Ring University

Salesforce Agent - Fully Integrated Lightning
Experience
Interactive Quick Guide

Instructions

Use this Interactive Quick Guide to explore the basics of the Salesforce Agent (Fully Integrated Lightning
Experience).

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

Logging In - Username

~ C O @ re-icadapterlight When starting your day, first access
the Agent tool from Salesforce and

i) =/ ¢ then enter your Username. & 2 ma %

s v Groups v Home  Leads v ottunities Orders v More v 4

Next you need to enter/verify your
Station ID.

&, Click Here to See It

«, Logged out
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Logging In - Station ID

From here, enter or verify your Station
&« C (0 @& rc-icadapterligh 0 e el LOg In o Q vy
. Logged out — OF . . LT =
| After this, you are logged into the o
Station:Opions Agent tOO| fles ~  Groups ~v Home Leads v  Opportunities v  Orders v More v &
Phone Numb: -
® Station D @' Click Here to See It New | Discover Companies | Import
Station ID o Search this list - m-|c| e
2762877
User ID v | Partner ID “ | Link To Partner ... » | Signup Date v | NumberofDL's /| Brand v | Servicename / CurrentOwner

Logln

, Logged out
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Initial Log In (Unavailable)

&» Unavailable | Salesforce - Google Chrome — | 9%
@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

. Unavailable 11

® Unavailable - 00:06 o

You are now logged in.

ALERTS

It’s time to set your Agent State
to Available and start handling
customer contacts.

@, Click Here to See It

Mo itemns to display

Settings WEM Address Book New

£~
g 1

RingCentral
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Agent States

&» Unavailable | Salesforce - Google Chrome — | 9%
@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

. Unavailable 11

® Unavailable - 00:58 v

o Awvailable
o CHEDLLE ALERTS

® Unavailable

® Unavailable - Break ) . .
Agent States indicate if you are

@ Unavailable - Direct Line Call available for customer contacts

® Unavailable - Extended Wrap Up e Why yOU als unava1|ab|e.

® Unavailable - Lunch Select Available to handle
i 3 customer contacts.
® Unavailable - Meeting

® Unavailable - Technical Issue @7 Click Here to See It

® Happy Panda Auto Dialer
Log Out
Mo itemns to display
Settings WEM Address Book New
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Omni Tab - Available (Ready for Contacts)

&» Available | Salesforce - Google Chrome — (| X

@ rc--icadapter.lightningforee.com/ightning/popout/utilit... &

L Available ¢
OMNI SCHEDULE ALERTS
> All Emails [O)

As contacts, such as phone
calls or emails, come to you,
their information appears
here in the Omni tab.

You are now ready for customer Click to explore how to:
contacts.

1. Takeinbound calls
Select something to explore. 5 Handle emails
1. Schedule tab 3. Handle chats
2. Alertstab ps to display 4. Handle voicemails
3. Settings
4. Address Book
5. Skills

Select New to
start an outbound
call or create a
commitment.

Settings WEM Address Book Mew

0} {F“'\ o~ pon = v p,j
e Rlngw;:ﬂu al
(b Slab s ]
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Q@ Go Back and Explore More

Schedule Tab

W Available | Salesforce - Google Chrome — O b 4
@ rc--icadapterlightningforce.com/ightning/popout/utilit.. @,
L Auailable ¥

OMNI SCHEDULE ALERTS

3
12PM 12:00 PM - 1:00 PM
Lunch - 60 minutes

Click a scheduled

commitment to
1Pk open or modify it.

2115 PM - Commitment 1

3PM 3:00 PM -3:15 PM - Break

P The Schedule tab includes all

of your daily events like

5 P breaks, lunches, and even
customer commitments
assigned to you.

10 PhA

11 Fr

Settings WWEM Address Book
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Alerts Tab

W Available | Salesforce - Google Chrome — O b 4

@ rc--icadapterlightningforce.com/ightning/popout/utilit.. @,

L Available L3

OrdAMI SCHEDULE ALERTS

New evaluation arrived .
Your review is required The Alerts tab d1sp|ays

Open WEM internal messages such as
evaluations, schedule
changes, or other messages.

