chat for too long. They efficiently handle the customer’s needs,
which is generally a good thing because it saves the customer’s time.

0 But if the average handling time is long, it suggests that, on average, the customer might
spend more time with the agent, which could sometimes mean longer conversations or
problem-solving. While this can be necessary for some complex issues, companies often aim
to keep this time as short as possible to provide quicker service.]

2.17.4.2. Queues Section

The Queues section provides a quick and convenient way to understand the activity and performance
of the assigned queue, improving the ability to respond to customer inquiries efficiently. It offers
insights into the queue requests actively handled by agents. Similar to the previous section, supervisors
can access a dedicated column displaying daily statistics for each queue.

nnnnnnn red 1|V soAma) Tl YV HT@a 1] YV WIwa ] 7 |Wwaiing 7| Y | Actve | Y Loggedin | Y/  Paused T| Y

Figure 414. Queues Dashboard
Daily Statistics

These metrics are essential in analyzing call center performance, evaluating agent productivity, and
optimizing customer service. Below there is a breakdown of the info displayed on this page:

» Total: Represents the overall count of conversations, indicating the total number of interactions.

0 [The conversation count adds up all interactions, giving a supervisor a clear picture of the
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total number of customer conversations that have taken place. It’s a precise way to keep track
of the workload and activity of your support team or communication channels.]

* Answered: Represents the number of conversations that have been successfully addressed or
responded to by agents.

0 [Counts the number of interactions where the customer’s needs were met, or the agents
successfully addressed their issues. It’s a way to measure how effective the support team is in
providing solutions and resolving customer concerns.]

* Unanswered: Represents the number of conversations that have not yet been addressed or
remain unresolved.

0 [Counts the number of interactions where the agents have not fully addressed or resolved the
customer’s needs or issues. It’s a way to measure the workload of unresolved matters that
still require attention or resolution by the support team.]

» Average Speed of Answer (SOA): Represents the average time it takes for all agents in the
queue to answer calls or conversations, including the time spent waiting in a queue. It helps
measure the overall responsiveness of the support team.

0 [The "average queue answer time" is like looking at a watch while waiting. It tells, on
average, how long all support team members take to start talking to customers after
customers have joined the waiting line. This includes the time customers spend waiting. So, if
the average queue answer time is low, it means that, on average, customers won’t have to
wait very long in line before someone from the support team starts helping them. That’s good
because it shows the support team quickly responds to customers' needs. But if the average
queue answer time is high, customers often have to wait a while before getting assistance.
This might suggest that the support team needs to be more responsive and reduce waiting
times.]

» Average Handling Time (HT): Represents the average duration that all agents spend on calls or
conversations, measuring the average time taken to handle customer inquiries or resolve issues.

0 [It's a way to measure how long it takes agents to answer customer questions or solve their
problems. This measurement includes the time spent actively talking to and helping the
customer. So, if the average handling time for agents is short, it means that, on average, these
agents efficiently handle customer inquiries and resolve issues quickly. This is generally good
because it shows that the agents are responsive and efficient. However, if the average
handling time for agents is long, it suggests that, on average, agents take more time on each
call or conversation. While this could be necessary for complex issues, companies often aim
to keep this time as short as possible to provide quicker service.]

* Average Waiting Time (WT): Represents the average time that customers spend waiting in a
queue before being connected with an agent or representative. It indicates the average waiting
period for customers seeking assistance.

0 [The "average queue wait time" tells, on average, how long customers have to wait in this
virtual line before they can start talking to an agent who can help them. So, if the average
queue wait time is short, it means that, on average, customers don’t have to wait for a long
time before they get to speak with someone who can assist them. That’s good because it
means quick access to help. On the other hand, if the average queue wait time is long, it
suggests that, on average, customers have to wait for a while before they can connect with an
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agent. This might indicate that the company needs to improve its response time to reduce
waiting times.]

2.17.5. Supervisor - Active Conversation Actions

The Active Conversations section allows supervisors to quickly and easily view active and waiting
conversations in the system.

Queue 1| Y il Y Chamnel T, Y
SupporLIT 5901 i Y
SupporLT 5900
SupportIT 5809
SupportIT 808
SupportIT 894
SupporLT 5803
SupportIT 502
SupporLT 5801
SupportIT 873 a
Incoming_Support 5852
SupportIT 5842
SupporLT 5825
SupporLIT se13
SupportIT 5808
ssues_Resolution 5534
SupportIT 794 a
SupporLIT 5567 e
SupporLT 5792 P Y
SupportIT 5701
SupportIT 790

Agent 1)

Date/Time 11
Yesterday, 14:00
Yesterday, 13:00
Yesterday, 12:00
Yesterday, 11:00
Yesterday, 07:00
Yesterday, 06:00
Yesterday, 05:00
Yesterday, 04:00
Wednesday, 1200
October 18th, 2023, 15:29
October 17th, 2023, 09:50
October 12th, 2023, 16:26
sssssssssss October 9th, 2023,16:25
Lucian Gates October 8th, 2023, 10:00
Antonia Osborn September 21st, 2023, 09:35
testersmtp2@gmai.com October Sth, 2023,03:00
September 22nd, 2023, 11:00
October 5th, 2023,07:00
October 5th, 2023, 06:00

October 5th, 2023, 05:00

Subject

Security alert

Fwd: Network Issues.

Urgent Request: Laptop Performance Issues

Urgent Request: Laptop Per

New Scheduled Report: Daily Activity Snapshot

Network Issues.

New Scheduled Report: Daily Act

Urgent Request: Laptop Performance Issues

Fud: Test Report for TestOne

New Scheduled Report: Daily Activity Snapshot

Urgent Request: Laptop Performance Issues you!

Please Verify Your Email

Stay connected with your customers

New Scheduled Report: Daily Activity Snapshot

Network Issues

New Scheduled Report: Daily Activity Snapshot

Network Issues

Figure 415. Supervisor Actions
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* Actions These features can enhance the functionality and effectiveness of the call center
environment, enabling supervisors to streamline operations, ensure quality service delivery, and
optimize customer experiences. Following options are:

» Transfer: This feature allows supervisor to transfer a conversation from their queue to another
agent or a different queue within the call center. It enables efficient collaboration and ensures
that conversations are appropriately directed to the most suitable resources.

0 [Example: A customer calls in with a complex technical issue regarding internet service. The
customer has already been talking to Agent A for a few minutes, but the issue is beyond
Agent A’s expertise. The supervisor realizes that the customer’s problem requires specialized
technical knowledge that Agent B, who is an expert in internet service troubleshooting,
possesses. So, the supervisor decided to use the transfer feature to resolve the customer’s
issue promptly.]

