RingCentral University

Salesforce Agent - Classic in Lightning
Interactive Quick Guide

Instructions

Use this Interactive Quick Guide to explore the basics of the Salesforce Agent - Lightning & Classic.

Click Here to See It . . .
1. Use and other links to explore various functions and screens.
2. Use WMRRRCLECRIC RN 1 (cturn to the previous selection.

Logging In - Username

. Logged out L3

When starting your day, first access
_ the Agent tool from Salesforce and
N then enter your Username.

Next you need to enter/verify your
Station ID.

@7 Click Here to See It

Copyright © 20052022 NICE LTD Inc.
All Rights Reserved.Contact Us
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Logging In - Station ID

. Logged out ¥
Salesforce Agent
Logged out

= Options

From here, enter or verify your Station
® Phone Number ID and select Save.

O station ID After this, you are logged into the
Agent tool.

Agent Station ID:

B Enable Tooltips

Log Level:

ALL v

Download Log

Audio

B New agent message

B New contacts

B New chat message

B End chat or call
Visual

B New agent message

B Now rantacte

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Initial Log In (Unavailable)

\. Unavailable [¥

Salesforce Agent

® Unavailable «©
47

You are now logged in.

Select Qutbound It’s time to set your Agent State

to Available and start handling
customer contacts.

& 8 @, Click Here to See It
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Agent States
\. Unavailable ¥
@® Unavailable v
o @® Available
® Break

Agent States indicate if you are

. Direct Line Call available for customer contacts
or why you are unavailable.

@ Extended Wrap Up
® Lunch

@ Meeting

@ Technical Issue
N LY

M & @

Select Available to handle
customer contacts.
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Available (Ready for Contacts)

Y. Available [¥

Salesforce Agent

@ Available 4
1:24

As contacts, such as
phone calls or
emails, come to you,
their information
appears in this area.

<

Click the pin
icon to create a

o
QO

commitment or
callback.

Click the email icon

to initiate an
Outbound Email. Click thisicon to
open the support

and help site.

[
0L OQOP
=

[E
>

You are now ready for

Click to explore how to:
customer contacts.

1. Takeinbound calls

Select something to explore.
2. Handle emails

Dial Pad 3. Handle chats

Agent Directory 4.
Skills 5.
Address Book

Handle voicemails

Logging out

Contact History

Agent Information

Agent Reports
Schedule

Messages

~0 ~0 W0 L0 =Q
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Dial Pad for Qutbound Calls

L Available ¥

Salesforce Agent

@ ~vailable L

47

Select Qutbound Skills B

For manually dialed
calls, use the Dial Pad
to enter the number
and the chainicon to
make the call.

N)
68

ABC DEF

JKL MND

N2y R
0 = U
O IO

PORS TUY WXYZ
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Agent Directory

© 1999 - 2022 RingCentral, Inc. All rights reserved.

, 5% InboundContact ¥

Salesforce Agent

@ InboundContact k|
513 @ wrap Up

Select Outhbound Skills

Agents 3

First » Last

State

{Logged out}

Q@ Go Back and Explore More

Alex, Stranger

{Logged out}
Alpha, Agapito

{Logged out}

Use the Agent Directory
when you need to
conference in or
transfer a contact to a
specific agent.

Amber, Hunter

{Logged out}
Amber, Ger

{Logged out}
Blake, Smith

{Logged out}

Brittany, Dinkel Y.
CEXBEO)»
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Skills

© 1999 - 2022 RingCentral, Inc. All rights reserved.

, 5% InboundContact ¥

Salesforce Agent

@ InboundContact k|

544 @ Wrap Up

Select Outhbound Skills

I

Skill List

SKkill - Queue Wait

5 Canada Billing

Q@ Go Back and Explore More

Queue:0 Wait: :00

5 Canada Booking
Queue:0 Wait: :00

Skills displays the
skills, queues, and wait
times of your assigned
skills.

@ Canada Sales
Queue:0 Wait: :00

5 Canada Support
Queue:0 Wait: :00

“> Colorado Billing
Queue:0 Wait: :00

5 Colorado Booking
Queue:0 Wait: :00

@ Colorado Sales v

A

S
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Address Book

© 1999 - 2022 RingCentral, Inc. All rights reserved.

