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Notice

While reasonable efforts have been made to ensure that the
information in this document is complete and accurate at the time

of printing, Avaya assumes no liability for any errors. Avaya reserves
the right to make changes and corrections to the information in this
document without the obligation to notify any person or organization
of such changes.

Documentation disclaimer

“Documentation” means information published in varying media
which may include product information, subscription or service
descriptions, operating instructions and performance specifications
that are generally made available to users of products.
Documentation does not include marketing materials. Avaya shall
not be responsible for any modifications, additions, or deletions

to the original published version of Documentation unless such
modifications, additions, or deletions were performed by or on the
express behalf of Avaya. End user agrees to indemnify and hold
harmless Avaya, Avaya's agents, servants and employees against
all claims, lawsuits, demands and judgments arising out of, or in
connection with, subsequent modifications, additions or deletions to
this documentation, to the extent made by End user.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked
websites referenced within this site or Documentation provided by
Avaya. Avaya is not responsible for the accuracy of any information,
statement or content provided on these sites and does not
necessarily endorse the products, services, or information described
or offered within them. Avaya does not guarantee that these links will
work all the time and has no control over the availability of the linked
pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software.
Please refer to your agreement with Avaya to establish the terms of
the limited warranty. In addition, Avaya’s standard warranty language
as well as information regarding support for this product while under
warranty is available to Avaya customers and other parties through
the Avaya Support website: https://support.avaya.com/helpcenter/
getGenericDetails?detailld=C20091120112456651010 under the link
“Warranty & Product Lifecycle” or such successor site as designated
by Avaya. Please note that if the product(s) was purchased from an
authorized Avaya channel partner outside of the United States and
Canada, the warranty is provided by said Avaya Channel Partner and
not by Avaya.

“Hosted Service” means an Avaya hosted service subscription that
You acquire from either Avaya or an authorized Avaya Channel
Partner (as applicable) and which is described further in Hosted SAS
or other service description documentation regarding the applicable
hosted service. If You purchase a Hosted Service subscription,

the foregoing limited warranty may not apply but You may be

entitled to support services in connection with the Hosted Service

as described further in your service description documents for the
applicable Hosted Service. Contact Avaya or Avaya Channel Partner
(as applicable) for more information.

Hosted Service

THE FOLLOWING APPLIES ONLY IF YOU PURCHASE AN

AVAYA HOSTED SERVICE SUBSCRIPTION FROM AVAYA OR

AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS
OF USE FOR HOSTED SERVICES ARE AVAILABLE ON THE
AVAYA WEBSITE, HTTPS://SUPPORT.AVAYA.COM/LICENSEINFO
UNDER THE LINK “Avaya Terms of Use for Hosted Services”

OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND
ARE APPLICABLE TO ANYONE WHO ACCESSES OR USES THE
HOSTED SERVICE. BY ACCESSING OR USING THE HOSTED
SERVICE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON
BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE
DOING SO (HEREINAFTER REFERRED TO INTERCHANGEABLY
AS “YOU” AND “END USER”), AGREE TO THE TERMS OF USE.
IF YOU ARE ACCEPTING THE TERMS OF USE ON BEHALF A
COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT
YOU HAVE THE AUTHORITY TO BIND SUCH ENTITY TO THESE

TERMS OF USE. IF YOU DO NOT HAVE SUCH AUTHORITY,

OR IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF

USE, YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE
OR AUTHORIZE ANYONE TO ACCESS OR USE THE HOSTED
SERVICE.

Licenses

The Global Software License Terms (“Software License Terms”)

are available on the following website https://www.avaya.com/en/
legal-license-terms/ or any successor site as designated by Avaya.
These Software License Terms are applicable to anyone who
installs, downloads, and/or uses Software and/or Documentation. By
installing, downloading or using the Software, or authorizing others to
do so, the end user agrees that the Software License Terms create
a binding contract between them and Avaya. In case the end user is
accepting these Software License Terms on behalf of a company or
other legal entity, the end user represents that it has the authority to
bind such entity to these Software License Terms.

Copyright

Except where expressly stated otherwise, no use should be made
of materials on this site, the Documentation, Software, Hosted
Service, or hardware provided by Avaya. All content on this site, the
documentation, Hosted Service, and the product provided by Avaya
including the selection, arrangement and design of the content is
owned either by Avaya or its licensors and is protected by copyright
and other intellectual property laws including the sui generis rights
relating to the protection of databases. You may not modify, copy,
reproduce, republish, upload, post, transmit or distribute in any way
any content, in whole or in part, including any code and software
unless expressly authorized by Avaya. Unauthorized reproduction,
transmission, dissemination, storage, or use without the express
written consent of Avaya can be a criminal, as well as a civil offense
under the applicable law.

Virtualization

The following applies if the product is deployed on a virtual machine.
Each product has its own ordering code and license types. Unless
otherwise stated, each Instance of a product must be separately
licensed and ordered. For example, if the end user customer or
Avaya Channel Partner would like to install two Instances of the
same type of products, then two products of that type must be
ordered.

Third Party Components

The following applies only if the H.264 (AVC) codec is distributed
with the product. THIS PRODUCT IS LICENSED UNDER THE AVC
PATENT PORTFOLIO LICENSE FOR THE PERSONAL USE OF A
CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE

IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION MAY BE OBTAINED FROM MPEG LA,
L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Service Provider

WITH RESPECT TO CODECS, IF THE AVAYA CHANNEL
PARTNER IS HOSTING ANY PRODUCTS THAT USE OR

EMBED THE H.264 CODEC OR H.265 CODEC, THE AVAYA
CHANNEL PARTNER ACKNOWLEDGES AND AGREES THE
AVAYA CHANNEL PARTNER IS RESPONSIBLE FOR ANY AND
ALL RELATED FEES AND/OR ROYALTIES. THE H.264 (AVC)
CODEC IS LICENSED UNDER THE AVC PATENT PORTFOLIO
LICENSE FOR THE PERSONAL USE OF A CONSUMER

OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO: (i) ENCODE VIDEO IN COMPLIANCE WITH
THE AVC STANDARD (“AVC VIDEO”) AND/OR (ii) DECODE AVC
VIDEO THAT WAS ENCODED BY A CONSUMER ENGAGED IN A
PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE

IS GRANTED OR SHALL BE IMPLIED FOR ANY OTHER USE.
ADDITIONAL INFORMATION FOR H.264 (AVC) ANDH 3 (HEVC)
CODECS MAY BE OBTAINED FROM MPEG LA, L.L.C. SEE HTTP://
WWW.MPEGLA.COM.
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Compliance with Laws

You acknowledge and agree that it is Your responsibility to comply
with any applicable laws and regulations, including, but not limited
to laws and regulations related to call recording, data privacy,
intellectual property, trade secret, fraud, and music performance
rights, in the country or territory where the Avaya product is used.

Preventing Toll Fraud

“Toll Fraud” is the unauthorized use of your telecommunications
system by an unauthorized party (for example, a person who is not a
corporate employee, agent, subcontractor, or is not working on your
company's behalf). Be aware that there can be a risk of Toll Fraud
associated with your system and that, if Toll Fraud occurs, it can
result in substantial additional charges for your telecommunications
services.

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You
need technical assistance or support, please contact your Avaya
Sales Representative.

Security Vulnerabilities

Information about Avaya’s security support policies can be
found in the Security Policies and Support section of https://
support.avaya.com/security.

Suspected Avaya product security vulnerabilities are handled
per the Avaya Product Security Support Flow (https://
support.avaya.com/css/P8/documents/100161515).

Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this
site, the Documentation, Hosted Service(s), and product(s) provided
by Avaya are the registered or unregistered Marks of Avaya, its
affiliates, its licensors, its suppliers, or other third parties. Users

are not permitted to use such Marks without prior written consent
from Avaya or such third party which may own the Mark. Nothing
contained in this site, the Documentation, Hosted Service(s) and
product(s) should be construed as granting, by implication, estoppel,
or otherwise, any license or right in and to the Marks without the
express written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya LLC.
All non-Avaya trademarks are the property of their respective owners.

Linux® is the registered trademark of Linus Torvalds in the U.S. and
other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya
Support website: https://support.avaya.com, or such successor site
as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: https://support.avaya.com for
Product or Cloud Service notices and articles, or to report a

problem with your Avaya Product or Cloud Service. For a list of
support telephone numbers and contact addresses, go to the Avaya
Support website: https://support.avaya.com (or such successor site
as designated by Avaya), scroll to the bottom of the page, and select
Contact Avaya Support.
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Chapter 1: Introduction

Purpose

This document describes how to use the features of Avaya Workspaces. It is primarily intended for
contact center agents.
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Chapter 2: Overview

Avaya Workspaces overview

Avaya Workspaces is a browser-based application where contact center agents can handle
inbound customer interactions. Avaya Workspaces supports agents handling voice, email, chat,
or messaging interactions. The intuitive user interface provides features for toggling between
multiple, simultaneous interactions through different channels.

With the Single Sign-On enabled, agents and supervisors can click the name of the SAML Identity
Provider to log in to Avaya Workspaces and initiate the SSO process.

Avaya Workspaces enables seamless collaboration with customers, partners, and other users
within and outside the organization. Using Avaya Workspaces, agents can access relevant
customer information securely and reliably.

Avaya Workspaces displays every interaction as an interaction card. The card displays the priority
of the interaction. The priority range is between 1 and 10. The incoming interaction displays the
queue name along with the priority of the interaction. The Interaction Details widget displays the
associated attributes, queue name, and priority of the interaction.

Using interaction cards, agents can do the following:

* Receive the interaction: Accept interactions with a single click.
* Hold or resume the voice interaction: Put an active voice interaction on hold when an agent
or supervisor must attend another high-priority interaction.

* Mute or unmute audio: Agents can mute or unmute audio input. Muting the audio prevents
customers from listening to undesirable audio.

° Note:

Agents can mute and unmute using Avaya Workspaces independently of any mute
controls on the headset or other devices.

» Consult interactions: Agents can consult another agent or a supervisor before completing
a customer query. An agent can transfer a consultation call to a user or queue. After the
consultation, the agent can complete the consultation call as a transfer or conference.

° Note:

If the agent makes a consultation call during an outbound call, the agent can either end
the consultation call or complete the consultation call as conference. The agent cannot
complete the consultation call as transfer.

» Add call work or disposition codes: Select from the configured call work codes to add
disposition to the voice interaction. Select from the configured disposition codes to add
disposition to the digital interaction.
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» Transfer the interaction to a queue or another user: Send the interaction to another queue or
directly to another agent or supervisor.

» Transfer to an external number: Transfer the voice interaction to a number outside the
contact center.

Using interaction cards, supervisors can do the following:

» Observe interactions: Supervisors can monitor ongoing interactions between agents and
customers to assess whether to intervene.

The Observe feature is available for chat, messaging, and voice interactions.

» Coach interactions: The supervisor can coach an agent using the coach feature. To coach,
the supervisor must first observe the interaction. On the supervisor interaction widget, there
is an indicator displaying the name of the agent the supervisor is coaching. Agents can view
the name of the supervisor who is coaching the interaction.

The Coach feature is available for chat, messaging, and voice interactions.

» Barge into interactions: The supervisor can barge into an interaction to help close a sale
or interact with the customer. To barge in, the supervisor must first observe or coach the
interaction.

The Barge feature is available for chat, messaging, and voice interactions.
The following features are also available in Avaya Workspaces:

» Customer Journey: Use the Customer Journey widget to visually represent a customer’s
interactions. An interaction with a channel visualizes every point in the customer journey
with common identifiers. The complete view of the customer journey across all channels with
common identifiers can help to facilitate informed decisions in your contact center.