» Take over Chat: As a supervisor, this feature enables you to take over conversations that are
being handled by agents. By doing so, you can provide assistance, guidance, or intervene in

critical situations to ensure smooth customer interactions and maintain service quality.

0 [Example: As the supervisor monitors the conversation between an agent and a customer, the
supervisor may notice that the customer’s frustration is escalating and the customer is
becoming increasingly dissatisfied with the service. It’s clear that the agent is having
difficulty resolving the issue, and the customer’s dissatisfaction may lead to a negative
customer experience. To ensure a smoother customer interaction, the supervisor takes over
the conversation with the customer.]
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* Close Chat: When a conversation is deemed complete or resolved, supervisors can use the "Close"
feature to mark the conversation as finished. It helps maintain an organized workflow and allows
agents to focus on ongoing and new customer interactions.

 Supervise Chat: This functionality allows supervisors to monitor conversations between agents
and customers. By supervising ongoing conversations, supervisors can assess agent performance,
provide real-time coaching, and ensure adherence to quality standards.

2.17.6. Supervisor Actions - Conversations Completed

This section conveniently presents all closed conversations containing chats, emails, and voice
interactions for review and reference.

5503

5507

5481

5483

5500

5499

5136

5486

5492

Actions available

Show conversation - access and review the historical record of the closed conversation.

Play record - playback and listen to the recorded content of past voice interactions.

g4 © E g © H

Agent panel

YV Agent Y customer YV DaterTime v

KKKKK ODonnell MichaelPatel@test.com Today, 12:07

Ethan Hunt messagesd.com Today, 12:06

Ethan Hunt messagesd.com Today, 12:06

Today, 11:40

Today 11:40

Deckard Cain antonia.osbom@g-test com Today, 11:39

Randy Gordon . desk.com Today, 11:38

Ethan Hunt o smith.com Today, 11:38

Deckard Cain doris.odom@gtest.com Yesterday, 10:48

Monday, 14:45

Monday, 14:43
Deckard Cain @gmail.com Monday, 03:02
Kevin O'Donnell I@gmailcom Monday, 03:02

Monday, 03:02

Monday, 09:02

12 3 o4 5 > o » [ wwv

Figure 416. Supervisor Actions

Subject

Slow Computer

Snagit Challenge Day 2

Take the Snagit 4-Day Challenge During Your Trial

ith Snagit Templates

You can access all closed conversations and played records in the supervisor
edition. If logged in as an agent, you can only view the conversations and
records you were directly engaged with.

2.17.7. Supervisor - Ban and Unban Customers

Supervisors in call centers possess the authority to both ban and unban customers. Still, this authority
is generally limited to particular circumstances and is contingent upon adherence to the company’s
established policies and procedures. Unlike agents, supervisors have the capability to unban any

customer previously banned, whereas agents can only unban customers they personally banned.
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Ban IP Address: ( 10.1.2.0
Ban Duration: day(s)
anning:

Figure 417. Supervisor Ban/Unban Customers

@ Ban: Allows supervisors to impose a new ban on a customer.

Unban: Permits the removal of a ban. Agents can unban customers they personally banned,
while supervisors have the authority to unban any customer.

c Refresh: We highly recommend that users consistently utilize this button both before and
after initiating the ban process. This practice ensures that the data in the table is displayed accurately
and reliably.

Banning should be a measure of last resort, and companies should strive to
0 provide opportunities for customers to address and fix issues that led to the
ban whenever possible.
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2.18. Camera

Surveillance Camera  Opens up a Surveillance Camera preview. This option will work only if
you have your surveillance camera set up in the IP address in gloCOM
-> Preferences -> Video -> Surveillance Camera.

2.19. Online Self Care

In order to login to Online Self Care, point your browser to: http://$IPADDRESS/ (For Example:
http://192.168.1.1/). When you click on the gloCOM OSC icon, you are automatically directed to your
OSC page.

Email The email address assigned to the extension (ex. The provided email address is
used as a username for logging into Online Self Care (e.g. email@example.com)).

Password/PIN  The user password assigned to the extension (ex. This field accepts your gloCOM
password (e.g. n9h*Caqllcr)).

Call Forwarding Do Not Disturb Devices Online

Figure 418. Online Self Care screen
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2.20. Options (3 Dots) Menu

Options menu can be accessed by clicking on the 3 dots icon on the far right of the module icons. This
menu shows all the remaining modules besides the 6 modules visible in the main window, as well as
few additional options explained below.

G gIoCOM - Business ection - o x

File Tools Help

@ Ronald Krause vicom
Tomotfctons
{ ]

cpsimentz + Send Fax
a
ﬁ Nadine Brett (1001) U "
.
@. Albert Redman (1007) o
424 1gnacio summers (1005 t
L (e
@ Johnnie Riley (1008) &
o Preferences
=)
EA Jon-Paul Witt (1003) [l Openin gloCOM Web

Figure 419. Options Menu screen

2.20.1. History Submenu

Fax Fax option is used for opening Fax History window which allows you to see
all sent and received faxes.

Clear Call History  Clear Call History option is used to clear all your missed, received and
dialled calls from the HISTORY tab.

© gloCOM - Business edition - 0o x

File Tools Help

Ronald Krause bicom
10 noifications '
{ ]

Online Self Care
AllDepartments ~  Send Fax
Parked Calls
a Nadine Brett (1001) (" My Dialer
History > Fax
@. Albert Redman (1007) " Contacts »  Clear Call History
P  Mymodules
q’?x Ignacio Summers (1005) V] e
S . Show Login QR Code
Q Johnnie Riley (1008) L g
L] Preferences
g". Jon-Paul Witt (1003) [ Openin gloCOM Web

Figure 420. Options Menu - History Submenu screen

2.20.2. Contacts Submenu

G gloCOM - Business edition - o x

File Tools Help

Ronald Krause bicom
10 notifictions :
L]

N arl alls
My Disler
Nadine Brett (1001) {
° History »
,
@. Albert Redman (1007) o=
P My modules
42} Ignacio Summers (1005 (I Organizeicons
ok (1005) )
Show Login QR Code
@. Johnnie Riley (1008) [L— .

Sort users alphabetically

%\. Jon-Paul Witt (1003) D | o
Ca
%. Leon Hansen (1009) (=]

Figure 421. Options Menu - Contacts Submenu screen
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List view List view option is used to layout gloCOM users in a list.
Grid view Grid view option is used to layout gloCOM users in a grid.
Hide offline users Hide offline users option is used to hide all users that were

not active for 8 hours or more.

Display user numbers in list view  Display user numbers in list view is used to show a user’s
extension number in the parenthesis in list view.

Sort users by Online status Sort users by Online status option is used to sort gloCOM
users according to their most recent activity.