Mandatory Meeting
Teamn, please jurnp into this quick teamn huddle!

New evaluation arrived 01725722
Your review is required
Open WER

New evaluation arrived 01725722
Your review is required
Open WER

New evaluation arrived oy2/2z2
Your review is required
Open WER

New evaluation arrived m/z0szz2
Your review is required
Open WER

Schedule changed 111774
Schedule betaeen Mow 17, 2027 to Mow 18, 2021 has been changed,
Open WER

Schedule changed 11717721
Schedule on Movw 17, 2021 has been changed.
Open WER

Schedule changed 11718721
Schedule betaeen MNow 16, 2027 to Mow 18, 2021 has been changed,
Open WER

Settings WWER Address Book [ e

R_'i"ng?f_f, :
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Skl

& Available | Salesforce - Google Chrome — (| X

@ rc--icadapter.lightningforee.com/ightning/popout/utilit... &

L Available 3

OMNI SCHEDULE ALERTS

> All Emails (@)

Select the call, chat, email, or voicemail icon in
the Skills section to see the current queue status.

The Skills section only shows skills that you are
assigned.

0 Contacts waiting 4 skill
Ireland Billing

Oin queue Mo wait 919080
Ireland Booking

0in queue Mo wait: 19090

Ireland Sales

0in queue No wait 9190890 -
Ireland Support

0in queue MNo wait 919080
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Settings

Q@ Go Back and Explore More

. Available

&» Ayailable | Salesforce - Google Chrome —

@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

O X

¥

OMNI

SCHEDULE

> All Emails (@)

Access Settings to adjust
certain settings or to get reports
and help.

Platform Information

Submit Feedback

Log Settings

Help Center (link only)
Audio Visual Settings
Agent Reports

Settings

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

ALERTS

New




RingCentral Contact Center | Salesforce Agent (Fully Integrated Lightning Experience) Interactive Quick Guide

Address Book

Q@ Go Back and Explore More

& Available | Salesforce - Google Chrome — | N

@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

L Available L]
& Back
eee
Search eee
eoe
AGENTS SKILLS ADDRESS BOOK HISTORY
> Show Filters
LoggedOut The Address Book is primarily used for transfers and outbound

Alex Stranger

LoggedOut
Alpha Agapito

LoggedOut
Amber Ger

LoggedOut

Amber Hunter

contacts.

e Agents - Lists Contact Center agents in your organization.
Protip: Set the filters to “logged in” before making a selection.

e Skills - Lists skills or queues that you can transfer to or call.
e Address Book - Provides access to your corporate directory.

e History - Select from your historical contacts.

LoggedOut To initiate a call, hover over the desired selection and click the
Blake Smith Call button.

LoggedOut 91:26:43
Brittany Dinkel

LoggedOut 1771:27:20

Cam O'Mile

LoggedOut 5154:58:14

Carol Ina

LoggedOut 1986:53:24
Carolyn Horowitz

LoggedOut 5154:58:14
Cristian Moreno

LoggedOut 66:38:38
Davey Admin

Auvailable m

Earl Greyson

LoggedOut 1339:35:21 v
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Take Inbound Calls (Establish the Agent Leg)

W Working | Salesforce - Google Chrome — O Y
@& rc--icadapterlightningforce.com/ightning/popout/utilit.. @,
. Warking L1
&« Home
~ Hide Cantact Details
ACCOUMT (13
Happy Panda Training Center
Marne
Hone First, you need to establish the Agent Leg
i by answering your RingCentral app or
physical phone.
Mone
Once connected, all call controls happen
AL within the Salesforce Agent tool.