0 Note:

- Avaya Experience Platform™ (On-Prem + Connect) hybrid voice agents can use the
Interaction Search widget to view a customer's previous touch points, including Avaya
Experience Platform™ (On-Prem + Connect) hybrid voice, Avaya Experience Platform™
Public Cloud voice, and Avaya Experience Platform™ Public Cloud digital.

- Customer journey for hybrid voice is an Avaya Experience Platform™ (On-Prem
+ Connect) Advanced bundle capability. For hybrid voice interactions, agents who
are enabled with the Avaya Experience Platform™ (On-Prem + Connect) Advanced
bundle have access to customer journey for Avaya Experience Platform™ (On-Prem +
Connect). The Avaya Experience Platform™ (On-Prem + Connect) Advanced bundle is
an optional and paid bundle and is not included with the Avaya Experience Platform™
(On-Prem + Connect) bundle. Customer journey integration for Avaya Experience
Platform™ On-Prem or hybrid voice touch points are only stored for interactions that
go to the hybrid voice agents. Any Avaya Experience Platform™ On-Prem interactions
that go to the Avaya Experience Platform™ On-Prem clients such as Avaya Workplace
Client or Avaya one-X® Agent are not stored in Avaya Experience Platform™ Public
Cloud customer journey.

« Corporate Contacts: Use the Corporate Contacts widget to view Avaya Cloud Office™, Avaya
Spaces, and Microsoft Teams contacts and contact groups, make direct and consultation
calls to contacts, transfer calls, and add contacts to the Favorites list. For the Avaya Cloud
Office™ and Microsoft Teams providers, you can also send messages to contacts and chat
groups and participate in conversations. For more information about configuring and using
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Avaya Workspaces features

the Corporate Contacts widget, see Configuring corporate contacts for Avaya Workspaces

and Using corporate contacts in Avaya Workspaces.

» Screenpops: Agents are presented with external web pages that can assist them in
completing their tasks. For example, external websites with information such as current

currency exchange rates.

For accessibility purposes, Avaya Workspaces is optimized to conform with Section 508 and

WCAG 2.0 AA standards.

Avaya Workspaces provides the following:

» Access to content and controls using the keyboard or mouse.

< Alternative text and labels to assist users with screen readers.

* A color palette that meets requirements for users with visual impairments.

Avaya Workspaces features

The following table describes Avaya Workspaces features available to both agents and

supervisors or only supervisors.

Feature name | Content reference

| Description

Features available to both the agent and supervisor

Agent Assist Agent Assist widget on

page 85

Get quick access to information and other
resources during an interaction from the Agent
Assist widget. The widget provides an Al generated
summary of the conversation and helps you to reply
quickly and accurately to the customer using online
resources.

« Using Agent Notes on
page 74

Agent Notes

page 77

« Advanced Hybrid Voice on

Agent notes include helpful information about a
specific customer interaction. When you transfer the
interaction to another agent, the receiving agent can
use the information in Agent Notes to plan further
customer interactions.

If the account administrator enables the add, edit,
and delete options for Agent Notes, agents and
supervisors can add agent notes to their customer
interactions.

After Contact Work | After Contact Work on
page 75

Perform additional work and review the interaction
details after an interaction. In the After Contact
Work (ACW) state, you can also view the interaction
transcript. If the account administrator enables After
Contact Work, you automatically enter the ACW
state after the interaction ends.
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Overview

Feature name

Content reference

Description

Call Work Codes

« Using a voice interaction
card on page 64

« Call Work Codes on
page 66

* Entering call work codes on
page 67

+ Forced entry of call work
codes on page 67

Select call work codes to add disposition to the
active voice interaction. The account administrator
configures call work codes, and you can use them
to report the outcome of a voice interaction.

Consult

Consult interactions on

page 71

Consult an agent or a supervisor before completing
a customer query. After the consultation, you can
complete the consult call as a transfer or as a
conference.

Corporate Contacts

Using corporate contacts in

Avaya Workspaces

Use the Corporate Contacts widget to view Avaya
Cloud Office™, Avaya Spaces, and Microsoft Teams
contacts and contact groups, make direct and
consultation calls to contacts, transfer calls, and
add contacts to the Favorites list.

For the Avaya Cloud Office™ and Microsoft Teams
providers, you can also send messages to contacts
and chat groups and participate in conversations.

Customer Journey

» Customer Journey
widget on page 76

 Viewing offline
interactions on page 83

Use the Customer Journey widget to have a
visual representation of customer’s interactions. A
complete view of the customer journey across all
channels can help to facilitate informed decisions
and provide a better customer service.

Agents can use the interaction search functionality
to view past customer journeys. The interaction
search enables agents to filter by activities, date,
channels, and identifiers. After the search, agents
can choose the customer journey to review from a
list of matches. Agents can also review the relevant
transcripts of the interactions.

Digital Library

Digital Library widgets on
page 47

Use the Digital Library widget to respond
to interactions quickly with global and queue
templates, such as email and quick text templates.

Disposition codes

» Working on an email
interaction on page 58

¢ Using a chat interaction
card on page 51

» Working on a messaging
interaction on page 53

Select disposition codes to add disposition to the
active digital interactions. The account administrator
configures disposition codes, and you can use them
to report the outcome of a digital interaction.

February 2025
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Avaya Workspaces features

Feature name

Content reference

Description

External calling and
outbound emails

« Making an external call on
page 65

» Adhoc email on page 62

Call an external number, including PSTN, Avaya
Cloud Office™, or SIP number.

You can also send outbound emails during an active
customer interaction on the email channel.

Not Ready reason

Agent states on page 36

In the Agent Details pane, select a reason code for

codes changing your state to Not Ready. You can view
the selected reason code next to your state.
The account administrator configures the reason
codes for going into the Not Ready state in
Application Center Administration.
Screenpops » Using a voice interaction Access external web pages during an active voice,
card on page 64 email, chat, or messaging interaction. For example,
« Working on an email you can access an external website with the
: - information about current currency exchange rates.
interaction on page 58
. . . The account administrator enables and configures
+ Using a chat interaction
access to external web pages.
card on page 51
» Working on a messaging
interaction on page 53
Transfer + Transferring an interaction Send an interaction to another queue or directly to

to a queue on page 69

» Transferring an interaction
to a user on page 69

* Transferring a voice
interaction to an external
number on page 70

an agent or a supervisor. You can also transfer a
voice interaction to a number outside of the contact
center.

Features available o

nly to the supervisor

Barge-in Barging into an interaction on | As a supervisor, barge into an interaction to help
page 98 close a sale or interact with the customer. To barge
in, you must first observe or coach the interaction.
This feature is available only for chat, messaging,
and voice interactions.
Coach Coaching an agent on As a supervisor, coach an agent using the Coach

page 97

feature. To coach, you must first observe the
interaction. This feature is available only for chat,
messaging, and voice interactions.

Forced agent
logout and state

Agent state transitions and
forced agent logout with

As a supervisor, change an agent state from Ready
to Not Ready to prevent agents from receiving

change Avaya Experience Platform interactions. You can also forcibly log an agent out
(On-Prem + Connect) on of Avaya Workspaces and end their session.
page 100
Table continues...
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Overview

Feature name Content reference Description
Observe Observing an interaction on As a supervisor, monitor ongoing interactions
page 95 between an agent and a customer to assess

whether intervention is required. This feature is
available only for chat, messaging, and voice
interactions.

. ™ . .
Avaya Experience Platform * Public Cloud VDI solution for
Citrix
The Avaya Experience Platform™ Public Cloud VDI solution for Citrix has an optimized media
solution for the best possible agent and customer audio experience. VDI solutions separate the
agent media experience and the agent desktop experience into different places, with the agent
desktop experience residing on the VDI server or VDI service. Separating the agent's media and

desktop experience imposes additional interactions over the network, and latent networks may
yield a negative agent experience.

Related links
Limitations of using Citrix VDI on page 14

Limitations of using Citrix VDI

If you are using Citrix VDI, be aware of the following limitations:

» The local PC must be in the same region as the VDI desktop. Excessive latency between the

VDI desktop and the local PC results in slower operation, especially call setup times.
* No support for call flows other than Media Processing Core call flows.

Related links
Avaya Experience Platform Public Cloud VDI solution for Citrix on page 14

Supported browser versions

Avaya Workspaces supports the following browsers:
* Microsoft Edge Chromium (Windows)
* Google Chrome (Windows)
* Google Chrome (Chrome OS)
Avaya Workspaces does not support multiple tabs or profiles.

In a Citrix VDI environment, you can use the following browsers: Microsoft Edge Chromium
(Windows and Chrome OS) and Google Chrome (Windows and Chrome OS).
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Integrations

© Note:

* Citrix version must be 7 1912 LTSR or later.
» Citrix Workspace client version must be 23.11.1.140 (2311.1) or later.

Integrations

Avaya Experience Platform™ (On-Prem + Connect) integrates with third-party applications and
other Avaya products to expand its functionality. For example, Avaya Experience Platform™ (On-
Prem + Connect) integrates with Salesforce to provide contact center features to enterprises with
Customer Relationship Management (CRM) software.

As an Avaya Workspaces agent, you cannot access a couple of integrations.

Related links
Integration with Customer Relationship Management on page 15
Avaya Cloud Office on page 15

Avaya Spaces on page 16
Microsoft Teams on page 16

Integration with Customer Relationship Management

Customer Relationship Management (CRM) is when a business or other organization administers
its interactions with customers, typically using data analysis to study large amounts of information.
CRM refers to all the processes and tools that manage customer relationships. Salesforce,
ServiceNow, and Microsoft Dynamics® 365 are examples of CRM software.

Avaya Experience Platform™ (On-Prem + Connect) integrates with Salesforce to provide call
center features to enterprises using CRM software. These integrations enable you to access
the Avaya Workspaces for CRM softphone on the CRM website, handle inbound and outbound
customer interactions, make internal calls, and use the CRM functionality simultaneously.

You can use the Avaya Workspaces for CRM softphone capabilities to communicate with
customers and the CRM integration to manage the associated CRM information. For example,
to accept digital interactions, use the Avaya Workspaces for CRM softphone and associate them
with various CRM components, such as tasks, cases, leads, and notes.

Related links
Integrations on page 15

Avaya Cloud Office™

With the Avaya Cloud Office™ application, you can make phone calls, hold video meetings,

and communicate with your colleagues in a team chat. You can also invite third-party users to
collaborate on a project. The Avaya Cloud Office™ application is available on web, desktop, and
mobile platforms.
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Overview

As an agent or a supervisor, you can log in to the Avaya Cloud Office™ provider in Avaya
Workspaces, and access enabled Avaya Cloud Office™ contacts from the Corporate Contacts
widget.

You can perform the following actions with Avaya Cloud Office™ contacts from the Corporate
Contacts widget:

* View the Presence states of contacts
» Search for contacts and groups

» Make direct calls and transfer calls

» Make consultation calls

» Add contacts to the Favorites list

* Make multiple calls simultaneously

If the administrator enables the chat functionality, you can also perform the following actions:
+ Search for chats
» Send messages in one-to-one and group chats
* Send messages in a group conversation
Related links
Integrations on page 15

Avaya Spaces

Avaya Spaces is a cloud-based solution designed for team collaboration. Avaya Spaces provides
access to a personal meeting room, direct messaging, and group spaces. It integrates multiple
forms of communication, such as voice calls, video conferencing, and chat.

As an agent or a supervisor, you can log in to the Avaya Spaces provider in Avaya Workspaces
and access enabled Avaya Spaces contacts from the Corporate Contacts widget.