Sort users alphabetically Sort users alphabetically option is used to sort gloCOM
users according to the alphabetical order of their names.

Refresh contacts Refresh contacts option is used to sync Outlook (for
Microsoft Windows), Address Book (for macOS), Google,
CRM and Central Phone Book contacts.

2.20.3. Other Options

My modules My modules option is used to quickly navigate to Modules section in the
Preferences so you could see which modules are available to you, and to
set up those modules.

Organize icons Organize icons option is used to personalize the module icons available
in the main window. Note that the first icon has to be the Phone
module, but you can rearrange the 5 other icons as it suits your needs.

Show Login QR Code Show Login QR Code as a part of the gloCOM Desktop allows users
easier login to their mobile app by scanning QR Code generated by the
gloCOM Desktop app.

Preferences Preferences option is used to open the Preferences window.

Open in gloCOM Web  gloCOM users can now access the Web app through the Desktop app by
selecting the "Open in gloCOM Web" option from the drop-down menu.
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2.21. Central Phone Book

Central Phone Book is a centralized list of contacts managed by the PBXware administrator. It is shared
across all gloCOM users, and synced together with the rest of your contacts (Google, CRM etc.). To
access your Central Phone Book contacts navigate to the CONTACTS tab, and select CENTRAL PHONE
BOOK from the dropdown.

[ gloCOM - Business edition - o X
File Tools Help

? Matt Ferguson bicom

No notifications

CENTRAL PHONE BOOK (3070)

AbagailFiney (Dazzlesphere)
AbbxWestem (Edgewire)
Abde:IVSebrook (Oyoba)

Abe l;/;rarynn (innoz)

A;el :KI}mochkm (Kare)
Atk)elajrdrapennyDS Penny (Devshare)

Ahalard Datralln Mazrlacnharal

GLOCOM CONTACTS FAVORITES HISTORY

Figure 422. Central Phone Book screen

You can use Search contact field to find a contact by their name. Double click on a contact to initiate a
phone call. Right click on a contact to open a context menu with additional options.

Besides contacts managed by the administrator, each user can manage his own personal list of
contacts. This personal list is private and visible only to you. Clicking on the [#) button while in the
CONTACTS tab opens up the Online Self Care window and switches to Phone Book tab. Here you can
see all of your Personal Phone Book contacts, add new contacts, import/export contacts, or download a
CSV template. To remove a contact click on the = button on the right side of each contact.

After you close the Online Self Care window, the application will automatically refresh contacts if
necessary, so the modifications you made in the Online Self Care are now synced inside of gloCOM.

Oronaido00 @

Dashboard MyDetails  Dispatchable  Voicemail
Locations

aaaaaaa

Figure 423. Central Phone Book in OSC screen
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2.22. Quick List
Quick list buttons enable a quick overview of gloCOM, Contacts, Favorites, and Recent tabs.
gloCOM Displays a list of all gloCOM contacts.
Contacts Displays a list of all saved and imported contacts.
Favorites  Displays all contacts that you marked as a favorite.
History Displays log of all recent missed, received, and dialed.
GLOCOM CONTACTS FAVORITES HISTORY
Figure 424. Quick List screen
3. Menu
3.1. File Menu
Log Out Click on Log Out to log out from active connection(s).
Exit Click on Exit button to log out from active connection(s) and close gloCOM application.

[ gloCOM - Business edition - m} ®

File Tools Help

Log Out
=5 att Ferguson  DICOM
( r. No notifications s

B e @ @ & O

Phone Voicemail Meeting Send Fax SelfCare  Chat

Q Search contacts All Departments s

Roderick Frances Yolanda
Welch Dennis Lloyd

Figure 425. File Menu screen
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3.2. Tools Menu

1. Diagnostic Logs

Here you can see diagnostic logs with the level of verbosity that you have set in Preferences -> General

-> Diagnostic Logs.

2. Fax

[ pisgnestic Log 0 % |3 glocom- susiness edtion
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s
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140440 I R event eceied it 0 secon e wincow, 1803 1gs 1. S

14:04:40 Info: Requesting PBX configuration after reload.
14:04:40 Info: Loading PBX configuration after reload.
14:06:16 Info: Reload event received with 0 seconds time window, reload flags 1

14:06:16 Info: Requesting PBX configuration after reload.

14:06:16 Info: Loading PBX configuration after reload.

14:06:34 Info: Reload event received with 0 seconds time window, reload flags 1.

14:06:34 Info: Requesting PBX configuration aft

14:06:47 Info: Async req started. Totak: 2
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Q
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Figure 426. Diagnostic Logs screen

* Add Fax Printer Automatically

* Add Fax Printer Manually

* Install Port Monitor

3. Hidden Users

File Tools  Help

Fax
Hidden Users.

4

4] gloCOM - Business edition

Diagnostic Logs

gloCOM edition,

Preferences

Add Fax Pr
Add Fax Pr

Shared Configuration
Web Browser Addons

rinter Automatically

rinter Manually

Install Port Monitor

Rederick
welch

All Depart

ts N

8 &

Frances
Dennis

Yolanda
Uoyd

Figure 427. Fax Menu screen

Web Browser Addons

Opens a dialog showing all your hidden users. Uncheck the box next to a user’s name if you want to

unhide them.

[ Hidden Users 7 %

[ Roderick Welch (110)
[ Frances Dennis (119)

o |

(3 51oCOM - Business edition

File Tools Help

Diagnostic Logs

Fax
< Hidden Users
Shared Config

Web Browser Addons

& gocom egiion..
Preferences
Q—= <

uration

Figure 428. Hidden Users screen
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4. Shared Configuration

Enable:

By enabling shared configuration, all users on this computer will share same Login account, phone

mode and edition.
« Account

E-mail

Password

Login Server
SIP proxy (optional)

Edition

¢ Phones

Email address is displayed in this field.

In case that option Enable is unchecked, password will be hidden. After
you check Enable option, option Show Password will be functional.

Shows IP address of server.
This field is optional.

In this option select edition for your gloCOM. Current edition is
displayed, but possibility to choose between other editions is given.

[ shared Configuration ? x [ gloCOM - Business edition - o x

File Tools | Help

L Shared configuration

S5o
[ Enable

By enabling shared configuration, all users on this computer
will share same Login account, phone mode and edition.
Account

@bicomsystems.com

Figure 429. Shared Configuration screen

Choose which phones you want to use:

Softphone Choose to use Softphone.

Deskphone choose to use Deskphone.

Polycom choose to use Polycom phone.

Polycom IP  In case that user chose Polycom, in this option user needs to provide IP address of
Polycom phone.
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5. Web Browser Add-ons

Click on Download web browser add-ons to add the browser add-on which will allow the user to select
and dial a phone number directly from a web page. Supported browsers: Internet Explorer, FireFox,
Safari, Edge and Chrome.