, 5% InboundContact

Salesforce Agent

@ InboundContact
6:13 @ Wrap Up

Select Outhbound Skills

Address Baok (%]

jo,

@ Corporate Directory

Status First = Last
@ Available

Adrian Test {ext 108}

Q@ Go Back and Explore More

v

® Available

Adrian Mansilla (ext 111}
® Available

Al Beback {ext 999¢

@ Available

The Address Book provides access
to your corporate directory and is
primarily used for transfers and
outbound contacts.

To initiate a contact, click the
desired selection.

Alex Stranger (ext 80102}
® Available

Allie Gator {(ext 58}

@ Available

Amber Ger {(ext 20101}

Central
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Contact History

& Available ¥
@ ~vailable L
314

Select Qutbound Skills B

I

Contact History

Date v
Today v
D Search
[ 1/31/2022 12:38 PM
Ireland Chat
2:53 Contact History displays a
brief history of contacts that
1/31/2022 12:31 PM you’ve handled.
Ireland Email Easily re-connect with any
12 contact by clicking onit.
ﬁ 1/31/2022 12:30 PM
7209844141
Support OB
:59
1/31/2022 12:23 PM
Ireland Email
6:00 v

~0 vD @D L0 =p

Central
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Agent Information

. Available ¥
Salesforce Agent
@ Available 4
10:49
Information Q
Agent ID
7141601 Access Agent Information
to display your basic
Agent Name account information.
Ranger Danger
Station ID
2762906

Phone Number
99570113034200330%15002

Caller ID
3034200330

Current Contacts
M/ A

Current Time
1:43 PM

Session ID
197861730354

Agent Leg ID
N/

Web Server
api-b32 . nice-incontact.com

Version
19.1

- Skill

ool -
Genaral Frmail

CAaXE O»
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Agent Reports

L Available

Salesforce Agent

@ ~vailable L
6:22
Select Qutbound Skills 4

Agent Reports Q

[¥

Performance 75% b

6 Overall Contacts Handled Agent Reports provides access
5 Inbound 1 Outbound g’r:jj;ﬁ;ffggfgzzzﬁd
Productivity 44% — P

® 489% L40% ® 16%

CAaXE O
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Agent Performance

& Available ¥
@ ~vailable L
6:58

Select Qutbound Skills B

Perfarmance 75% (%]

Today  Yesterday  Lasf]

You can review
Performance here. You can

also review Productivity.
You Team 9% of Teg

mbowd 5 6 8%

Outbound 1 2 509%

Overall 6 8 5%

CAaXE O
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Agent Productivity

© 1999 - 2022 RingCentral, Inc. All rights reserved.

& Available ¥
@ ~vailable L
726

Select Qutbound Skills B

Productivity 449% Q

Q@ Go Back and Explore More

Today  Yesterday Last?
Available |

00:28:13 | 48%
00:34:26 36%

You can review
Productivity here.

Unavailable

CC:0S:13 . 16%
00:21:15 N 22%

CAaXE O
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Schedule

. Available ¥
Salesforce Agent
@ Available 4
3:01
Schedule [}
NEW P
Today 4/1/2022 Schedule includes your
) daily events like breaks,

Start Shift 715 AM lunches, and even
customer commitments
assigned to you.

Break 9:15 AM

Lunch - 60 minut... 11:15 AM

Break 1:15 PM
Access and edit

Stave 5 1.52 pp | customer commitments
before they are due by

Motes clicking on them here.

End Shift 3:15 PM

Monday &4/4/2022

Start Shift 715 AM

CAaXB O
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Messages

Y. Available [¥

Salesforce Agent

@ Available 4
4:43
Schedule changed - Messages displays
internal messages such
Schedule between Apr 4, as schedule changes or
2022 to Apr 8, 2022 has been other messages.
changed.

Matt Matthews

Today - 4/1/2022 10:30 AM

Open WEM

Trade request accepted
Schedule on Apr 2, 2022

Matt Matthews

Today - 4/1/2022 9:53 AM
Open WEM
Trade request declined

Schedule on Apr 2, 2022

Matt Matthews

CAaXE O»
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Take Inbound Calls (Establish the Agent Leg)

Y. InboundContact ¥

Salesforce Agent

@ [nboundContact 4
05 @ Available

(1

.
G J i =
L 7201414141 07

Ireland Billing
LM (Incoming) 1:27

Account (1)
Happy Panda Training Cen...

First, you need to establish the Agent Leg
by answering your RingCentral app or
physical phone.