You can perform the following actions with Avaya Spaces contacts from the Corporate Contacts
widget:
 Search for contacts and groups
» Make direct calls and transfer calls
* Make consultation calls
» Add contacts to the Favorites list
* Make multiple calls simultaneously
Related links
Integrations on page 15

Microsoft Teams

Microsoft Teams is a business messaging and collaboration platform in the Microsoft 365 product
family. Microsoft Teams provides access to channels and teams, direct messaging, and group
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Integrations

chats for collaboration. It also integrates with other Microsoft 365 platforms, including Dynamics
365 applications.

As an agent or a supervisor, you can log in to the Microsoft Teams provider in Avaya Workspaces
and access enabled Microsoft Teams contacts from the Corporate Contacts widget.

You can perform the following actions with Microsoft Teams contacts from the Corporate Contacts
widget:

* View the Presence states of contacts
» Search for contacts and groups

» Make direct calls and transfer calls

» Make consultation calls

« Add contacts to the Favorites list

Make multiple calls simultaneously

If the administrator enables the chat functionality, you can also perform the following actions:
+ Search for chats
* Send messages in one-to-one and group chats
+ Start new conversations in a channel and reply to messages in conversations

Related links
Integrations on page 15
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Chapter 3: Navigation

Agent dashboard

The agent dashboard has an intuitive layout providing simultaneous contact channels, such as
chat, email, messaging, and voice.

Top toolbar

The top toolbar provides options to search agents by name or number, quickly create required
emails, make internal extension calls, view settings and notifications, change agent states, and
access the address book.

The top toolbar also consists of an agent state summary, which displays the agent ID, the current
state of the agent, and the channels available for interactions. The agent state summary also
includes the Time in State timer when enabled.

Interaction area

The interaction area displays all incoming interactions for the agent on any channel as a Work
Card. The interaction cards are queued for the agent at any time. When you click an interaction,
the interaction widget displays the interaction details.

Your administrator configures your start work options in the administration interface. When you log
into Avaya Workspaces, you can view the Start Work button in the interaction area.

© Note:

The administration interface is the tool that administrators use to manage Avaya Experience
Platform™ (On-Prem + Connect). Avaya Experience Platform™ (On-Prem + Connect) provides
over the top Avaya cloud capabilities for customers with on-premise Avaya Experience
Platform™ On-Prem deployments and Avaya Experience Platform® (Private Cloud + Connect)
users.

Administration of Avahya Experience Platform™ (On-Prem + Connect) with on-premise Avaya
Experience Platform™ On-Prem deployments is done from Application Center Administration.

Administration of Avaya Experience Platform™ (On-Prem + Connect) with Avaya Experience

Platform® (Private Cloud + Connect) is done from both Application Center Administration and
Avaya Admin Portal, depending on the administration task. For Avaya Admin Portal, refer to

the Administering Avaya Admin Portal guide for further details.

Interaction History widget

The Interaction History widget displays all the interactions that the agent addresses.
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Avaya Workspaces toolbar field descriptions

You can also view the interaction logs. Interaction logs display the last 15 interactions, which
include incoming, outgoing, and missed interactions. Avaya Workspaces clears these logs when
the agent logs out.

The interaction log displays the forwarded email list with the Forward Email icon.

Welcome widget

The Welcome widget displays the web page that the administrator selects in the administration
interface. The Welcome page does not support the Xx-Frame-Options: deny HTML tag.

© Note:

When you click any of the action or control buttons in Avaya Workspaces, a spinning action
shows on the icon while the action occurs at the back end. The spinning remains until the
action is complete or an error occurs. The visual representation of the button prevents you
from subsequent clicks.

Avaya Workspaces toolbar field descriptions

Name Description

Enter number Used to enter a phone number to make a voice call.

To dial the last dialed number, click . If you type digits in the phone
number field, click &, to dial the number.

Agents and supervisors within the same account can make internal
extension calls to each other on matters that are not related to customers.

Internal extensions are referenced by Station ID in Avaya Workspaces.

Table continues...
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Navigation

Name

Description

Agent Details pane

The following sections and options are available from the Agent Details
pane:

» The Agent Details pane displays the logged in duration of the agent. If
the agent is logged in for less than 24 hours, the duration is mentioned
in hours. However, if the agent is logged in for more than 24 hours, then
the duration is mentioned as <number of days> + day(s).

For example, 1+ day for more than 24 hours, 2+ days for 48 hours, and
so on.

» Username: Displays the agent username.
+ Agent ID: Displays the agent ID.
« Station ID: Displays the station ID.

» Avaya Workspaces supports multiple interactions with Avaya
Experience Platform™ (On-Prem + Connect). With this feature, you
can seamlessly handle hybrid voice, chat, email, and messaging
interactions using the same interface. For example, if you have hybrid
voice and email capabilities, you can simultaneously handle a voice and
an email interaction.

* You must Go Ready on voice to receive the station calls. If you Go Not
Ready on voice, you can receive the station calls except ACD / DAC
Calls.

+ Agent State: Indicates colored agent state, inline reason code, and the
following options:

- Go Ready: To begin work. After clicking Go Ready, the visual cue
changes to green. You can then begin working on interactions.

- Go Not Ready: To indicate that the agent is not ready to accept
interactions.

The options for the not ready state depend on the reason codes
configured through the administration interface. All agents specific to
their accounts can view the user codes.

The agent can view the selected reason code next to the Agent State.

The agent cannot choose specific interaction types on which to go not
ready. No interactions are routed to the agent in the Not Ready state.

When an agent changes the state to Go Not Ready, the visual cue
changes to red.

When an agent changes the state to Go Not Ready while there are
active interactions, the status changes to Not Ready Pending.

When Avaya Workspaces is not ready to accept interactions, uses
specific reason codes. For example, Network Disc, RONA, Work on
Digital, ROOF, or any other system default reason codes depending
on the circumstances.
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Avaya Workspaces toolbar field descriptions

Name Description

- After Contact Work: To perform additional work and review the
interaction details.

» Finish Work: To indicate that the agent has completed work for the day.
When an agent clicks Finish Work, the visual cue changes to gray.
+ Sign Out: To log out and exit Avaya Workspaces.

The Sign Out button is available after you click Finish Work.

Icon Name

Description

= New email

Displays the Email widget.

o5 Call Mailbox

Makes a call to the mailbox number.

More actions

Displays the actions that agents can perform based
on their capabilities set.

Q& Make Call

Makes a call.

Dial pad

Enter a number.

Welcome

Displays the Welcome widget.

Settings

Displays the Settings widget.

Interaction Search

9| |2

Displays the Interaction Search page.

Agents can search the past customer journeys of
the interactions.

R Last Dialed Number

Makes a call to last dialed number.

Email

Create an email.

Corporate Contacts

H@EE

View Avaya Cloud Office™, Avaya Spaces, and
Microsoft Teams contacts and contact groups, make
direct and consultation calls to contacts, transfer
calls, make multiple calls simultaneously, and add
contacts to the Favorites list. For the Avaya Cloud
Office™ and Microsoft Teams providers, you can
also send messages to contacts and chat groups
and participate in conversations.

Q Notifications

View notification logs.

Notification logs display the last 15 notifications.
Avaya Workspaces clears these notifications after
24 hours.

® Support Page

Provides online help about Avaya Workspaces. You
can access tutorial videos and documentation using
this feature.

The following icons are available to supervisors:
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Navigation

Icon

Name

Description

My Agents

Displays a list of agents in the supervisor’s group
where supervisor is the owner and information
about the agents’ state, hybrid voice and chat
interactions.

Displays filters to search agents in a group.
Supervisors can end sessions, broadcast message,
observe a chat and messaging interactions, change
agent states, and forcibly log out the agents.

Observe

Enables the supervisor to observe an agent’s
interaction with the customer.

Stop Observing

Enables the supervisor to stop observing an agent’s
interaction with the customer.

Coach

Enables the supervisor to coach an agent. To
coach, the supervisor must first observe the
interaction.

On the supervisor interaction widget, there is an
indicator which displays the name of the agent who
the supervisor is coaching.

€9

Barge In

Enables the supervisor to barge into an interaction
to help close a sale or interact with the customer. To
barge in, the supervisor must first observe or coach
the interaction.

For a voice interaction, supervisor becomes an
active party in the call with the customer and the
agent.

Related links

Configuring Agent Workspaces Settings

Interaction area notifications

Icon Name Description
@ Inbound Voice Interaction Indicates an inbound voice interaction.
ce Alerting Chat Interaction Indicates an alerting chat interaction.
9 Alerting Email Interaction Indicates an alerting email interaction.
ce Alerting Messaging Interaction Indicates an alerting messaging interaction.
You can hover over the work card, which
displays the channel source and a label after
you accept an interaction.
Table continues. ..
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Interaction area notifications

Icon Name Description

@ Alerting Voice Interaction Indicates an alerting voice interaction.
Depending on the configuration settings set by
an administrator, you can hear a single or a
repetitive ringtone during the interaction alert.

) Chat Interaction Indicates a chat interaction.

= Email Interaction Indicates an email interaction.

=] Messaging Interaction Indicates a messaging interaction.

Q& Voice Interaction Indicates a voice interaction.

0 Facebook messaging interaction Indicates a messaging interaction from the
Facebook messaging application.

WhatsApp interaction Indicates a messaging interaction from

WhatsApp.

® Accept Chat Interactions Accepts a chat interaction.

® Accept Email Interactions Accepts an email interaction.

® Accept Messaging Interactions Accepts a messaging interaction.

(<) Accept Voice Interactions Accepts a voice interaction.

o Decline Interactions Declines chat, email, or messaging
interactions.

2 Transfer Indicates that the interaction is transferred
with one of the following transfer operations:
* Transfer to Queue
 Transfer to User

Observe Indicates that the supervisor is observing the
interaction.

Coach Indicates that the supervisor is coaching the
interaction.

@ Barge In Indicates that the supervisor has barged into
the interaction.

Qe Consult Indicates that the agent has initiated a consult.

2%, Conference Indicates that the agent working on the
interaction card is in a conference with the
consulted agent and the customer.

Io Audio Muted Indicates that the audio input is muted on a
voice interaction.

Table continues...
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Navigation

Icon

Name

Description

After Contact Work

If the account administrator enables After
Contact Work for an agent, the agent can
change the state to After Call Work (ACW)
while on a customer call.

The agent automatically enters the ACW
state when the customer leaves the active
interaction or the agent ends the interaction
with the customer. After the interaction ends,
the interaction widget displays the ACW state.
The agent can close the interaction to end the
ACW state.

Priority

Indicates the top priority of the interaction.

Priorities from 1 to 3 are highlighted in red.

Priority

Indicates the priority of the interaction.

Avaya Workspaces displays priority numbers
configured in the administration interface.

Connection state - Connected

Indicates that the Avaya Workspaces client is
connected.

Connection state - Disconnected

Indicates that the Avaya Workspaces client
connection is lost and reconnection attempts
have failed.

Agent gets a notification to manually
reconnect by refreshing the browser or
clicking Reload.

Connection state - Reconnecting

Indicates that the Avaya Workspaces client is
attempting to reconnect automatically after a
loss of connection.

Nailed Up Connection active
or

Nailed Up Connection is active.
Your microphone is muted

Nailed Up Connection active: Indicates that
the Nailed Up Connection is available for the
agent and is active.

Nailed Up Connection is active. Your
microphone is muted: Indicates that the Nailed
Up Connection is available for the agent and
is active. Agent has muted while on call or
agent is not on a call.