[3 gloCOM - Business edition - o X
File Tools Hel

Diagnostic Logs

[& glocoM - Browser addons 7 X Fax 3 Licom

Hidden Users

Shared Configuration
Web Browser Addons

Please choose your browser: gloCOM edition.
oo
@ Internet Explorer (installed) al ReEEs

All Departments v

L@ 8

Roderick Frances Yolanda
Welch Dennis Lloyd

Figure 430. Web Browser Add-ons screen
6. gloCOM Edition

Change the gloCOM edition.

o Changing gloCOM editions is not possible in case if Shared configuration is
enabled.

4 gloCOM - Business edition - o X
File Tools  Help
Diagnostic Logs

X Fax
Hidden Users

Shared Configuration
Web Browser Addons

| 7 -
Cancel gloCOM edition...
Q

Preferences

All Departments v

£ @ &

Roderick Frances Yoland:
Welch Dennis Loyd

Figure 431. gloCOM Edition screen
7. Preferences

Click on Preferences to open gloCOM settings. For more about preferences, please visit the Preferences
chapter.

c

E gloCOM edition..

Contact
oo Set et program associatons | (k. s, o/ stc.) s

Aud o [ " I

English (default) - Add language (Note: application restart is required)
Video oo @. Albert Redman (1007) ]
Meeting .?; lgnacio Summers (1005) ]
MR Q. Johnne Riey (1008) ]
Alerts C?'\. Jon-paul Wit (1003) =]
poties Tray icon blink duration (for pending notifications): 2 [5] minutes. “'a. Jomes Armstrong (10301 =
pres 8, e wtiman 006 5]
~
Advanced GLOCOM CONTACTS FAVORITES HISTORY.

ok Cancel

Figure 432. Preferences screen
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3.3. Help

1. gloCOM Help

» Redirect to our official website www.bicomsystems.com.

» Additional documentation and guides are available on our official website:

www.bicomsystems.com. If you still have any questions, please feel free to contact our support
department.

9loCOM Help

@ Check for Updates...
Submit Feedback..
L

Show Login QR Code.

AllDepartments v

26 &
o e (] b

Margarita
Fox

L]
Alpert
Black

Figure 433. Help Menu screen

2. Check for Updates

* Check online for official product updates.

« If there are updates available, the software will apply them automatically. If your software is up to
date, you will receive a message as stated above.

[ gloCOM - Business edition - o X%
3 giocom x| | File Tools | Help
5loCOM Help
There are no updates available .
o g Check for Updates... icom
Submit Feedback
®

Show Login QR Code

About

Q  search contacts All Departments
~
- Cot A
5
N

® e (]
will Mergarita Regina
Smith Fox Perry

Figure 434. Check for Updates screen

3. Submit Feedback

» User can now easily send feedback from the Help -> Submit Feedback...

[ submit Feedback ? X & 91oCOM - Business edition - o X
File Tools | Help

Your feedback: 9loCOM Help

@ Chedcfor Updates icom
Submit Feedback... @
®
:

Show Login QR Code

n
Smith Fox perry

Figure 435. Submit Feedback screen
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4. Show Login QR Code

» Show Login QR Code as a part of the gloCOM Desktop allows users easier login to their mobile app

by scanning QR Code generated by the gloCOM Desktop app.

* QR Code can be accessed from the Help menu or the three dots menu within the gloCOM Desktop

main window.

* Selecting the Show Login QR Code option from one of these menus opens the QR Code window,

which will stay open for 15 seconds.

I3 show Login OR Code -

3¢ QR Code Login

QR for Mobile App Login

ntials, press "Scan QR" on your mobile
screen and scan the QR code below:

7 This window will auto-hide in 1 seconds

“Tologin into your mobie account without entering
creder Login

[3 gloCOM - Business edition - o X

File Tools | Help

will

oo ing et
Q  search contacts
Iy
b= 0 N
y 3 J
® e (]
Regina
o perry

Smith

2

Albert
Black

9loCOM Help

Check for Updates. icom
Submit Feedback. 7

Show Login QR Code

All Departments \

Margarita

A %

', 'S
-0 <i'e
Charles Matt

Figure 436. Show Login QR Code screen

5. About

* gloCOM about dialog contain information regarding application version, revision, PBX
information, libraries, and other important information. Users can easily access/copy and paste

info for support if needed.

Product info:

51COM v7.0.0 (64 bit)
Business ecition

BB iabie modules: Brovwser Clic2Dial
Copyright (@ Bicom Systems .

Application information
gloC (64 bit)

Revision: cAcifca9b
Built on date: Aug 10 2023, 09:11:44
0: Windows 10 Version 22H2

2.
gmvec: v99.1 ~ 2386cfe

OpenSsL: OpenSSL 1.1.1] 16 Feb 2021
Q SSL: Secure Channel, Windows 10.0.19045

Copy Info

JJJJJ

is | Help

A

gloCOM Help

Check for Updates. bicom

Submit Feedback

Show Login QR Code

Nacine <enin Abert
sret Hofman  Reaman
[} r
&l
Z, A
. =e (]
o donpaul sheis
sy it anen
bes § ) ‘i- v
!, (] (] ®
Foderik  Regina Hector
e sery Vendez
CONCTS FavORTES HisToRY

Figure 437. About gloCOM screen
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6. Automatic Crash Report System.

* When gloCOM crashes, the user has the option to send a crash report for developers to analyze the
issue and solve the problem.

W7 Send Crash Report X

gloCOM has crashed. Send us crash report, and we will try to resolve this
issue.

Your email address (optional):

[matt_ferguson@bicomsystems.com

Please describe steps to replicate this crash (optional):

Restart application on dose

Send Clase

Figure 438. Automatic Crash Report screen

4. Preferences

Any changes made within the Preferences of the gloCOM Desktop application
o will be applied only to the gloCOM Desktop application on which they were
made.

4.1. General

To start click on the Settings icon inside toolbar.

© Preferences X

Preferences
General settings
General

O Launch application at startup
Contacts 8 Log In automatically on startup

Set default program associations  (tel//, sipy//, callto:// etc..)
Phone

Language
Audio
English (default) ~| Add language  (Note: application restart is required)

Video Always on Top

Meeting Please select one of the following options:

Disable always on top

Modules Diagnostic Logs

. ® Enable diagnostic logs
SIP logging level:
3

Tray icon blink duration (for pending notifications): 2 [2] minutes.
Profiles

Presence

Advanced
oK Cancel

Figure 439. General screen

Inside the General Settings section, checking the box next to Launch application at startup will start
the application when your operating system starts, while checking the Log in automatically on startup
will log the user in automatically every time the application is launched.