Enter Motes
This ensures that you can hear the call and

that the Contact Center tracks and reports
on the call.

@, Click Here to See It

@ RingCentral

Incoming Call

Unknown Caller
(303) 420-3333

Cammit

Transfer/Canf
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Take Inbound Calls (Active Call)

& Working | Salesforce - Google Chrome — (| 9
@ rc--icadapter.lightningforee.com/ightning/popout/utilit... &
. WWorking ¥
& Home
Vv Hide Contact Details
ACCOUNT (1)
Happy Panda Training Center
Name
None v
Relates To Account
Happy Panda Training Center v
Mates Explore the use of the call
Enter Mot controls, located at the bottom.
1. Commit
2. Transfer/Conference
3. End
If available, click Mask to hide
sensitive information, like
credit cards, in the call
recording.
Click Record to start
a manual recording. Click again to stop masking.
Click to Mute Cannot be stopped,
and unmute. once started. _
Click Address Book
for your corporate
C|'ICk to ShOW Mute Record Mask directory.

the Dialpad.
Dialpad Commit Address Book
] o Transfer/Conf Hold

Click to Hold
and unhold.

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

& Working | Salesforce - Google Chrome — (| 5 g
@ rc-icadapterlightningforce.com/ightning/popout/utilit... &

. Working 3

Schedule Commitment

First Name Last Name

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

7209141141 )

e Scheduled for - you or a Skill
Scheduled for e Skill - the outbound skill used to
®) Me track the call once made
Skill e Accurate Date and Time

Skill

Support OB Click Save to set the commitment.
Date Time

2022/01/21 & 12:15 PM ®
Time zone

(GMT-05:00) Indiana (East) v
Motes

Test call details ’

Save

The Commit feature allows you to schedule
callbacks to customers.

Click to see what happens when a
commitment is due.

Sl, Click Here to See It
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Commitment Due

& Available | Salesforce - Google Chrome = O X

@ rc--icadapterlightningforce.com/lightning/popout/utilit... &

. Awvailable i1

Test Call

7209141141

Commitment will be refused in 01:46

Reschedule

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

Mo iterns to display

Settings WEM Address Book M ey

RingCentral
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Initial Transfer/Conference

& Working | Salesforce - Google Chrome — | 9%

@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

. ‘Working 11
& Back
) (11
Search 4
ese
AGENTS SKILLS ADDRESS BOOK HISTORY
> Show Filters
LoggedOut 284:17:03

Alex Stranger

LoggedOut 1987:04:30
Alpha Agapito
LoggedOut 5155:09:20
Amber Ger
Make a selection from the Agents, Skills,
LoggedOut Address Book, or History tab to transfer the
Amber Hunter customer.
LoggedQut &, Click Here to See It
Blake Smith
LoggedOut 91:37:49
Brittany Dinkel
LoggedOut 1771:38:26
Cam O'Mile
LoggedOut 5155:09:20
Carol Ina
LoggedOut 1987:04:30

Carolyn Horowitz

LoggedOut 5155:00:20

Cristian Moreno

LoggedOut 66:49:44
Davey Admin
Ayvailable 89:55:06
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Q@ Go Back and Explore More

& Working | Salesforce - Google Chrome — ] 5ok

Transfer/Conference (In Progress)

@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

. Working ¢
& Home . .
Simply click on
the ‘greyed’ call
@=—== 0 reconnectto

the desired call.

The other call is
automatically
placed on hold.

Vv Hide Contact Details

ACCOUNT (1)
Happy Panda Training Center

MName

MNone v

Relates To Account

Happy Panda Training Center v

Motes

Enter Notes

Click Merge to create a
conference call with
everyone.

Click Transfer to complete
it and disconnect yourself
from the call.