Nailed Up Connection is inactive

Indicates that the Nailed Up Connection is
available for the agent and is inactive.

The incoming interaction displays the queue name along with the priority of the interaction.

February 2025

Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 25

Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Interaction widget details

Interaction widget details

After you accept an interaction, you can view the following options on the interaction widget:

Icon Name

Description

Customer Information

o:
n

Displays the following widgets:
* Customer Details:

- Displays the basic customer contact details
such as Account, CRMID, Email, Phone, and
Social Handle for non-CRM integrations.

- For CRM integrations, the widget displays
Customer Name, Address, ZIP code, and one
Custom Field with the basic customer details.

« Interaction Details:

- Displays participants, originating and destination
addresses, created date, channel type,
interaction type, state, customer interaction,
contact ID, WorkRequest ID, queue name,
associated attributes, priority of the interaction,
direction, tenant ID, transfer to service, and
transfer to user.

- Displays additional information such as accept
time, agent Id, caller number, Dnis, skill Id, skill
name, start date, start time, topic Id, topic name,
Ucid, and UUI.

- Displays ASAI UUI when present in the call
information.

- Displays total call duration and interaction state.

The Destination Address field on the Interaction
Details widget displays the route point name.

Agents can view the customer information widgets
for all the administration interface interactions. All
the interaction history details of the customer are
displayed on this widget.

) Chat

Displays the following widgets:
+ Chat: Displays messages in the chat interaction.

» Quick Text: Displays frequently-used text with
information to process the customer’s request
through the chat interaction.

+ URL templates: Displays URL templates.
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Navigation

Icon

Name

Description

You can click the text and URLs to add them to the
chat. You can edit the text before adding them to
the chat interaction.

This navigation icon is available when a chat
interaction card is in focus.

Email

Displays the following widgets:
+ Email: Displays the customer's email.
+ Email Templates: Displays the email templates.

* Quick Text: Displays frequently-used text that you
can use to process the customer’s request quickly
through an email interaction.

* URL templates: Displays URL templates.
+ File templates: Displays file templates.

The customer information is available for any
interaction type.

Q Note:

You can add attachments to your emails.
However, if Avaya Experience Platform™ (On-
Prem + Connect) identifies a file as unsafe
during a file scan, it deletes the file.

Chat and Messaging

Displays the following widgets:

+ Chat and Messaging: Displays messages in the
messaging interaction.

+ Quick Text: Displays frequently-used text that you
can use to process the customer’s request quickly
through the messaging interaction.

* URL templates: Displays URL templates.
+ File templates: Displays file templates.

Agents can send text messages and images with
Reply, Postback, and Link buttons.

During an active messaging interaction, agents can
share and view the following types of rich interactive
messages:

» Text messages (simple text, text with emojis)
+ Carousel

» Messages with action buttons (postback,
postback with link, reply)

* Location messages (location, location request)

February 2025

Table continues...

Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 27

Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Interaction widget details

Icon

Name

Description

* File templates: Includes graphical messages and
attachments

The following file attachment types are supported:

3g2, 3g9gp, 7z, amr, avi, bmp, docx,
gif, jpeg, Jjpg, key, méa, mdv, mov,
mp3, mp4, mpeg, mpg, mpga, numbers,
odt, ogg, pages, pdf, png, pps, pPpPsx,
ppt, pptx, txt, wav, webm, webp, wmv,
x1lsx, xml, webp, Jjfif, oga, ogv, gt

© Note:

If Avaya Experience Platform™ (On-Prem +
Connect) identifies a file as unsafe during a file
scan, it deletes the file.

During an active messaging interaction, agents
can receive the following types of rich interactive
messages from end-users:

+ Text messages and emojis
* Images

» Documents

* Share location

End-users can also view these rich interactive
messages.

Reply responses do not have a separate message
type. Agents receive them as usual text messages.

This navigation icon is available only when a
messaging interaction card is in focus.

Customer Journey

Provides a graphical representation of the end-
to-end journey of the customer in the following
sections:

« Filter: Filters data based on channels.
» Graph: Consists of top and middle timelines.

- Top timeline: Displays data of the interactions of
the end customer with a contact center.

- Middle timeline: Displays a zoomed view of the
top timeline.

+ Journey Details: Displays details on an interaction
in the middle timeline.

The widget provides relevant transcripts of chat,
messaging, email, Facebook messaging, and
WhatsApp interactions. For email and messaging
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Navigation

Icon

Name

Description

interactions, the transcript displays a link to view
any previously associated attachments.

Screenpop

Provides access to an external website configured
for a screenpop.

Avaya Workspaces displays only those screenpops
configured in the administration interface. Avaya
Workspaces displays screenpops differently
depending on settings configured in the
administration interface.

If the administrator enables the appropriate
configuration in the administration interface after
accepting the interaction, the Screenpop feature
does one of the following:

* Opens a new browser window with the configured
external website.

+ Displays the Screenpop widget and then opens
any external screenpops that are configured.

Hold

Pauses the current voice interaction.

Unhold

Resumes the current voice interaction.

End Interaction

Ends the current interaction.

More

Provides more options for the interaction.

For example, to view more information about the
interaction and disposition codes.

Work Codes

Displays the disposition code for the voice
interaction.

Disposition Code

Displays the disposition code for the digital
interaction.

Send Message

Sends messages in a chat, email, or messaging
interaction.

Auto Answer

Displays when an interaction is or was auto-
answered.

T

Transfer

Transfers an active interaction.

When you click =2, Avaya Workspaces displays a
list enabling you to transfer the contact to another
agent.

Transfers a voice interaction to an external number.
In the Enter number field, type the number to

transfer the voice interaction, and click <.

Or, click i, use the dial pad to type a number to
transfer the voice interaction, and click <.
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Widgets displayed for different interaction types

Icon Name Description
sk DTMF Provides DTMF key inputs for IVR or voicemail.
o) Mute Audio Agents can mute audio input to prevent customers
from listening to undesirable audio.
fr1 Unmute Audio Resumes audio input.
Observe Agents can view the name of the supervisor who is

observing the interaction.

This feature is available for chat, messaging, and
voice interactions.

& Coach Agents can view the name of the supervisor who is
coaching the interaction.

This feature is available for chat, messaging, and
voice interactions.

For a voice interaction, the agent can view the
supervisor name along with the phone number.

&) Barge In Agents can view the name of the supervisor who
has barged into the interaction.

This feature is available for chat, messaging, and
voice interactions.

o Consult Indicates that the agent has initiated a consult.

Conference Indicates that the agent working on the interaction
card is in a conference with the consulted agent and
the customer.

Related links
Using the Basic Screenpop Widget
Using Avaya Cloud Office™ Contacts
Accessing Customer Journey

Widgets displayed for different interaction types

Avaya Workspaces displays different interaction widgets depending on the navigation menu item
that you click. When you log in, Avaya Workspaces displays the Welcome widget. The following
table lists the default widgets displayed for each type of interaction:

Interaction type Widgets displayed when you accept the
interaction
Chat interaction » Customer Journey

« Interaction Details
e Chat

Table continues...
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Navigation

Interaction type

Widgets displayed when you accept the
interaction

* Quick Text
* URL templates

Email interaction

» Customer Journey
* Interaction Details
* Email

* Email Templates
* URL templates

* File templates

Messaging interaction

» Customer Journey

* Interaction Details

+ Chat and Messaging
* URL templates

+ File templates

In addition to these widgets, a messaging
interaction includes the Sample Library widget,
which is not part of the standard layout and is
shipped as a sample widget. The Sample Library
widget is an example. Customers must create their
rich media content widget and host it as a third-
party custom widget.

Voice interaction

* Customer Journey

« Interaction Details

Text avatars

Avaya Workspaces displays text avatars next to agent names. The avatar displays the first letter

of the agent’s first and last name.

Avaya Workspaces text avatar supports Latin characters.

The following table lists examples for text avatars:
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Keyboard shortcuts

Agent’s name Avatar Description
Steve Martin () Avaya Workspaces displays the first letter of the
agent’s:
« first name
* last name
1234 (= Avaya Workspaces displays the default avatar.
1Steve1 o Avaya Workspaces displays the first alphabetic

character of the name.

1Steve1 2Martin2

Avaya Workspaces displays the first alphabetic
character from the agent’s:

* first name

* last name

Keyboard shortcuts

Shortcut key Use this shortcut to
Ctrl+Alt+s Open the Settings page.
Ctri+Alt+a Open the Help page.
Ctri+Alt+k Change work mode of agent to default work mode of login selected for agent
in Communication Manager.
Ctri+Alt+ Finish work.
Ctrl+Alt+x In the Connected state, refresh Avaya Workspaces.
Shift+Alt+a Accept an interaction.
Shift+Alt+e Close an interaction card.
Shift+Alt+h Hold or unhold a voice interaction.
Shift+Alt+m Open more options.
Shift+Alt+d Open the DTMF list.
Shift+Alt+t Open the Transfer list.
Ctrl+Alt+d Selects ACW for hybrid voice.
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Chapter 4: Getting started

Logging in to Avaya Workspaces

About this task
Log in to Avaya Workspaces to handle interactions.

Before you begin

Obtain a URL to Avaya Workspaces from your administrator.

Procedure

1.

2B T

In your browser, enter the Avaya Workspaces URL.

In the Username field, type your username.

In the Password field, type your password.

Click SIGN IN.

(Optional) If you see the Application Center dashboard, click Avaya Workspaces.
Click the start work option that your administrator configures.

Avaya Workspaces places you in the respective state for customer interactions.

Related links
Getting Started with Avaya Workspaces

Creating a new password
About this task

User passwords in Avaya Workspaces expire every 90 days. When a password expires, you
cannot log in, and Avaya Workspaces prompts you to change the password and displays the
Change password page.

Procedure

1.

On the Change password page, in New password, type your new password complying
with the password requirements.

2. In Confirm new password, type the new password again.

3. Click Change password.
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Logging in to Avaya Workspaces with SSO

Logging in to Avaya Workspaces with SSO

About this task

Agents can also log in with Single Sign-On, a standard browser redirect-based SSO that uses the
SAMLV2 protocol. To configure SSO, you must contact your administrator.

Before you begin
Obtain a URL to Avaya Workspaces from your administrator.
Procedure
1. In your browser, enter the Avaya Workspaces URL.
2. Click the name of the SAML Identity Provider to initiate the SSO process.
3. (Optional) If you see the Application Center dashboard, click Avaya Workspaces.
4. Click the start work option that your administrator configures.

Avaya Workspaces places you in the respective state for customer interactions.

Emergency calling

Users cannot select an emergency location when logging in to Avaya Workspaces with Avaya
Experience Platform™ (On-Prem + Connect). However, if the user uses a third-party software,
the user can enter or select an emergency location in the third-party software. The emergency
service provider uses the emergency location to locate the user and send help. For example, the
emergency service provider can send an ambulance to the received emergency location.

The customer is responsible for setting up the emergency calling solution. Avaya Experience
Platform™ (On-Prem + Connect) is not a telephony provider. Avaya Experience Platform™ (On-
Prem + Connect) uses the existing functioning telephony to make emergency calls. The customer
must deploy the emergency calling solution to its customers after validating that emergency calling
works.

Related links
Calling emergency services on page 33
Using Address Location

Calling emergency services
About this task

When you call emergency services, you can enter or select an emergency location using third-
party software such as Sentry Gatekeeper. Avaya Workspaces uses this location when the user
makes emergency calls. You can call emergency services in any agent state. After you call
emergency services in the Ready or Not Ready state, you must change your state to Go Ready to
handle interactions. If an emergency call disconnects, the service provider can call back the user
initiating the call.
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Getting started

© Important:

The Emergency Calling feature is available in the United States and Canada.
Before you begin

» Ensure that you are logged in to Avaya Workspaces.