Depending on your Operating System, the Set default program associations button will allow you to
choose which protocols application will open by default (tel://, sip://, callto://, etc.).
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From the drop-down menu you can select the language and if you have your own language file you
can add it by clicking the Add language button, then select the language that you wish to add from a
list and then choose your language file. You will need to restart the application for language change to
take effect.

0 Please be informed that some pages in the Supervisor panel will be translated
into a language set on PBX.

Under the Always on Top section you can choose whether you would like to have call or call and
contacts window always on top or if you wish to disable the always on top option. This feature will
keep the gloCOM window on top even if another window, e.g., web browser window is selected.

You can turn on or off diagnostic logs by checking the box next to it. When turned on, gloCOM will
store all logs on your computer/machine. You can specify how much data/information you want to
store by editing SIP and Jabber logging levels. By default the SIP level is set at 3.

Depending on the situation you can choose between 1 to 10 levels where Level 1 would store the least
amount of information and Level 10 would store all information. You can set for how long the gloCOM
tray icon will blink while you have notifications pending such as missed calls or unread messages.

4.2. Contacts

To start click on the Settings icon inside toolbar, and navigate to the Contacts settings section. At the top
you have 3 tabs: General, Google, and Outlook.

ired to enable or disable Outlook plugin).

n do it either by selecting a contact and

Modules

Alerts

Cancel

Figure 440. Contacts screen

Under the Default contact double-click action you can set what action will be initiated when the user
double-clicks on a contact. If chat is selected then a chat window with contacts will open, and if call is
selected then double clicking the contact will call the contact. If you wish to sync your contacts daily,
check the box next to Sync my contacts daily. Furthermore, if the user wants to convert contact
numbers to E164 format, they can check the box next to Convert contact numbers to E164 format.

Next go to the Google tab. Here you can choose to integrate your google account contacts with gloCOM.
Simply check the Enable Google contacts integration, enter your Google email and your Google
contacts will sync automatically.
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Outlook Plugin with gloCOM navigate to the Outlook tab and check the Enable Plugin in Outlook
Contacts box. This will enable you to initiate calls directly from Outlook.

o Users can control if Outlook’s add new contact windows shows up on Call
started, answered or finished.

gloCOM automatically syncs your Outlook contacts. (When I receive a call from an unknown caller,
automatically display the new Outlook contact window) option, when turned on, it will open a new
Outlook contact form every time you receive a call on gloCOM from a number that is not on your
contacts list.

To disable syncing Outlook contact from the Global Address List, please
o navigate to Preferences -> Contacts -> Outlook and uncheck the Sync Outlook
contacts from the Global Address List (GAL) option. By default, it is enabled.

4.3. Phone

To start click on the Settings icon inside toolbar, and navigate to the Phone Settings section.

C Preferences X

Preferences

General  Dialing rules  Speeddial ~Codecs ~Autoanswer Emergency Location  Advanced

® Confirm number when calling from web browser and other apps

Video Office and Mobile phones

Setup your Office and Mobile phones here. Unified communications allows you to use multiple phones
Meeting simultaneously including softphone, deskphone and mobile phone. Greater productivity for switching
calls between phones while retaining use of features.

Alerts

oK Cancel

Figure 441. Phone screen

When turned on, Confirm the Number when calling from web browser and other apps will ask you to
confirm the number and will also give you an option to make corrections if necessary. When Call
Waiting option is disabled , softphone will automatically reject incoming calls if user is on another call
already. Callee will hear a message saying that user is currently busy on another call.

The Turn off phone DND on logout option by default is enabled. When enabled, phone DND will be
turned off on logout. Otherwise, phone DND will not be turned off on logout.

Use the ring Volume slider to adjust the ring volume.

The Ringtone preference option allows the user to select between Default, Silent, and Custom ringtone
mode for incoming calls.
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A Default mode will generate a standard ringtone of gloCOM upon receiving a call. As the name
suggests, gloCOM will remain silent upon receiving a call by selecting the Silent mode.

Additionally, suppose the user decides to use the Custom ringtone mode. After selecting it, the file
picker window will be displayed, allowing the user to select the desired audio file as a ringtone for
incoming calls. The selected audio file must be in mp3 or wav format. However, thanks to the
implemented filter, a file picker window will not display audio files that are not in the formats
specified above. This way, the application ensures that the user will not be able to select an audio file
with an unsupported format.

You will need to restart the application for changes to take effect. My phones... button allows you setup
your deskphone, softphone, and add a mobile number.

Inside the Dialing rules tab you can set rules for outbound calls. e.g., If you enter 061 under text to
replace and under replacement text you enter 0038761, gloCOM will replace every phone number that
has 061 with 0038761. However, sometimes you would only want to replace numbers that begin with
061, and not the ones ending in 061...

For a more precise replacement you can use regular expressions. For example, if you enter 061{6}/d
under text replacement, and 0038761/1 under replacement text and you turn regular expressions on,
this will replace 061 digits of every number that begins with 061 and has 6 more digits with 0038761
followed by those 6 digits. E.g. 061-123-456 would be replaced with 0038761-123-456.

Enabling Detect and format USA and UK phone numbers for outbound calls option will auto detect
and format your local USA&UK numbers so that they can go through the system. This may cause
problems in some countries so be careful when using this feature.

Inside the Speed Dial tab click on the Add button and from a drop-down menu and choose a number
from 1 to 99, and in the field next to it assign the phone number that you want to Speed dial. For
example, dialing #7 will dial 061-123-456 To edit an existing speed dial number select the number
from the list and click the Edit button or press Remove to remove the number.

Inside the Codecs tab select the codecs that you wish to use. Some codecs offer higher quality but take
more bandwidth, some offer better compression so they are less heavy on network resources,
depending on your needs you might want to turn some codecs on or off, and if you have more than
one codec you can sort them by priority using the up and down arrows on the right.

Inside the Advanced tab, you can choose to turn the encryption on or off for voice and video calls, or
you can select Use the settings from server to use the settings that your admin has set.

Under the Register field you can set how often gloCOM will send SIP register to the SIP Server or voip
provider to let it know where it is. It is recommended to leave local sip port empty to allow SIP Protocol
to use any port available. However, if you wish to restrict SIP (outgoing) traffic to a specific port you
can enter the port number here.

Check the Send keep alives option to send SIP keep-alives to the server.

Check the Enable QoS to enable Quality of Service feature. QoS is a set of technologies that work on a
network to guarantee its ability to dependably run high-priority applications and traffic under limited
network capacity (must be supported by user network).
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4.3.1. Emergency Location - Ray Baum’s act

Ray Baum’s Act requires that first responders have the necessary information needed to pinpoint the
“dispatchable location”, and quickly reach a 911/112 caller regardless of the device they dial from or
their exact location inside a large building.

o For VoIP trunk testing purposes, please use the number 933.

