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Avaya One-X Guide for Customer Care Specialists

Overview: Avaya one-X® Agent is a desktop application built specifically to meet the
needs of contact center Customer Care Specialists. Avaya one-X gives contact
centers the tools to be more productive, whether they're working in a headquarters
location or home office. Avaya One X is used to receive, make, conference or transfer
calls and so much more!

Objectives: This one hour training course includes introducing Customer Care
Specialists to Avaya One-X. During this session, successful participants will be able
to:

N\
. Recognize the Avaya one-X icon on the VM Ware desktop.
. Log in and out of Avaya.

\

Synchronize Avaya with Salesforce to enable the system to quickly populate the customer’s
account.

\
‘ Place the customer on hold and take them off hold.
|

Locate the address book that lists all Vivint departments.

[

. Transfer or conference a customer to another department.
. Use each auxiliary code correctly.
4

Training Length: 1 hour



STATESIDE

Avaya One-X Guide for Customer Care Specialists

Contents

LOBEINEG INTO AVAYQ c.iiiiiiiiiiiiiiiiiiieieieee ettt et et et e teee e et et et et et et e et e e e et et et e e e ettt e e et aeeeeeeeeeeeeeeeseeeeeeeeeeeeeeeeeene 3
F N T g = O | RSP RUPP 6
[ [0] [o IO P TPV SRR USOPPTOPI 7
VUL ..ttt e e e s e e e e e e s s a e et e e s s e a e e e e e s s ra e e e e e s 8
F T 11T TV o Yo [T RSP 9
(07T T= g YU T o= VAo T U 10
OULDOUNT CaIIS ..ttt ettt e s e st at e e st e e bt e e sabeesabeeesabeesabeesanteesabeeenanes 12
(0o Y Y TV = o Tol=Y A W =T 1Y {1 SR 13

(oY de1 V- O LU o) B NV 1V - TSNt 15



STATESIDEBPO/F*J

Avaya One-X Guide for Customer Care Specialists

Introduction: StatesideBPO Customer Care Specialists use Avaya as their primary
phone system. Avaya is accessed from the VMware desktop via an icon. Use Avaya
to make, receive, conference and transfer calls.

Logging into Avaya- This guide begins by outlining the instructions on logging into
Avaya and synchronizing Salesforce.

= Step 1: Click the Avaya icon on the VMware desktop. Avaya cannot be
accessed outside the VMware desktop.

-

= Step 2: A welcome screen appears, click “OK”. Do not select Change Login
Settings.

= Step 3: The log in screen appears. Input the 7-digit extension in both fields.
Click Log in to proceed forward.
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\ o
= Step 4: Next, enter the 5-digit agent ID (Avaya ID). These are the same for the
username and the password. Click Log in to proceed.

\ e
After logging into Avaya successfully, the Customer Care Specialists hears two brief
beeps in their headset. Additionally, Avaya appears as shown below:
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Upon logging into Avaya, the system automatically places the Customer Care
Specialist into Auxiliary code default and the small circle in the upper left corner
appears in yellow. Yellow indicates an auxiliary code and the Customer Care
Specialist does not receive inbound calls while in an auxiliary code. Notice the
countdown in the lower left corner.

= Step 5: After logging into VMware and Salesforce, click the Phone icon in the
lower right corner. The following displays:

----- Q Search Salesforce Agents Login

J Home v |
Janelle Faison Avaya ID
Thursday March 23, 2017 Password
sk EXT
J- Hide Feed DemcE
® Post . File 69 Link ||| Poll Recommendations
m Complete your profile
Tell everyone about
yourself and upload a
Q Sort By Most Recent Activity photo.

Skip >

A | Heard That! — Joseph Crown = P
B Shares interestin 4
Sending Spanish calls to English only reps is not useful © Follow

y7 Briana Winegardne
Based on what you {

Comment Like Share oday at 2:51 PM

© Follow

Stacey Brashears
& | Heard That! — Benjamin Blakely v Reports to your man

© Follow

In the right side, complete the three fields as follows:
= Avaya ID = Five-digit Agent ID (i.e. 315XX)
= Password = Seven-digit extension (i.e. 2140XXX)
» Desk Ext = Same seven-digit extension (i.e. 2140XXX)

= Step 6: Select Submit to complete the sync.