* Ensure your administrator selects an emergency location using third-party software such as
Sentry Gatekeeper.

* Your administrator is responsible for setting up the emergency calling solution. Avaya
Experience Platform™ (On-Prem + Connect) is not a telephony provider. Avaya Experience
Platform™ (On-Prem + Connect) uses the existing functioning telephony to make emergency
calls. You must deploy the emergency calling solution to its customers after validating that
emergency calling works.

Procedure
1. At the top of the screen, in the Enter number field, type an emergency number.
For example, in the United States, the emergency number is 911.
2. (Optional) To place a emergency call from the dial pad, click ::.
3. (Optional) Use the dial pad to type a number.
4. Click .
Avaya Workspaces initiates an emergency call and displays the Interaction Details widget.
5. To end the emergency call, click &.

Related links
Emergency calling on page 33

Switching between Voice and Digital interactions using
Avaya Workspaces
About this task

Avaya Workspaces supports multiple interactions with Avaya Experience Platform™ (On-Prem +
Connect). With this feature, you can seamlessly handle hybrid voice, chat, email, and messaging
interactions using the same interface. For example, if you have hybrid voice and email capabilities,
you can simultaneously handle a voice and an email interaction.

You must Go Ready on voice to receive the station calls. If you Go Not Ready on voice, you can
receive the station calls except ACD / DAC Calls.

Before you begin

Log in to Avaya Workspaces.
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Changing states

Procedure
1. On the interaction area, click Start Work.
You can log in to Hybrid Voice and Digital.
2. At the top toolbar, click your name.

3. To change both the Hybrid Voice and Digital states to Ready, go to All Channels and
click Go Ready.

In the left pane, the voice channel indicator & shows that the voice channel is ready. Also,
the digital channel indicator 9, =2, and (2 show that the digital channels are ready.

4. To change both the Hybrid Voice and Digital states to Not Ready, go to All Channels
and click Go Not Ready. Also, from the list of common Not Ready reason codes, select
a reason code to Go Not Ready on both the channels. For example, Coffee, Lunch, and
Training.

In the left pane, the voice channel indicator «$ shows that the voice channel is not ready.
Also, the digital channel indicator =9, 2, and (e show that the digital channels are not
ready.

5. To change the Hybrid Voice state to Ready, click Go Ready.
In the left pane, the voice channel indicator <€ shows that the voice channel is ready.

6. To change the Hybrid Voice state to Not Ready, click Go Not Ready and select the Work
on Digital Not Ready reason code.

In the left pane, the voice channel indicator <$ shows that the voice channel is not ready.
7. To change the Digital state to Ready, click Go Ready.

In the left pane, the digital channel indicator =2 £2 (2 shows that the digital channel is ready.

8. To change the Digital state to Not Ready, click Go Not Ready and select the Work on
Voice Not Ready reason code.

In the left pane, the digital channel indicator =8 2 (e shows that the digital channel is not
ready.

Changing states
About this task

Avaya Workspaces displays the current agent state based on the availability of agents.

The options are dynamic and the availability of a set of options depends on your current agent
state. For example, if you fail to answer an alerting interaction, Avaya Workspaces sends the
interaction back to the queue for another agent to work on. The application also generates a toast
notification to alert the agent who missed an alerting interaction. The application then changes the
status to Not Ready. To return to the Ready state, you must select Go Ready from the top toolbar.
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Procedure
1. On the top toolbar, click your name.
2. Click one of the following:
« Start Work
* Go Ready
* Go Not Ready
* Finish Work

Related links
Launching Agent Desktop

Changing the agent state after RONA
About this task

You can handle multiple interactions simultaneously. If you do not answer another incoming
interaction for a specified time, the incoming interaction goes to Redirect On No Answer (RONA).
You become unavailable to receive further interactions. To start receiving interactions, you must
change your state to Ready.

Procedure
1. On the top toolbar, click your name.
2. To change the state to Ready, click Go Ready.

Related links
Handling Multiple Digital Interactions and Agent RONA

Agent states

Agent states and state changes are visible to an agent and a supervisor. The states are shown
as icons and in the Status bar. The icons represent the four available channels and change color
depending on the agent state. The supervisor can view the active channels on which the agent is
working.

The following table describes the agent states:
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Agent states

Agent state
selected

Changed visual
cue

Agent state in
Status bar

Description

Go Ready (Start
Work)

Green

Ready

The agent goes to the
Ready state for all assigned
channels to accept work
cards.

Go Not Ready

Red

Not Ready

Reason code
tooltip

The agent is not ready

to accept work cards. The
reason code tooltip provides
the reason for the agent's
absence. For example,
lunch break.

Go Not Ready
(with active work
card)

Red

n® =0 @ (@
\}._',' - _‘_}‘ M

Not Ready
Pending

Ready channels which

are not active go into

the Not Ready state
immediately. For example,
email, messaging, and chat
channels. Channels with
active work cards, for
example, the voice channel,
go to the Not Ready state
when the active work card
ends.

After Contact
Work

Blue

€ ™99
After Contact
Work (timed)

Ready

If the account administrator
enables Timed ACW in the
administration interface, the
agent transitions to ACW
automatically following a
customer call. After the
Timed ACW interval
completes, the agent
automatically transitions to
the Ready state. If the
agent in the Timed ACW
state needs additional time
to perform work related to
the customer call, the agent
can change the state to
ACW.

The agent is in the

After Contact Work state
when the interaction ends.
The agent must set the
interaction to Finish Work
when the work is complete.
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Agent state
selected

Changed visual
cue

Icons

Agent state in
Status bar

Description

Finish Work

Gray

Connected

The agent remains signed
in and connected but goes
into the Logged out state for
all assigned channels.

Finish Work (with
active work card)

Gray

Logout Pending

Channels which are not
active go into the Logged
out state immediately. For
example, voice, messaging,
and chat channels.
Channels with active work
cards, for example, the
email channel, go into the
Logged out state when the
active work card ends. The
agent remains signed in
and connected but in the
Logged out state for all
assigned channels.

Sign Out

Login page

Not applicable

The agent must enter the
username and password to
access Avaya Workspaces.

If you do not use the

Sign Out option to log out
of the Avaya Workspaces
user interface, Avaya
Workspaces automatically
logs you out or changes
your state to Not Ready
depending on the time your
administrator configures.

Auto Agent
Logout

Not applicable

Not applicable

For more information on
Auto Agent Logout, see
Timers.

Auto Agent Not
ready

Not applicable

Not applicable

For more information on
Auto Agent Not ready, see
Timers.
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About this task

You can view Avaya Workspaces notifications to find technical issues. For example, if you have
connection problems, Avaya Workspaces sends a notification alarm.
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Visual indicators for network issues

Procedure

1. On the top toolbar, click 2.
Avaya Workspaces displays the list of current notifications and their arrival time.
2. Click .
3. Select any of the following options to view corresponding messages:
» Successes
* Errors
* Warnings
* Information
4. (Optional) At the top of the notification list, click Clear All to clear notifications.

Related links
Avaya Workspaces notifications on page 39

Avaya Workspaces notifications

Avaya Workspaces displays the following notification messages with different visual indications:

Icon Name Description

& Errors Indicates an error message.

A Warnings Indicates a warning message.

® Information Indicates a general toast notification.
Related links

Viewing notification logs on page 38

Visual indicators for network issues

Avaya Workspaces uses visual indicators to indicate network connectivity issues. The agent
receives a visual indication within 30 seconds of network disconnection. The supervisor receives a
visual indication in the My Agents widget that the agent's network is unavailable or the agent has
not closed the browser correctly.

When network connectivity is restored for an agent, the following is expected:
* Visual indicator disappears for the agent.
* Visual indicator disappears in the My Agents widget for this agent.
+ Digital channels are recovered.

» Voice channel is recovered.

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 40
Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Getting started

Incoming interactions during the network issues are updated after the network connectivity is
restored.

When the network is down, and an agent attempts any actions, for example, hold, transfer, or start
new call, the agent receives an error message.

Logging out of Avaya Workspaces
About this task

After finishing work, you can log out of Avaya Workspaces.
Procedure

1. At the top toolbar, click your name.

0 Important:

You must finish work and sign out before closing the browser or computer. If you close
the browser before finishing work and signing out, you will not be logged out. You are
logged out automatically after a time configured by your administrator.

2. From the drop-down list, click Finish Work.
3. On the top toolbar, click your name.
4. From the drop-down list, click Sign out.

You are returned to the Log in page requesting Username/Password. You are now logged
out and close the browser or computer.

Related links
Getting Started with Avaya Workspaces
Forcing Agents to Log Out
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Chapter 5: Headset call control

Agents and supervisors can use the advanced call controls available on Jabra and Plantronics
headsets to perform the following call operations:

* Answer a call

* Drop a call

» Put a call on hold

* Resume a call that is on hold
* Mute or unmute a call

» Adjust the call volume

* Handle multiple calls

Avaya Workspaces for CRM supports the Plantronics Savi 82xx series and the Jabra Evolve series
headsets. Depending on the headset model that you use, you can use the buttons on the headsets
to control call operations. You can use Bluetooth or USB connectors to connect your headsets to
your Windows-based computers.

To find additional information about connecting your headsets to your computers, follow the
instructions available in the user manuals that you receive with your headsets.

The Device Settings option in Avaya Workspaces for CRM displays the details of the headsets that
you connect to your computer. Additionally, you can enable or disable the advanced call control
options available on your headset.

Plantronics headset

The Plantronics headsets include a multipurpose Call button and a Mute button that agents can use
to perform call operations. To use the call control options on a Plantronics headset, download and
install the Plantronics Hub software.

Jabra headsets

Similar to the Plantronics headsets, Jabra headsets include a multipurpose Call button and a mute
button. To ensure that you can use the call control options on a Jabra headset, add Jabra Chrome
Extension to your Google Chrome browser. You must also download and install the Jabra device
connector.

Similar to the Plantronics headset, you can use Bluetooth or the USB port to connect your Jabra
headset to your computer.
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Headset call control

Prerequisites for using headset call controls

Before you connect a Plantronics or Jabra headset to your computer and use the call control

features on the headsets, you must complete the prerequisites listed in this topic. Headset call
controls are supported only for Windows.

© Note:

If agents and supervisors do not have permission to perform the prerequisite operations

on their Windows-based computers, they can contact the account administrator who can
complete these prerequisites.

# Plantronics Hub

Savi 8220

About Settings ~ Notifications (2

Savi 8220

Firmware @® Al Components
Battery Level C—
Connections ® PC
@ Savi Headset

Conf 2d jset
Product ID 2
Serial # S/N2GKHBP (Base

2 set
Build Code M/C225KC1 (Base

(22 |
Reference

Figure 1: Plantronics Hub
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The Device Settings option

Headset

Prerequisite steps

For Plantronics headsets

You require the Plantronics Hub software to use the call control features of
your Plantronics headset.

1. From the Poly Hub Desktop page, download Plantronics Hub for
Windows.

2. Run the wizard to install Plantronics Hub.

After you install Plantronics Hub and connect your Plantronics headset to
your computer, Plantronics Hub displays the details of your headset. For
example, you can view the name of the headset or the battery level. If you
cannot view these details, follow the instructions in the Plantronics user
manual that you received with your headset.

Some Plantronics headsets include the headset and a headset base,
whereas others include the headset and a dongle. You can connect the
base to your computer through the USB port. You can also use Bluetooth
to connect a Plantronics headset to your computer. However, you cannot
use the call control features on the headset when you connect a headset
with Bluetooth.