Regarding the above, the Emergency Location feature will only be available when the server locality is
set to the United States.

If a user’s Emergency Location is not set within the app, a pop-up message will appear on login asking
them to set their location.

G gloCOM e
o You haven't set your Emergency Location.

Updating your emergency address ensures accurate emergency calls,
helping emergency services reach you promptly.

Would you like to set it now?

Yes No

Figure 442. Emergency Location Alert message screen

Also, the location can be set by navigating to the Preferences -> Phone -> Emergency Location tab,
where the user can set their Emergency Location Address, Floor number, and Room number or add a
new location.

G Preferences X

Preferences

General General  Dislingrules  Speeddial ~Codecs Autoanswer Emergency Location  Advanced

Please update your Emergency Location to ensure accurate emergency calls, so emergency services
Contacts you promptly.

Ed
Phone
moer

Audio

RRRRRRR

Video
Meeting
Modules
Alerts
Messaging
Profiles

Presence ®r

Advanced
oK Cancel

Figure 443. Emergency Location screen

Emergency Location will be displayed within the Phone window after entering the 911/112/933
number, with the possibility to change or set it.

o Users should always keep their Emergency Location up to date to ensure an
accurate location is provided to the emergency call dispatcher.
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£ Phone

A Emergency Location

No address has been selected.
Update it now!

Figure 444. Emergency Location within Phone Window screen

Also, it will be displayed within the Call window.

4.4. Audio

You can set input, output, and ringtone device, or test your devices. To test your microphone, say
something on it and watch the changes in the microphone progress bar. For testing your speaker or
ringing device, press the Test button to hear a sound on the selected device.

@ prefernci - T x

Preferences

Audio Devices  Meeting
Audio devices

Contacts Microphone
Default device v 'f]w [}

Phone speaker

Default device v Test
Audio Ringing device

. Default device A Test
Video

Refresh audio devices

Meeting Plantronics  Jabra  EPOS Sennheiser  Yealink

Modules

Alerts

Messaging Name:
Profiles Manufacturer:

Presence

Cancel
Figure 445. Audio Quality screen

Check the Enable Plantronics headset support option in order to integrate a Plantronics headset with
gloCOM. This will enable the use of Plantronics headset buttons such as answer, hold, transfer...

The same applies for Jabra and EPOS Sennheiser headsets. Turn on Enable Jabra headset support
option, in order to integrate a Jabra headset with gloCOM. Turn on Enable EPOS Sennheiser headset
support option, in order to integrate a EPOS Sennheiser headset with gloCOM.

Check the Enable Yealink headset integration option to integrate a Yealink headset with gloCOM. It will
enable Yealink headset buttons such as answer, hold, transfer, etc.
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4.4.1. Plantronics Runtime (Only for Windows)

gloCOM deploys Plantronics Runtime, which is required for the Plantronics module to work properly.
Runtime is installed automatically during the setup wizard.

[ preferences (Y

Preferences

Audio Devices | Meeting
General

Audio devices
Contacts Microphone

Default device ¥ @0
Phone Speake
Defaul

Ao Ringing device

. Default device v A Test
Video

Refresh audio devices

Meeting Plantronics  Jabra  EPOS Sennheiser | Yealink

Modules [ Enable Plantronics headset support

Alerts
Messaging Name: Unavailable

Product: Unavailable
Profiles Manufacturer:  Unavailable

Presence

Advanced

Canel

Figure 446. Plantronics Runtime screen

If Runtime is not installed properly for whatever reason, gloCOM will detect it on startup and
automatically alert the user about it. It will redirect the user to the Preferences -> Audio dialog where
gloCOM allows the user to install Runtime manually. To do that, check the Enable Plantronics headset
support option, and click on the Install Plantronics Runtime.

[ preferences [

Preferences

Audio Devices  Meeting
General
Audio devices

Contacts Microphone

Default device. NECE
Hliobe Speaker
Default device o Test

Audio
el Ringing device

. Default device v A Test
Video

Meeting

Modules

ics runtime and Restart module using buttons below.

Alerts

Messaging

Profiles

Presence

Advanced

Cancel

Figure 447. Plantronics Runtime Installation screen

MSI installer cannot install Plantronics Runtime automatically because
Windows OS does not allow to run two MSI installers at the same time. In case
you are using the MIS installer to install gloCOM, you should start gloCOM

o manually and install Plantronics Runtime from the Audio dialog. To do that,
please navigate to Preferences -> Audio. Check the Enable Plantronics headset
support button, and click on the Install Plantronics Runtime, or go to gloCOM
installation folder -> Plantronics subfolder, and run all three MSI installers for
Plantronics Runtime.
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4.5. Video

Video Settings section is divided into 5 tabs. Inside the Quality tab, you can set the resolution of the
video call. You should adjust these settings based on the quality of your network connection.

oK Cancel

Figure 448. Video Quality screen

For example: If your bandwidth is low or you are experiencing temporary network issues, you can set
the video quality to Low resolution to get better video call performance. Inside the Codecs tab, you can
enable or disable video codecs, and if you have more than one codec you can sort them by priority
using the up and down arrows on the right.

Under Advanced codecs settings you can adjust how much compression the codecs will use. The higher
the bitrate the less compression codecs will use, which directly relates to a better video quality but also
larger files. Use default values for codecs if you are not familiar with video codecs.

Inside the Devices tab you can select the video capture device. e.g., if you have a laptop with an
integrated web camera, and you connect another web camera to your laptop, you can specify which
camera gloCOM will use for video call from a drop-down menu. Next, inside the surveillance camera
tab you can enable or disable surveillance camera and choose if the surveillance camera video should
always stay on top even if another window is selected. Under the URL field, enter the url of your IP
surveillance camera stream.

o Please be aware that only MJEPG stream over HTTP is supported at the
moment.
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4.6. Meeting

In the Meeting menu, you can set how will your meeting window look when someone shares the

screen.

You have two options:

G Preferences

General  Recording

General
O Maximize Meeting window when a participant shares their screen
8 Scale shared screen to fit in the window
Contacts
© Show meeting join link message in chat if meeting is started from chat window
Phone ® Show reactions
® Play sound notification on raise hand
Audio O Remind to record on meeting join
Video

Meeting

Modules

Alerts

Messaging

Profiles

Presence

Advanced
oK

X

Preferences

Cancel

Figure 449. General screen

* Maximize Meeting window when a participant shares their screen.