Unknown caller
Once connected, all call controls happen

(342) 420-0230 within the Salesforce Agent tool.
- Panda 1 This ensures that you can hear the call and
that the Contact Center tracks and reports
lgnare Mare
o I on the call.
oo
¥ L P
To voicemail Answer S e

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Take Inbound Calls (Active Call)

, 5% InboundContact ¥

Salesfarce Agent

@ InboundContact k|
19 @ Wrap Up

Select Outhbound Skills

<
L/
< 7 i C*y
W 7201414141 20
Ireland Billing
{Active) 09
Account (1) The Agent Leg is now
Happy Panda Training established, and you can now

talk with the customer.

Let’s learn about Call Controls.

& Click Here to See It

These icons are used Who | None -

the same as when
they are located in What  Happy Panda Tra... W

the main section,
when you are waiting Results Notes
for an active contact.

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Take Inbound Calls (Call Controls)

. InboundContact ¥

Salesforce Agent

@ InboundContact k|

1:10 @ Wrap Up

Click to Hang Up Click Record to start
on the call. .
a manual recording.
TN
Click to Mute Cannot be stopped,
and unmute. K':' % o once started.

Simply hover over
this section to
display call controls.

Use Commit to
schedule a callback
for a customer.

Lccount (1) i
. vy Par . . )
Click to Hold If available, click Mask to hide
and Unhold. sensitive information, like
credit cards, in the call
recording.
Click again to stop masking.
Who | None v
What Happy Pa Explore the use of other
call controls.
|
1. Commit
\. 8 2. Transfer/Conference

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Scheduling Commitments

Use these buttons to
quickly schedule a
commitment for the
current day and time, plus
the timeframe selected.

Selecting 10 Min
schedules it for the
current time, plus 10
minutes.

L Available

@ ~vailable
5:19
Select Outbound Skills

Commitment Details

Phone
5554441111

Assign To

® Me O skill
Select Skill v

Time and Date
1:52 PM - 1/31/2022 ﬁ

S Min | 10 Min 15 Min 30 Min 1 Hour

Call details

Submit ’ Cancel

Salesforce Agent

[¥

Commit allows you to
schedule callbacks to
customers.

Click to see what happens
when a commitment is due.

@ Click Here to See It

B

Fill out all of the information,
paying special attention to :

e Assign To - you or a Skill
e Accurate Time and Date

Note: If committing to a Skill
and you handle more than one
Skill, you must use the Select
Skill dropdown.

Click Submit to set
the commitment.

CAaXE O
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Commitment Due

© 1999 - 2022 RingCentral, Inc. All rights reserved.

. CommitmentPending [¥

@® CommitmentPending

1:31 @ Available

Salesforce Agent

sf SteveS
3037774777

Commitment will be refused in : 01 : 54

Proceed Reschedule

When a commitment is due, you can
either Reschedule it or Proceed with
the call.

Q@ Go Back and Explore More

= =) VD
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Transfer/Conference (Add Call)

. InboundContact ¥

Salesforce Agent

@ InboundContact k|

1:10 @ Wrap Up

Select Outhound Skills

&h To start a Transfer or Conference,
- select the Add call button.

Q. XD
0006

Account (1)
Happy Panda Training Cen...

Who @ None v

What Happy Panda Tra... W

CaAaXBE O)»
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Transfer/Conference (Caller On Hold)

, 5% InboundContact ¥

Salesforce Agent

@ InboundContact k|
3:45 @ Wrap Up

Select Outhbound Skills

The active call should be put on
hold in order to place an

outbound call. Do you want to
hold this call?

L (Active)
Acco,:':t (1) The next step is to place your
e caller on hold by clicking Yes.
Who | None v

What Happy Panda Tra... W

CaAaXBE O)»

= 0D v @0 4D =D
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Transfer/Conference (Number Selection)

Y. InboundContact <

Salesforce Agent

@ InboundContact 4

345 @ Wrap Up

(3434200342 J[==)
1 2 Enter a number for a manually
ABC DE

dialed transfer/conference.
Once entered, click the chain
6 icon to initiate the call.

GHI JEL MM
@7 Click Here to See It

o
§)

~
(0]

:
o
H

Alternatively, you can use
Agent Directory, Skills, or
Address Book to make a
selection.

CAaXE O
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Transfer/Conference (Cold Transfer)

© 1999 - 2022 RingCentral, Inc. All rights reserved.