Similarly, you must connect the dongle of a Plantronics headset to the
USB port of your computer to use the call control features on your
headset.

For Jabra headsets

You require a Jabra Chrome extension to your Google Chrome browser
and a Windows device connector to use the call control features of your
Jabra headset.

1. To add the Google Chrome extension in your browser, on the Jabra
Device Connector (Browser Extension) page, click Add to Chrome.

2. To download the device connector, on the Jabra Developers Overview
page, scroll to the Downloads Current Versions section and click
Download corresponding to the Device Connectors for Windows
option.

3. Run Jabra Chrome Host Setup Wizard.

An instruction manual is available with all Plantronics and Jabra headsets. Follow the instructions
carefully and complete your headset setup to ensure that you have properly connected your

headset to your computer.

The Device Settings option

You can view the microphone and speaker settings in the Device Settings option in Avaya
Workspaces. When you plug in or connect the headset to your computer, Avaya Workspaces
displays the confirmation that the new device is connected. The Device Settings page displays the
headset name as the default value in the Microphone and Speakers fields. If the Device Settings
page does not display the connected headset, follow the instructions in the user manual that you
received with your headset to correctly connect the headset to your computer.
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Headset call control

Settings
About Device Settings
Logs
Microphone
Language
@_) Default - Headset Microphone (Jabra Evolve2 ...
Audio
Device Settings Speakers
General o(}) | Default - Headset Earphone (Jabra Evolve2 30)

Motifications

@) Enable advanced features for supported headsets. (i)

Figure 2: The Device Settings page

You can enable or disable the option to use the advanced call control features on your headset.
The advanced features are available only for Plantronics and Jabra headsets. If you select

another headset option in the Microphone and Speaker fields, Avaya Workspaces disables this
option.

Additionally, if you select a Jabra or Plantronics headset in one field and a different headset in the
other field, Avaya Workspaces disables the advanced features option.

Advanced call control features on Plantronics and Jabra
headsets

Agents and supervisors can use the advanced call control features on their Plantronics and Jabra
headsets only if they select the same headset model in the microphone and speaker settings.

For example, on the Device Settings page, if you select a Plantronics model in the Microphone
field, you must select the same model in the Speakers field. If you select a different model in
the Speakers field, you cannot use the advanced call control features of the headset. In this
case,Consequently, Avaya Workspaces uses the headset as a normal audio device. You must
use the call control options in Avaya Workspaces to perform call operations, such as muting and
unmuting a call, answering a call, or putting a call on hold.

Refer to the user manual you received with your headset to understand how to correctly connect
your headset to your computer. Additionally, you can identify the call control options of the
headsets in the manuals and view information about using these options.
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Advanced call control features on Plantronics and Jabra headsets

Objective

Action

Result

Receive an incoming
call.

Press the Call button
on the headset.

Avaya Workspaces receives the incoming call.

Avaya Workspaces displays the call as Active.

End an active call.

Press the Call button
on the headset.

Avaya Workspaces ends the call.

Avaya Workspaces displays the call activity as Idle.

Mute or unmute a call.

1. Press the Mute
button on the
headset to mute a
call.

2. Press the Mute
button on the
headset to
unmute a muted
call.

Avaya Workspaces displays & as Active, indicating
that the audio output is muted.

Avaya Workspaces displays & as ldle, indicating that
the audio output is unmuted.

Hold or resume a call.

Long-press the Call
button on the headset.

If the agent puts the call on hold, Avaya Workspaces
displays the interaction state as Held.

Avaya Workspaces starts the Hold timer.

If the agent resumes the call, Avaya Workspaces
displays the interaction state as Active.

Avaya Workspaces stops the Hold timer.

Place a call on hold
to receive another
incoming call.

Hold or resume a call.

Long-press the Call
button on the headset.

Avaya Workspaces puts the first call on hold.

Avaya Workspaces receives the second incoming call.

Place a call on hold
in the case of multiple
calls.

* Long-press the Call
button on the
headset.

* Press the Call
button on the

Avaya Workspaces puts the active call on hold and
receives the next call in the queue.

If the agent long-presses the Call button again, Avaya
Workspaces puts the second call on hold and resumes
the first call.

MR « If the agent single-presses the Call button, Avaya
Workspaces ends the active call.
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Chapter 6: Agent features

Agent desktop notifications

Avaya Workspaces provides agent desktop notifications. When the account administrator
configures agent desktop notifications, Avaya Workspaces agent settings use the notification
system of the browser to send notifications. Avaya Workspaces sends agent desktop notifications
even when you are on a different tab or in a different application.

Internal extension call

With Avaya Experience Platform™ (On-Prem + Connect), agents and supervisors can make
internal extension calls to each other on matters unrelated to customers. For example, a
supervisor can call an agent about the work schedule, or an agent can call the supervisor to
discuss issues related to appraisal. When an agent is on an internal call, the agent is unavailable
for Automatic Call Distribution (ACD) or Direct Agent Call (DAC) calls during the call duration.

If an agent is on a customer call, the following occurs:
* The agent can make a consult call to another agent for customer-related queries.

* The agent can receive an internal call notification, but Avaya Workspaces automatically puts

the customer call on hold if the agent answers the call. This feature applies to all external and
emergency calls.

» The agent can ignore the internal extension call and can click to return the call from the list of
missed calls or call history. If the agent does not answer the call and the calling agent does
not cancel the call, Avaya Experience Platform™ (On-Prem + Connect) times out the ringing
in 180 seconds.

An agent can, however, toggle between multiple calls. The agent can unhold a call, which puts

the previous active call on hold. Avaya Workspaces supports the following features for handling
multiple calls:

» An agent can switch the calling card without clicking the unhold button, which does not switch
the media.

* An agent must click the unhold button to switch the media.
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Digital Library widgets

The internal extension call feature supports the following features:
* End call
* Mute or Unmute
* Hold or Unhold with music on hold
* DTMF keypad
The internal extension call feature does not support auto-answer.

If you cannot access the internal extension call feature, contact Avaya Support.

Digital Library widgets

The Digital Library widget consists of the global templates and the templates that are associated
with queues. Account administrators can configure the templates in the administration interface.

In Avaya Workspaces, © represents the global templates and E. represents the templates that
are associated with the same queue received in the interaction card. Agents can choose these
preconfigured templates when handling an interaction.

Interaction widget
The interaction widget displays the chat, customer email, and messages interactions.
Email Template Selector widget

The Email Template Selector widget contains list of templates that the agent can select and add
while composing an email. Agents can preview the template description by hovering over the
template.

Quick Text widget

The Quick Text widget displays frequently-used text with information to process the customer’s
request through out the interaction. The widget appears for chat, messaging, and email
interactions.

Quick texts are configuration phrases for use when handling chat, messaging, and email
interactions. Agents can select and insert these texts while responding to customer interactions.
Text templates can help save time and maintain consistency.

URL templates widget

The URL templates widget contains a configured web page link that agents can use to send
replies to customer chat, messaging, and email contacts.

File templates widget
Agents can select file attachments to send replies to customer email and messaging contacts.
Transfer templates

When an agent receives an interaction that was transferred through a queue, they can view
a list of published templates. These templates are associated to the queue through which the
interaction was transferred along with the global queues.
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Agent features

When an agent transfers an interaction to another agent, they can view a list of published
templates, which are associated to the queue through which the interaction was transferred along
with the global queues.

If an agent transfers an interaction card to another agent, the interaction card displays the
associated templates even if the agents are not associated to that queue.

Switching from one interaction card to another
About this task

You must switch between interaction cards to communicate with different customers when you
receive multiple interactions simultaneously. Use the following procedure to switch from one
interaction card to another.

Procedure
1. Click the header of the interaction card to switch.
Avaya Workspaces brings that interaction card into focus.

2. (Optional) When you have multiple interaction cards and you cannot view all the cards
simultaneously due to the screen width, select the non-active interaction card to bring the
interaction card into focus. You can select the non-active interaction from the carousel
control available on either side of the interaction card area.

Related links
Handling Multiple Interactions

Accepting a chat interaction
About this task

After you log in to Avaya Workspaces and start working, the interaction area displays incoming
interactions as interaction cards.

Before you begin

* If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the voice channel:
- Ensure that you Go Ready on digital.

- Ensure that you Go Not Ready on voice with the Not Ready reason code set to Work on
Digital.

Procedure

On the chat interaction card, click @ for an inbound chat interaction.

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 49
Comments on this document?



https://documentation.avaya.com/bundle/Workspaces_videos/page/Handling_Multiple_Interactions.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Accepting a messaging interaction

Result

Avaya Workspaces displays the Chat widget to view the chat conversations. Agents can continue
to work on the interaction.

Accepting a messaging interaction
About this task

After you log in to Avaya Workspaces and start working, the interaction area displays incoming
interactions as interaction cards.

Before you begin

+ If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the voice channel:
- Ensure that you Go Ready on digital.

- Ensure that you Go Not Ready on voice with the Not Ready reason code set to Work on
Digital.

Procedure
On the messaging interaction card, click @ for an inbound messaging interaction.
Result

Avaya Workspaces displays the Chat and Messaging widget to view the messaging
conversations. Agents can continue to work on the interaction.

Accepting an email interaction
About this task

After you log in to Avaya Workspaces and start working, the interaction area displays incoming
interactions as interaction cards.

Before you begin

* If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the voice channel:
- Ensure that you Go Ready on digital.

- Ensure that you Go Not Ready on voice with the Not Ready reason code set to Work on
Digital.
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Agent features

Procedure
On the email interaction card, click @ for an inbound email interaction.
Result

Avaya Workspaces displays the Email widget with the customer’s email and the Email Template
Selector widget.

Accepting a voice interaction
About this task

After you log in to Avaya Workspaces and start working, the interaction area displays incoming
interactions as interaction cards.

Before you begin

* If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the digital channel:
- Ensure that you Go Ready on voice.

- Ensure that you Go Not Ready on digital with the Not Ready reason code set to Work on
Voice.

Procedure
On the voice interaction card, click @ for an inbound voice interaction.
Result

Avaya Workspaces displays the Customer Details and Interaction Details widgets.

Chat

Avaya Workspaces supports session-based interface to allow contact center customers to initiate
chat conversations using their browser. When a customer initiates the chat session, an initial
greeting appears and a suitable agent is assigned to handle the interaction. The agent and
customer are connected and can begin exchanging messages. These interactions are live chats,
and the interactions end when one of the parties disconnects.

Related links
Chat Messaging
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Chat

Using a chat interaction card
About this task

You can accept the chat and start working on the interaction card from the Avaya Workspaces
user interface.

Avaya Workspaces displays customer and agent messages in different colors so agents can
differentiate between them.

If you scroll up in the chat interaction and a new message arrives, the window does not
automatically scroll to the bottom. Instead, the interaction shows a new message indicator. You
can then click the new message indicator or use the scroll bar to move to the latest message
received.

Before you begin

* If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

« If you are logged into only the voice channel:
- Ensure that you Go Ready on digital.

- Ensure that you Go Not Ready on voice with the Not Ready reason code set to Work on
Digital.

Procedure
1. When you get a chat interaction card, click @ to accept the chat.

Avaya Workspaces displays the Chat and Quick Text widgets. The Chat widget displays
the chat conversation with the customer.

2. In the Message customer field, type your chat message and click <7 or press the Enter
key.

The Chat widget displays the message that you sent.

3. (Optional) From the Digital Library widget, click <7 to use a text from the Quick Text widget
in the chat.

Avaya Workspaces sends the quick text to the customer.
You can also edit the quick text and then send the message.