= Step 7: Return to Avaya and click the down arrow next to the status icon and
change the status to ready (green).
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The yellow
circle
means

calls will
not come
through.

—

YN

Hover over
the circle,
click the
drop-down
arrow,
change the
status to

ready.

—

Now, Avaya and Salesforce are in sync. The inbound calls start to come through
Avaya. It is essential to sync Avaya and Salesforce to reduce handle time.

Answering Calls

As new inbound calls come in, the customer is connected to the next available
Customer Care Specialist. Avaya is set to auto-answer. This means that the
Customer Care Specialist does not need to press a button using Avaya to accept the
call. The customer is live on the phone and can hear. Once the customer is live, relay
the greeting as normal and proceed with handling their request/inquiry.

When a new inbound call comes through, two functions occur. First Avaya populates
with their inbound telephone number as shown below:

Inbound Phone
Number

img Stdtecids Train

23969985595
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Second, the customer’s account populates in Salesforce. This feature helps the
Customer Care Specialist save time on their call. As long as the phone number the
customer calls from matches the number on the account.

Q search Salesforce

0 Home v S-4T4TT33 + v
Customer Health Score Customer Account {A-5276956) Service Information Passcodes Account Status
Service Number: 4747733
Service Type : Security Senvice
Contract Signer Account Type : Residental Billing Status
Package Type:
Customer Care Training SKY Test4 Panel Type: SkyControl
Jfaison@statesidebpo.com (239) 649-6505 Installation Date: CsID: E5702210
Primary Passcode: Test
Secondary Passcode: Service Status
Service Address
1825 S450W
Bn Cal D
Creale A Case O rost I customer Feedback Create a Case I visit Resuit ——
-
Click here to expand the Post action.
sBaE8
Q | Al Updates Text Posts More ~
Call Details
There ara no updates. Caller ID: 2396998595
Disled Number: 51136
Queue: 89901
View More..
My Calls Today.
Call Log Details
Subject: P017-0-23 20:05:3
Name:
Related T

If the account does not populate, search for the account using standard procedures.

Hold - Use the following process to place a customer on hold:

actfully explain the reason
L O VN e hy they are being placed on Advise the customer the
p P hold. Never advise that you ngth of time they will be on

the customer on hold. hold.

need to speak with a
Supervisor.

Iways thank your customer
for holding. Don’t apologize
for having them on hold.

Check in with the customer 0 not have them on hold for
every 1:45 minutes. more than 2 minutes.

Do not use mute in the place
of hold.
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Step 1: To place the line on hold, click the green phone with the line
underneath it (farthest one to the left).

g rFRieidd

[ﬂ Pag Bornles 18E2 Py I;bn

Step 2: The time changes to red and only one phone displays on the screen.

Worieng -1 EEN

 Fage Bawer 1863 WS m

Step 3: While customers are on hold, there is hold music and advertisements
playing.

Mute - Be professional by using the mute button to cough or sneeze. The
Microphone icon in the upper right corner is the mute button. Upon pressing this
button the customer hears silence so do not use this in the place of hold. Do not use
Mute to research information in Merlin, Knowledge or seek guidance from a
Supervisor in Spark. The customer may believe that the call was disconnected due to
the silence.
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. @ 2140037:31592 After Call Work ﬁv b X

| & auw-in (8 efiercall : & release

N

# puto-pecept

00:04:20  After Call Work

Q- (E O AVAYA orme>X

Auxiliary Codes -

* To change the auxiliary codes, click on the colored circle on the top left. A drop
down appears, click auxiliary.

» After the second drop down appears, select the correct auxiliary that is
appropriate for your schedule.

— | 40046:31638 Auxiliary default - — X
@  Resdy Cerl+Y I =
= = Audliary » 1: Break
& () logOu Ctrl+Delatz 2: Coaching
3: Project
ENTER REASCM CODE 0 4- Lunch
L3 W 5: Dialer AVAYA orme33
T——— &: Monitoring Station
7 15top
4 Prep
0: default

* Only use codes 1,2,3,4 and 8. Authorized auxiliary codes maybe changed
during a call.