* Scale shared screen to fit in the window

G Preferencas

General ~ Recording

General

Save recordings to:

£ meeting-recordings ~
Contacts N

O Draw duration timestamp on video in the comer

8 Delete temporary files after converting them to video
Phone

8 Automatically convert recordings after meeting is ended
Audio
Video

Meeting

Modules

Alerts

Messaging

Profiles

Presence

Advanced
oK

X

Preferences

Cancel

Figure 450. Recording screen
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4.7. Modules

gloCOM 1is compatible with several Customer Relationship Management solutions, such as Salesforce,
SugarCRM, Zoho, Zendesk, MS Dynamics, and Bullhorn.

4.7.1. CRM

To enable CRM integration with gloCOM, click on the Settings icon, navigate to the CRM section and
check the box next to Enable CRM integration.

Under the Popup Options the users can set :

* When a page with customer information should open (This can be set to open when answering
the call, or immediately when the phone starts ringing before even answering, and not to open at
all for Incoming calls).

* For Outbound calls, the users can set to pop up when the call is initiated or when the call is
answered, and same as with Incoming calls this can be disabled by selecting the option Never.

Under the Authentication, users can enter account details for CRM. Each CRM is different and requires
from the user you to enter a security token, password, or a combination of both.

Under the Logging options, users can specify which information they want to log. Also, users can
choose to log information that their admin has set by selecting the Use the settings from the server
option.

Preferences

Settings CRM  Call Popup  Skype

General
CRM module provides full ntegr:
G oynam Zendesk. Th

syne d

d CRM systems like: Salesforce, SugarCRM, Zoho, Microsoft

of the induded features: cal popup and logging. automatic contact
Contacts

arch, COR upl

[ Enable CRM integration
Phone
Sync CRM Contacts

Audio Popup options

Video

Meeting

Alerts

Messaging

Profiles

Presence

Advanced

Available modules for your account: CRM, Call Popup, Browser Click2Dial

Figure 451. CRM screen
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4.7.2. Call Popup

Call Popup module can be used to push the call details to the browser or third-party software.

It is possible to do a Call Popup based on the URL, and this can be set per Queue and ERG. This can be
done only if the option Enable Queue/ERG URL Popup. If enabled, application will use URL configured
on server. is checked (Preferences -> Modules -> Call Popup).

Users can set the Call Popup to open when the call has started/answered or when the call has finished.

For each setting, the user can specify to enable it for Inbound and/or Outbound calls, and turn it on
Silent mode.

In the Silent mode, a URL request will silently be sent to the server, meaning it will not open a web
browser.

Call Popup is macro-based. In the URL field the following macros can be used: callerid, callerid_name,
ext, ext_ name duration, callid, did, direction, queue_number, queue_name, agent number and
agent_name.

(e.g., In Call started URL field the user may enter yourcrm.com/calls?id=%callerid% and check the
Inbound calls below. Now, whenever the user receives a call from a customer Call Popup will open a
web browser and will write the customer’s phone number.)

All this information can be sent silently to the user’s CRM server and create reports such as how many
inbound calls the user has received, how many outbound calls the user has made, average call
duration, etc.

o Specify EXE file, APP in MacOS, or URL that will be executed in Call Popup
module.

© Preferences X

Preferences

General Settings CRM  CallPopup  Skype  Browser click to dial

Call Popup module is not available for your ac

Contacts

Phone (int

A bqueue berd% applies for Queues and Enhanced Ring Groups (ERG).
If *Silent mode" is used, web page will not be displayed, application will open URL in the background.
Video Popups do not work for local calls (e.g. extension to extension),

Use application table instead of URL 6]

Meeting Call Started | Call Answered | Call Finished

URL
Modules
Application executable path

Alerts

o

Enable Queue/ERG URL Popup. If enabled, application will use URL configured on server

Messaging

Profiles
bound calls (including calls not coming from Queue/Enhanced Ring Groups)

Presence Enable for outbound calls

Advanced Available modules for your account: Browser Click2Dial

oK Cancel

Figure 452. Call Popup screen
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4.8. Alerts

To start click on the Settings icon inside toolbar and navigate to the Alerts section.

G Preferences x

Preferences

General
General

O Bring application to front when I receive a call
Contacts Inbound Call Alert duration: 5 %] seconds.
Phone

Audio

Video

® Notify me when call is finished
O Block chat notific:

Meeting
's when screen sharing

® Notify me when | receive a new SMS message
Modules

® Notify me when | receive a notification from the Agent Panel

sounds

e Note: double click an item to change sound file.
essagin
9ing O Always play notification sound for new messages on chat

O Contact Signs In

Profiles O New Instant Message Received

@O

O Agent Panel Notifications
Presence

Advanced

oK Cancel

Figure 453. Alerts screen

Check the Bring application to front when I receive a call option to bring gloCOM to front whenever
someone calls you. You might not want to have your work interrupted by call alerts, in that case you
can uncheck this option. You will still be able to receive the calls, however, you will have to navigate to
the application yourself.

If you want the Agent panel to pop up when you receive a call please navigate
to the Alerts section in Preferences and check the option Bring application to
front when I receive a call.

Inbound Call Alert duration can be set between 5 and 15 seconds. This option controls the duration of a
small notification window that pops up in lower right corner of the screen whenever you receive a
call.

To turn off inbound call alert completely, simply uncheck the Notify me when I receive a phone call
option. You can also set to receive notifications when a contact comes online, when you receive a new
message, when somebody joins a conference and or when call is finished. Only the duration of the call
alert notification can be adjusted, all other notifications have a fixed duration of 5 seconds.

Under the Sounds section, you can choose to turn sound notifications on or off for contact sign in and
or for new chat messages. If you select Always play notification sound for new messages, you will hear
a sound notification for every message received, even if you have a chat window currently open. For
this feature to work the New instant message received option has to be selected as well, otherwise you
will hear no sound.

To preview a sound, click on the play button on the right, and if you wish to change a sound, double-
click an item and select the sound file you wish to use. Please note that only .wav files are supported.
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4.9. Messaging

Click on the drop-down menu below the Save received files to and select Other to specify the location
where gloCOM will save received files. Under the Change font menu, the user can choose the default
font for the chat layout.

The Auto-download chat media files smaller than 500 KB option allows the user to enable/disable
auto-download for media files smaller than 500 KB within the chat conversations. By default, this
option is enabled. (Does not apply to SMS conversations.)

Preferences

Messaging settings
General

Save received files to:
Contacts €3 gloCOM-Downloads
Font

Phone
Segoe Ul Semilight, 14

Audio Change font

Set default font

Video
Chat

Meeting 4 Auto-download chat media files smaller than 500KB
sms

Modules
& Enable SMS messaging on Desktop

Alerts

Messaging

Profiles

Presence

Advanced

oK Cancel

Figure 454. Messaging screen

o Changes in this section will apply to both Chat and SMS messages.