4. (Optional) To use a URL from the URL template in the chat, click the required template to
add the URL to the chat.

5. (Optional) To work with the customer interaction, you can click any of the following from
the navigation pane:

=: To view customer information.

Do

9. To view the customer journey.
» 2: To transfer interaction to another agent or queue.

<. To view the list of participants involved in the interaction.

R

o
-

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 52
Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Agent features

* (7: To access an external website configured for a Screenpop.

Avaya Workspaces displays only those screenpops configured in the administration
interface. Avaya Workspaces displays screenpops differently depending on settings
configured in the administration interface.

If the administrator enables the appropriate configuration in the administration interface,
after accepting the interaction, the Screenpop widget does one of the following:

- Opens a new browser window with the configured external website.

- Displays the Screenpop widget and then opens any external screenpops that are
configured.

6. (Optional) Click .

Avaya Workspaces displays the Disposition Codes and Interaction Details menus. The
disposition codes are used to report the outcome of the interaction.

7. (Optional) Click the Disposition Codes menu and click a disposition code.
You can set a disposition code for every interaction while the interaction is active.

Avaya Workspaces displays those disposition codes configured in the administration
interface.

8. Click |g to close the digital contact.

Messaging

Avaya Workspaces supports messaging to enable contact center customers to engage in rich,
persistent, and asynchronous conversations. Avaya Workspaces supports SDKs for iOS, Android,
and Web, allowing organizations to design their modern messaging experiences.

Avaya Workspaces provides support for establishing a messaging contact again with the same
agent when a customer sends a new message on the message channel.

You can add attachments to messages. However, if Avaya Experience Platform™ Public Cloud
identifies a file as unsafe during a file scan, it deletes the file.

Your administrator can enable or disable sending emojis, attachments, location requests, and
audio and video recordings using the messaging widget.

If Typing Notification feature is enabled for a messaging integration, then during an interaction you
can see a notification whenever the customer is typing a message.

Related links
Async Messaging
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Messaging

Working on a messaging interaction

About this task
You can view the messaging conversation with the customer from the Chat and Messaging widget.

Avaya Workspaces displays customer and agent messages in different colors so agents can
differentiate between them.

Procedure

1. When you get a messaging interaction card, click @ to accept it.

Avaya Workspaces displays the Chat and Messaging widget.

2. In the Message customer field, type your message and click <7 or press the Enter key.

The Chat and Messaging widget displays the message that you sent.

3. (Optional) To use an emaiji, click © and select the required emoji from the emoji popup.

4. (Optional) To use a rich interactive message from the Digital Library widget, click the
respective option.

You can send the following types of preconfigured rich interactive messages from the
Digital Library:

Text messages (simple text, text with emojis)

Carousel

Messages with action buttons (postback, postback with link, reply)
Location messages (location, location request)

URL templates

File templates

The file attachments include graphical messages, document attachments, and video and
audio files.

The following file attachment types are supported:

3g2, 3gp, 7z, amr, avi, bmp, docx, gif, jpeg, jpg, key, mda, miv,
mov, mp3, mp4, mpeg, mpg, mpga, numbers, odt, ogg, pages, pdf,
png, pps, ppsx, ppt, pptx, txt, wav, webm, webp, wmv, xlsx, xml,
webp, jfif, oga, ogv, gt

5. (Optional) To work with the customer interaction, you can click any of the following from
the navigation pane:

February 2025

&%: To view the customer information.
15: To view the customer journey.
—: To transfer the interaction to another agent or queue.

=2. To view the list of participants involved in the interaction.
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Agent features

* (7: To access an external website configured for a Screenpop.

Avaya Workspaces displays only those screenpops configured in Application Center
Administration. Avaya Workspaces displays screenpops differently depending on the
settings configured in Application Center Administration.

If the account administrator enables the appropriate configuration in Application Center

Administration after accepting the interaction, the Screenpop widget does one of the
following:

- Opens a new browser window with the configured external website.

- Displays the Screenpop widget and then opens any external screenpops that are
configured.

6. (Optional) Click .

Avaya Workspaces displays the Disposition Codes and Interaction Details menus. The
disposition codes are used to report the outcome of the interaction.

. (Optional) Click the Disposition Codes menu and click a disposition code.

You can set a disposition code for every interaction while the interaction is active.

Avaya Workspaces displays only those disposition codes configured in Application Center

Administration.

8. Click |g to close the digital contact.

Related links
Async Messaging

Using the Customer Journey Widget

Using the Basic Screenpop Widget

Working on a Facebook interaction
About this task

You can view the messaging conversation with the customer from the Chat and Messaging widget.
The widget displays the Facebook message with the Facebook logo. The Contact Details pane of
Customer Journey displays the Facebook ID.

Avaya Workspaces displays customer and agent messages in different colors so agents can
differentiate between them.

Procedure

1.

When you get a messaging interaction card, click @ to accept it.
Avaya Workspaces displays the Chat and Messaging widget.
In the Message customer field, type your message and click <7 or press Enter.

The maximum number of words in a message is 2,000 words.

. (Optional) To use an emoji, click © and select the required emoji from the emoji window.
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Messaging

4. (Optional) To use an interactive message from the Digital Library widget, click the required
option.

5. Click ig to close the messaging interaction card.

Related links

Working on a messaging interaction on page 53
Using Avaya Social Connections

Working on a WhatsApp interaction

About this task

You can view WhatsApp interactions with customers on the Chat and Messaging widget. The
widget displays all WhatsApp interactions with a WhatsApp logo. The Contact Details pane

of Customer Journey displays the customer identifiers associated with the WhatsApp business
account, such as phone number and email address.

Avaya Workspaces displays customer and agent messages in different colors so agents can
differentiate between them.
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Figure 3: Example of a WhatsApp macro template

If an agent does not respond to a customer within 24 hours of the customer's last message, the
agent cannot respond in the same engagement. Avaya Workspaces disables the text field in the
Chat and Messaging widget and displays the following message:

24hrs passed since last message from customer.

The agent must use a new WhatsApp template from the Digital Library widget to send a message
to the customer.

Procedure

1. When you get a messaging interaction card, click @ to accept it.
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Agent features

8.
9.

Avaya Workspaces displays the Chat and Messaging widget.

. To send a plain text message, in the Message customer field, type your message and

click <7 or press the Enter key.
The maximum word limit for a message is 2,000 words.

The Chat and Messaging widget displays the message that you sent.

. To send a button message, from WhatsApp Templates in the Digital Library widget, click

the required button template, and click <7.

The Chat and Messaging widget displays the buttons in the selected template.

. To send a macro message, from WhatsApp Templates in the Digital Library widget, click

the required macro template.

The Chat and Messaging widget displays the macros available in the template.

. Select the required macros in the template.

You can select a macro of your choice. For example, select Text, Currency, or Date.

Update the fields corresponding to the selected macro and click <7.

For example, if you select Currency, in the corresponding fields, you can select the
currency type, for example, USD. Finally, enter the currency amount.

° Note:

When you add text in the macro header, ensure that the text does not exceed the limit
of 60 characters.

. To send a media message, from WhatsApp Templates in the Digital Library widget, click

the required media template.

» To send an image, select an image media template.

» To send a video, select a video media template.

» To send a document, select a file media template.

(Optional) To use an emoji, click © and select the required emoji from the emoji window.

Click g to close the messaging interaction card.

Related links
Working on a messaging interaction on page 53

Working on an Instagram interaction
About this task

You can view Instagram interactions with customers on the Chat and Messaging widget. The
widget displays all Instagram interactions with the Instagram logo. The Contact Details pane
of Customer Journey displays the customer identifiers associated with the Instagram business
account, such as phone number and email address.
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Email

If a customer mentions your Instagram account in their stories, you receive a notification message
informing you of the mention. You receive mentions in your interactions if the Instagram account of
the customer is public or if you are following their account.

The Instagram stories mentioning your account expire within 24 hours or can be deleted by the
customer beforehand. After a story expirT(Mas or is deleted, you can no longer access the media from
the story, as Avaya Experience Platform = Public Cloud does not download or store this content.

If a customer sends a text or a media message from a mobile app, they can delete or unsend
it subsequently. When a customer deletes a message, you receive a notification stating that the
message is deleted in place of the deleted message.

Avaya Workspaces displays customer and agent messages in different colors so agents can
differentiate between them.

Procedure
1. When you get a messaging interaction card, click @ to accept it.
Avaya Workspaces displays the Chat and Messaging widget.

2. To send a plain text message, in the Message customer field, type your message and
click <7 or press the Enter key.

The maximum word limit for a message is 2,000 words.
The Chat and Messaging widget displays the message that you sent.
3. To send an attachment, select the file from your device and click <7.

The Chat and Messaging widget displays the selected file, such as an image or a video, in
the Chat and Messaging widget.

4. (Optional) To use an emoji, click © and select the required emoji from the emoji window.

5. (Optional) To open the story mentioning your Instagram account, click the message
notifying about the mention.

6. Click | to close the messaging interaction card.

Related links
Working on a messaging interaction on page 53

Email

Avaya Workspaces receives the email messages as email interactions. Agents can use several
configurable templates when responding to email interactions such as text templates, automatic
responses, signatures, and disclaimers. This allows organizations to quickly respond to bulk
emails without increasing staffing levels. For example, email templates help agents to respond to
customers quickly, thereby reducing interaction time and improving contact center efficiency.

You can add attachments to your emails. However, if Avaya Experience Platform™ Public Cloud
identifies a file as unsafe during a file scan, it deletes the file.
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Related links
Email Interaction

Using the Email Widget

Email Digital Library

Working on an email interaction
About this task

You can start working on the email interaction card from the Avaya Workspaces user interface.
You can send multiple emails to the same customer while keeping the work card open.

The email widget displays the updated user interface. To enable the new user interface for the
email widget, contact your administrator.

Procedure

1.

When you get an email interaction card, to accept the interaction, click @.
Avaya Workspaces displays the customer's email details and the Digital Library widget.

The subject of the email displays a maximum of 256 characters. Long subject exceeding
256 characters is truncated. The truncated part is indicated by - at the end of the subject.

. To work on an email, click one of the following:

» —: To forward the email and its associated content to a recipient.
* <: To reply to the email.
» <. To reply to all recipients in the email thread.

Avaya Workspaces displays the email editor and the Digital Library widget.

3. In the message body, type the response to the customer query.

In the To, Cc, and Bcc fields, enter additional email addresses to whom you want to send
the email.

You can add a maximum of 50 addresses in the To, Cc, and Bcc fields.

Long email addresses are truncated to fit into the address field. To view a full email
address, hover over it.

You can also copy and paste one or several email addresses.

. (Optional) To use a template, on the Digital Library widget, click one of the following and

select a template from the list:
* Quick Text: To insert a text template into the email.
* URL: To add a URL template to the email.
* FILE: To attach a file template to the email.
* Email: To use an email template.

You can use the Search Templates field to search for templates. When you hover over a
template, you can preview the template description.
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Email

6. (Optional) To add a predefined email signature, click 2.

If you have not added any email signatures in Settings, the Insert Signature window
displays the No signatures found message.

7. (Optional) To work with the customer interaction, use any of the following options from the
navigation pane:

+ &%: To view the customer information.

* [18: To view the customer journey.
pad

: To transfer interaction to another agent or queue.
* (7: To access an external website configured for a Screenpop.

Avaya Workspaces displays only those screenpops configured in Application Center
Administration. Avaya Workspaces displays screenpops differently depending on the
settings configured in Application Center Administration.

If the account administrator enables the appropriate configuration in Application Center
Administration after accepting the interaction, the Screenpop widget does one of the
following:

- Opens a new browser window with the configured external website.