1. Break = 15-minute break per schedule.

2: Coaching = One-on-one session with your Supervisor.

3: Project = Special assignments made by a Supervisor or Manager.

4: Lunch = 30-minute lunch per schedule.

8: Meeting = Scheduled meetings such as huddles, team meetings, or
training.

9: Prep = Use only at the end of the shift when it is time to log out for the
day.

* DO NOT use 5, 6, 7 or 0. Choosing an unauthorized auxiliary code can be
perceived as call avoidance and will be subject to disciplinary action.
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Calling A Supervisor - If QRF is unavailable, use these steps to contact a
supervisor:

1. Click the phone icon with the green arrow.

Working: Stateside Train

Y 2396998595

The following two options appear:

Working: Stateside Train

Y 2396908595

Wiorking: Stateside Train

Y 2396998595

2. Input the telephone number (omit the 9 + 1), as shown below and click the
transfer button next to the search field.

10
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Working: Stateside Train

Y 2396998595

A second line opens as shown below:

Working: Stateside Train

0 2396998595 00:00:16

a 12394493048 1239-4441 2394435048 00:00:15

3. Click the Transfer button with the green arrow.

Working: Stateside Train

0 1396998505 00:00:16

a 12394499048 1239-4441 2304485048 00:00:15

11
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Outbound calls - Making an outbound call without having a customer on the line
requires the steps below:

1. Click the + symbol in the lower left corner. The following appears display:

12
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4. Click the small telephone icon:

512394455048

Conference/Transfer:

1. Ask the customer for their permission to be placed on hold. Wait for the
customer to respond.

Worleng - B
|*-—-.|gn|-u- 1853 -5 £
o I T

2. To call a different department, click the phone book and scroll through the
drop down.

13
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14

3. To call, click the phone next to the name on the right-hand side.

4. You can also search the department name in the search bar, but do NOT
hit enter. Do not transfer calls to Account Maintenance, Business National
Account, Online Account Center, Panel, Sensors, Takeover Module/GE
Translators or Tech Support Troubleshooting. All reps are trained to handle
these calls types. Only transfer to Billing as outlined in the Billing
Knowledge Article.

5. Two options appear labeled ‘conference’ and ‘transfer’. Drag the second
line up toward the first line.

-u-l--n |
Wy t'd il d
5 Page Bowier e
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6. You have to be on the line with the one you are dragging in order for the
transfer to work.

s Ready S X

T R

| el

Logging Out of Avaya:
— 40046 Auniliary 3 4 E-I_ > |
= = = Agent Preferances... Cirl+P
=i o T e T ST System Settings... Ctrl+T
A Auto-Aocept
Help F1
About Avaya one-X Agent..
. I e
—+ | IQ. e = | e I Ststion Disconnect Crl+Shifrss I
Exit

+ Step 1: Choose the auxiliary code “Prep”.

» Step 2: Click on the three lines located on the top right corner of Avaya. A drop
down appears, click on station disconnect.

» Step 3: Click the three lines and choose Exit from the list. Important: Never
simply click the “X” in the top right hand corner without first logging out.

Key Learnings

Avaya is a phone system installed on the VMware desktop. It cannot be accessed on
a personal computer. Synchronizing Avaya with Salesforce populates the customer’s
account information. This saves time from having to search for their account.

Remind logged into Avaya during the entire shift. Change auxiliary statuses as it
relates to the shift.

Logging out of Avaya is a three-step process. First change the auxiliary status to
Prep, then choose station disconnect and then click Exit.

15
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Review

16

1. What are the steps to log into Avaya?

2. What are the steps to sync Salesforce and Avaya?

3. Outline the steps to use Avaya to place the customer on hold.

4. Provide an example of when to place the customer on hold versus mute.

5. Ouitline the steps to conference the customer with Customer Loyalty.

6. What are the steps to log out of Avaya?