Mute Record Mask
Dialpad Merge Address Book
’ End ’ Transfer Hold

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Ending a Call (Wrap Up & Disposition)

& Wrap Up | Salesforce - Google Chrome — | 9%

@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

L Wrap Up .4
&« Back
Wrap-Up
If enabled, you will have time after a call
Name to Wrap Up any notes or to Disposition,
Mone or track the outcome, of the call.
RelatesTo Account Ensure that you click Save when done.
Happy Panda Training Center

Disposition

Case - Resolved v

Motes

Showed clientwhere the reset password link is ‘

Sawve

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

& Working | Salesforce - Google Chrome — ] 5ok

@ rc--icadapterlightningforce.com/lightning/popout/utilit... &

. Working ]
& Home
EMAIL
phil.koorsen@ringcentral.com sent an email Jan 31, 2022, 12:23:13 PM
To : hpt@rmail.nice-incontact.com

image001.png

Subject: Test

Hello,

| would like to buy your red gonkulator

Philip A Koorsen

hitp: iinetstorage ringcentr:

TRAINING SPECIALIST

Connect with me:phil koorsen@ringcentral.com

| hitp: inetstorage ringcentral.comiemailsignatur

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

Use the controls at the bottom to handle the
email.

Itis common to click Reply, but you can also
Reply All, Forward or Transfer it, End the
email if no response is needed, or you can
Requeue it for someone else to handle.

@, Click Here to See It

> Show Contact Details

Forward Transfer Requeue

End Reply Reply &ll

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

& Working | Salesforce - Google Chrome — ]

X
@ rc--icadapterlightningforce.com/lightning/popout/utilit... &

. ‘orking o

& Home

EMAIL

Replying to phil.koorsen@ringcentral.com

To

phil.koorsen@ringcentral.com X

Cc Bce

Subject

RE: Test

Attachment
Add email attachments

o Aplanatiies with Upload Files.

Message

From: phil.koorsen@ringcentral.com
Sent: 1/31/22 12:23 PM

To:hpt@mailnice-incon  pagnond to the email by typing
Subject: Tes in the Message section.
Hello,

| would like to buy your red gonkulator

- . pen hitp: finetstorage ringcen
Save time, by accessing BE S ge:ring
prepared responses with
ShOW Quick Replies hil koorseni@ringcentral.com
| hitp:iinetstorage Y
Show Quick Replies
S Show Contact Details Ensure to click Send when ready.
Discard Send

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

& Working | Salesforce - Google Chrome — | 9%

@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

. ‘Working .4
Q Incoming chat contact 00:38
Unknown
Ireland Chat
‘ Decline

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

& cClick Here to See It

Mo itemns to display

Settings WEM Address Book New

RingCentral
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Handting Chats

& Working | Salesforce - Google Chrome — |

X
@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

. ‘orking .4

& Home

CHAT

@ Chat started by Customer - 12:38 PM
Customer Name: Phil K -- Region: Ireland
System - 12:38 PM

Customer Name: Phil K -- Region: Ireland
System - 12:38 PM

Respond to the chat

by typing here.

Phil - 12:39 PM

Save time, by
accessing prepared | font
responses with

Show Quick Replies.

size v B I Y A &
Customize your
message with the
Format Controls.

v Hide Format Controls

D> Show Quick Replies
When no further
responses are >
needed, click End.

Show Contact Details

End Transfer

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

& Working | Salesforce - Google Chrome — | 9%

@ rc-icadapterlightningforce.com/lightning/popout/utilit... &

. ‘Working .4

& Home

VYOICE

Use the control
buttons, at the
bottom, to handle
voicemails.

00:26

Happy Panda Training Center
Ireland Voicemail (4136439)
Monday 31, 12:35 PM

¢ )
00:06 00:16
Use these button If the voicemail is

After completely to control the better handled by

addressing the playback of the someone else,

voicemail, click voicemail. Transfer it to them.

End. Contact the
customer directly
using Call Back.

> | Show Contact Details
Back :10 sec Pause Call Back
. End Transfer Hold

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