4.10. Profiles

To enable profiles click on the Enable multiple login profiles mode. With this option enabled you can
add, edit or remove an existing profile.

[ Preferences T X

Preferences

Profiles
General

£ Enable multiple login profiles mode

Contacts By enabling this option, you can configure multiple profies each with different Login account, phone mode and server.
These profiles will be accessible on Login screen

Phone Profile Name E-mail Login server
Audio
Video
Meeting
< Add 7/ Edit X Remove
Modules
Alerts
Messaging
Presence

Advanced

oK Cancel

Figure 455. Profiles screen

To add a profile click the Add button, follow the setup wizard, enter the profile name, enter your
gloCOM email and password, and under the Advanced tab enter the server address, and if needed
specify the SIP proxy as well. When done click Next to continue.
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Adjust the phone settings to your preference and click Next, review your information once more and
click Finish to create a profile. Once created you can edit the profile by selecting it from the list, and
clicking the Edit button or you can remove selected profile by clicking the Remove button.

To log in with your newly created profile on the gloCOM login screen, from a profile drop-down menu

select your profile and click on the Login button.

4.11. Presence

4.11.1. Busylight

Busylight integration allows users to use their Busylight devices as a part of the gloCOM Desktop
application. This way, they can inform colleagues about their current presence status.

Busylight  Outlook

[ Enable Busylight integration Status: Device is not connected

Modules On aall @ Red | Pulsing slow
Incoming call | @ Red ~ | Pulsing fast
Alerts On Mesting | @ Red | pusing sow

Canel

Figure 456. Busylight screen

To start using Busylight integration, click on the Settings icon placed on the right side of the main
window just above the blue bar, navigate to the Busylight section, and check the Enable Busylight
integration option.

On the right side of the window, the user can see the status message, which gives them information on
whether their device is connected or not.

Furthermore, users can change the Presence status color for each status per their wish. By default,
these colors match the Presence status colors within the gloCOM app, and we do not recommend
changing them. Additionally, users can change Phone status color and pulse rate as well.

4.11.2. Outlook Presence - Calendar integration (only for Windows)

Outlook presence integration works only for Windows. To enable Outlook integration with the
gloCOM Desktop application, please, navigate to the Preference -> Presence -> Outlook and check the
Enable Presence - Outlook Calendar Integration option, which is disabled by default.

Outlook Calendar Presence, by default, automatically integrates users' Presence status based on their
Outlook appointment setup.
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However, the user can still adjust their Presence status according to
custom Presence description that will be visible to their contacts
Outlook appointment.

their needs. Also, they can set a
whenever there is an ongoing

@ Peterences

Preferences

Busylight  Outlook
General

[ Enable Presence - Outlook Calendar Integration

Contacts

Phone

Audio Defauit - based on Outiook appointment setup

cription | Insert custom description

Video
Meeting
Modules
Alerts
Messaging
Profiles

Presence

Advanced

e

Figure 457. Outlook Presence - Calendar integration screen

4.12. Advanced

In the Advanced menu you can change the Polycom listening port to suit requirements of your

Polycom phone.

C Preferences

X

Preferences

Polycom
General

Polycom listening port:

Contacts 10983 2l
Phone

Audio

Video

Meeting

O Ignore Etheret

Modules
Alerts
Messaging
Profiles

Presence

Advanced

ok Cancel

Figure 458. Advanced screen

The default port is set to 10983 which can be changed by clicking inside the box and entering your

listening port number.
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5. Skype for Business Module

Skype For Business module is used for integration between Skype For Business and gloCOM. The idea
behind this module is to provide integration between Skype For Business client and user’s phone

system (PBXware).

:::::

Figure 459. Skype for Business Module screen

It consists of four parts:

* Presence
* (Click to dial

 Conferencing

bicom

* Control of ANY SIP deskphone/softphone/mobile device registered on the PBXware telephony

platform from the PC

1. Presence

Whenever a user is on a call with ANY of their devices, including deskphone, softphone or mobile
phone, Skype For Business will change its presence automatically, and other Skype users will see this
presence as On a call. Once the call is completed, Skype presence will revert back to the previous state.

o Red marked squares are showing status change inside Skype for Business.
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2. Click to Dial

The click to dial plugin allows you to make regular or conference calls from Skype For Business using
PBXware phone system. It allows the user to use ANY of their devices to make the call through their
Phone System.

Denis Komadaric - Offine 43 days

- (- CALLFORWARDING OFF

Figure 460. Click to Dial screen

This includes: deskphone, softphone and mobile phone. The user can even make a call from Skype
with a single click through the mobile network (GSM) and Skype will still show its status as On Call
until user hangs up on GSM. When click to dial plugin is enabled, two options appear in Skype For
Business: Call via gloCOM and Conference via gloCOM.

©®@ 0060 O

Figure 461. Click to Dial screen

When we click on the Call via gloCOM option, a dialogue appears, as seen in the next image. We have
to choose the contact number that we want to call and the device from which we want to make a call.
Only one Skype For Business contact can be selected if we want to use this option. If check box below
Show this window before placing a call is selected, every time we are placing a call from Skype for
Business this windows will popup (this can be changed in preferences). Once we press Call, the call will
be placed, in this case using our deskphone.

Q‘a felga Miller Licom
T 2 a0

EEEEE

A
Figure 462. Click to Dial screen

3. Conferencing
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We can also invite gloCOM contacts in this conference. We add them by typing their name or number
into search field where we can also enter any other number we want, and then press Enter. X button is
used to remove contact/number from the list of users that we want to invite to the conference. Once we
press Start Conference, an audio bridge will be automatically created on the PBX, and all the invitees
will join automatically. We will join on our deskphone in this example. Although the call is in progress
on our deskphone, we can see and control this audio conference on the PC in the gloCOM app, as
displayed in the next image.

George sy

e

P @ocom conmicrs

Figure 464. Conferencing screen

4. Settings

If we want to enable/disable Skype For Business module plugins for all gloCOM users on one computer,
we need to navigate to Preferences -> Modules -> Skype. After we enable/disable Skype For Business
module plugins, we have to restart the Skype For Business application in order to apply the changes

made. Even if these plugins are enabled, we can use them only if the logged user has Skype For
Business module enabled by supplier.

[ Preferences 7 X

Preferences

General Settings  CRM  Call Poy

Contacts @

Phone

Skype mo
Audio Skype Informat

Detected Skype For Business 2016 (32 b
Video Plugin Status

Click to dial Enabled
beeting Presence Enabled (Plugin is not loaded )

s © Enable | | © Disable|

Alerts [ Show confirmation window before placing the callfrom Skype
Messaging

Profiles

Presence

Advanced
Available modules for your account: Browser Click2Dial

Canee

Figure 465. Settings screen
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