\- OutboundContact

Salesforce Agent

OutboundContact

&

:01 @ Available

¥

4

(L)
2 G el

If you select Transfer while the
call is dialing, it is considered a
cold transfer; otherwise, wait for
the call to connect.

@, Click Here to See It

LW 3034794791 :02
Booking OB

L (Dialing) 02

Who | None w

= 0

~0 W0 L0 =0

Central
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Transfer/Conference (Complete)

L OutboundContact ¥

Salesforce Agent

OutboundContact 4

‘52 @ Wrap Up

Selecting Transfer .
completes the transfer, tbound SKkills
releases you from the call,

and places you in either the
Available state or Wrap Up,

used to notate the -
RSl

Selecting Conference brings
all lines into a single
conversation.

interaction.

The outline color of both
calls change to green.

If you need to swap
between the calls, put  en...
the active one on hold
and take the other off
hold.

Who | None v

a X E O)»

= 0 v @0 4D =p
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Initial Email Contacts

© 1999 - 2022 RingCentral, Inc. All rights reserved.

L InboundContact

Salesforce Agent

@ [nboundContact
3:21 @ Wrap Up

Select Outhbound Skills

=

L

¥

o
s

Date & Time Descending

Search ...
Working(1)

Ireland Email

You are presented with basic
information when an email
contact is received.

Itis recommended to use the
Popout button when handling
emails and chats.

Happy Panda Training

a X E O)»

= 0D vD 0 40D =)
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Handling Emails

force.com/ap
Save time, by accessing
prepared responses with

force.com/4

Q@ Go Back and Explore More

After completing your
email response, click the
Send button.

ng - Google Chrome = O X

Lightning

Quick Replies.

Phone Chat

q

Date & Time Descending v

Search ... From: hil oorsen@ringcentral.com
Maiinall) Iy Add email
- Sent:
06 < | . attachments
a here. jhe:

VoiceMail

Subject: Test

Hover over the active
email to display
additional controls,
such as Transfer.

Work [tem

pal <R
Reply

Click Reply to start
handling the message.

ip A Koorsen
NING SPECIALIST
iect with me: hil. koorsen@ringcentral

A XEB OO

http:/#netstorage.ringcentral.com

Results

s

Type the response in
the Message section.

age ringcentral.com

Notes

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Initial Chat Contacts

. Incoming Chat ¥
@ InboundContact k|

‘03 @ Available

<«

L =

There is a chat contact
waiting. Do you want to
accept it ?

43

Accept  [[Reject

When receiving a chat contact, you
can either Accept or Reject it.

@7 Click Here to See It

a RXEB O

= 0D vD Q0 4D =p

Central
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Handting Chats

& https:/frc--icadapter--icagentconsole.cs91.visual. force.com/apex/inContactAgen... — | X
@& rc-icadapter--icagentconsole.cs91.visual.force.com/apex/inContact AgentConsolePopout...

Salesforce Agent

Phone ® Chat e Email VoiceMail Work [tem

| System: 9:43:57 AM

= Customer Name: Phil K -- Region: Ireland
.

When no further
responses are needed,
hover over the active chat
and click Disconnect.

The message thread
appears in this area.

Save time by Customize your
accessing prepared message with the
responses with Format Controls.
Quick Replies.

font v sizzv B I U A v &
(& Enter message here...

Respond to the chat

by typing here. Nates

A XB OO N3

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Handling Voicemails

L InboundContact ¥

Salesforce Agent

@ [nboundContact E
2:05 @ Available

Select Outhbound Skills

o8

\'.f' r g Hover over the

active voicemail to

display the control
AR . ) buttons.

Ireland Vo cemail :0 / :16

()] em— After completely
If the voicemail is Pause or Play addressing the
better handled by  L| the voicemail vc.)1cema1l, click
someone else, HE T . Disconnect.
Transfer it to them.

Who None v

What = Happy Panda Tra... W

CAXEO)»

= ~0 v0O @0 4D =D

Central
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Logging Out

When you are ready
to logout:

1.Click Options
2.Click Logout

© 1999 - 2022 RingCentral, Inc. All rights reserved.

. Available

Salesfarce Agent

@ ~vailable

948

= Options

Agent Station ID:
2762877

Submit Feedback:

Log Level:
ALL

Audio

B New agent message
B New contacts
B New chat message

B End chat or call
Visual

B New agent message

~0 v0O R0 4D

Central

Download Log

=D

4@ Go Back and Explore More
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