- Displays the Screenpop widget and then opens any external screenpops that are
configured.

8. Click --.

Avaya Workspaces displays the Disposition Codes and Interaction Details menus.
Disposition codes are used to report the outcome of the interaction.

9. Click the Disposition Codes menu and select a disposition code.
You can set a disposition code for every interaction while the interaction is active.

Avaya Workspaces displays only the disposition codes configured in Application Center
Administration.

10. To send the email and close the email interaction card, click Send.

11. (Optional) To send the email and keep the work card option for later, next to the Send
button, click & > Send and Retain.

12. Click g to close the digital contact.

Related links
Email Interaction
Using the Email Widget
Email Digital Library
Using the Customer Journey Widget
Using the Basic Screenpop Widget
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Replying to emails
About this task
You can reply to emails from the Email widget.

The email widget displays the updated user interface. To enable the new user interface for the
email widget, contact your administrator.

Procedure

1.

In Avaya Workspaces, click =.

Avaya Workspaces displays the customer's email details with the Digital Library widget.

. Click < to reply to the sender of the email or < to reply to all recipients in the email thread.

3. In the Subject field, type the subject of the email.

You must enter a maximum of 256 characters in the Subject field.
In the To field, enter the email address.

Long email addresses are truncated to fit into the address field. To view a full email
address, hover over it.

You can also copy and paste one or several email addresses.
In the body of the email, do the following:
a. Type the message of the reply.

b. (Optional) To use an email template, click Email to select the required template from
the Digital Library widget.

c. (Optional) To add a predefined email signature, click #.

The email editor supports various formatting, such as font style, font color, font size,
bulleted and numbered lists, hyperlinks, bold, italics, strikethrough, and underline texts,
quoted text, text alignment, tables, indents and outdents, and horizontal lines.

The email editor also supports spell-check, which is limited to identifying incorrect spelling
with a visual indication of a misspelled word.

To send the email and close the email interaction card, click Send.

7. (Optional) To send the email and keep the work card option for later, next to the Send

button, click ® > Send and Retain.

Related links
Email Interaction

Using the Email Widget

Email Digital Library

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 61

Comments on this document?



https://documentation.avaya.com/bundle/Workspaces_videos/page/Email_Interaction.html
https://documentation.avaya.com/bundle/Workspaces_videos/page/Using_the_Email_Widget.html
https://documentation.avaya.com/bundle/Workspaces_videos/page/Email_Digital_Library.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Email

Forwarding emails
About this task

You can forward an email and its associated content to a user outside the contact center.

The email widget displays the updated user interface. To enable the new user interface for the
email widget, contact your administrator.

Procedure

1. In Avaya Workspaces, click =.

Avaya Workspaces displays the customer's email details with the Digital Library widget.
2. Click — to forward the email.
3. In the To field, enter the email address.

You can also copy and paste one or several email addresses.
4. In the message body, do the following:

a. To add a new message, type the message.

b. To use an email template, click Email and select the required template from the
Digital Library widget.

5. In the Subject field, type the subject of the email.
You must enter a maximum of 256 characters in the Subject field.
6. Click Send.

Related links
Email Interaction
Using the Email Widget
Email Digital Library

Inserting images in an email

About this task

You can insert inline images in an email of an active email contact. Avaya Workspaces supports
images that are in *.apng, *.bmp, *.gif, *.1ico, *.jpeqg, *.Jjpg, *.png, *.psd, *.svg,

*x tif, *.tiff, or *.webp formats.

The maximum size of the image is 3 MB, and the maximum size of an outbound email, including

images and attachments, is 10 MB. In an email, an agent can have a maximum of five images at a
time.

You can also copy and paste an inline image into an email.

The email widget displays the updated user interface. To enable the new user interface for the
email widget, contact your administrator.
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Procedure

1. In the navigation menu, click =.

2. On the message toolbar, click : and do one of the following to insert an image:
* Click 4 and select the image from the local storage.
* Click @ and enter the URL of the image.

3. (Optional) Do any or all of the following to format the image:
» To add an alternative text, click & and type the text.
» To set the image alignment, select 0., O, or =o.
+ To insert a paragraph around the image, click @ before or after the image.

» To add an image caption, click &J and enter an image caption.

Related links
Using the Email Widget

Adhoc email

Agents and supervisors can send outbound emails using the adhoc email feature of Avaya
Workspaces. This option is available for agents and supervisors during an active customer
interaction on the email channel and when they are logged in.

= is available if the email channel is activated. With this feature, the agent or supervisor can:
» Send business or personal emails
» Add, delete, or change participants in the To, Cc, and Bcc fields
* Attach files to adhoc emails
» Cancel an adhoc email
» Select the required address in the From field

Related links
Sending Outbound Emails

Creating an adhoc email
About this task

You can create an adhoc email to initiate an email interaction with customers. You can compose
the email during an interaction or initiate a new interaction. You can create content for the email
and use the templates available in the Digital Library.

© Note:

You cannot create a new email until the current adhoc email is sent or canceled.

The email widget displays the updated user interface. To enable the new user interface for the
email widget, contact your administrator.
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Procedure

1.

In Avaya Workspaces, click =.

Avaya Workspaces displays the email editor with the Digital Library widget.

2. In the From list, select the email address to send the email.
3. Fill in the Subject and To fields.

10.

1.

You must enter a maximum of 256 characters in the Subject field. You can copy and paste
one or more email addresses to the To field.

. (Optional) To add attachments, click 2.

After you attach a file, Avaya Workspaces displays the name of the attached file in the
Attachments section. You can add one attachment at a time.

. (Optional) To remove the added attachment, next to the attachment preview name, click

.

. (Optional) To insert an inline image, click : and 4.

You can also copy and paste the image into the email to insert an inline image.

. (Optional) To add a predefined email signature, click #.

If you did not add any email signatures in Settings, the Insert Signature window displays
the No signatures found message. An email signature is configured in Application
Center Administration and available when published.

. (Optional) To use a template, on the Digital Library widget, click one of the following and

select a template from the list:
* Quick Text: To insert a text template into the email.
* URL: To add a URL template to the email.
* FILE: To attach a file template to the email.
* Email: To use an email template.

You can use the Search Templates field to search for templates. When you hover over a
template, you can preview the template description.

. (Optional) To view disposition codes and interaction details, click --.

Avaya Workspaces displays the Disposition Codes and Interaction Details menus.
Disposition codes are used to report the outcome of the interaction.

(Optional) To select a disposition code, click the Disposition Codes menu.
You can set a disposition code for every interaction when the interaction is active.

Avaya Workspaces displays the disposition codes configured in Application Center
Administration.

Click Send.
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12. (Optional) To cancel sending the email, click Discard.

Related links
Sending Outbound Emails

Voice

You can use the administration interface to complete the account configuration to route test
interactions to agents logged in to Avaya Workspaces. The voice interactions are routed to Avaya
Workspaces for the contact center customers to experience the best possible service.
Related links
Using a voice interaction card on page 64
Making an external call on page 65
Call Work Codes on page 66
Call recording on page 68
VDN of Origin Announcement on page 68
Redirect on Optim Failure on page 68

Using a voice interaction card
About this task

You can accept and start working on the voice interaction from the Avaya Workspaces user
interface.

Before you begin

+ If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the digital channel:
- Ensure that you Go Ready on voice.

- Ensure that you Go Not Ready on digital with the Not Ready reason code set to Work on
Voice.

Procedure
1. When a voice interaction is alerting, click @ to accept the interaction.
The Avaya Workspaces displays the Customer Details and Interaction Details widgets.

2. (Optional) To complete the customer interaction, you can use any of the following options
from the navigation pane:

=: To view information about the customer.

Do

: To view the customer journey.

%]
» 2: To transfer the interaction to a target user or an external number.
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* (7: To access an external website configured for a Screenpop.

Avaya Workspaces displays those screenpops configured in the administration interface.
Avaya Workspaces displays screenpops differently depending on settings configured in
the administration interface.

If the administrator enables the appropriate configuration in the administration interface,
after accepting the interaction, the Screenpop widget does one of the following:

- Opens a new browser window with the configured external website.

- Displays the Screenpop widget and then opens any external screenpops that are
configured.

(Optional) To enter DTMF key inputs for IVR or voicemail, click #.

(Optional) To mute the audio input, click . To resume the audio input, click & .
(Optional) To put the interaction on hold, click || .

(Optional) To resume the interaction, click 1.

(Optional) Click --.

Avaya Workspaces displays the Work Codes and Interaction Details menus. Call
Management System (CMS) uses CWC to track calls based on the defined code.

N o g MW

8. (Optional) Click the Work Codes menu and click a work code.

You can set a work code for every interaction while the interaction is active.

Avaya Workspaces displays those work codes configured in the administration interface.
9. Click g to end the call.

Related links
Voice on page 64
Using Voice Interactions and Viewing Interaction Details
Handling Multiple Digital Interactions and Agent RONA
Accessing Customer Journey
Using the Basic Screenpop Widget

Making an external call

About this task

Use this procedure to call an external number outside the contact center from Avaya Workspaces.
The external number can be a PSTN, Avaya Cloud Office™, or SIP number. When a customer
matches the dialed number, the Customer Journey widget displays the journey for the customer
linked to the dialed number.

You can make an external call even when you are in an idle or Not Ready state.
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Before you begin

* If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the digital channel:

- Ensure that you Go Ready on voice.

- Ensure that you Go Not Ready on digital with the Not Ready reason code set to Work on
Voice.

Procedure
Do one of the following to make a call:

* In the Enter number field, type a phone number or contact name and click <.
* Click :z, use the dial pad to type a number and click <.
* Click ;> to dial the last dialed number.

Related links
Voice on page 64

Call Work Codes

If your system administrator configures the Call Work Code (CWC) feature, you can use the
feature to assign an incoming call with CWC. You can assign an incoming call with maximum of
six CWCs. Six CWCs gets recorded in reporting and the last CWC selected shows "ticked" next
to it in the CWC menu. The CWC length can be up to 16 digits. Call Management System (CMS)
uses CWC to track calls based on the defined code.

To enter CWCs, you must log in as an agent, and one of the following conditions must be met:

* You are on an Automatic Call Distribution (ACD) call.

* You are operating in the manual-in mode and have transitioned to the After Call Work (ACW)
state after disconnecting the ACD call.

* You are operating in the auto-in mode and have transitioned to the Timed ACW state after
disconnecting the ACD call.

You cannot enter CWCs for any of the following conditions:
* You are on a non-ACD call.
« If the interaction is on Hold || .

To resume the interaction, click /7. You can then press the CWC button on the interaction
work card to select a CWC before disconnecting the interaction.

Related links
Voice on page 64
Entering call work codes on page 67
Forced entry of call work codes on page 67
Using Call Work Codes

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 67
Comments on this document?



https://documentation.avaya.com/bundle/AXPC_Workspaces_agent_videos/page/AXPC_Using_Call_Work_Codes.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Voice

Entering call work codes
About this task

Use the Call Work Code (CWC) feature to assign an incoming call with a CWC. The CWC length

can be up to 16 digits. Call Management System (CMS) uses CWC to track calls based on the
defined code.

Before you begin
* Your account administrator must configure the CWCs in the administration interface.

+ If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the digital channel:
- Ensure that you Go Ready on voice.

- Ensure that you Go Not Ready on digital with the Not Ready reason code set to Work on
Voice.

* Ensure that you meet one of the following conditions:
- You are on an Automatic Call Distribution (ACD) call.

- You are operating in the manual-in mode and have transitioned to the After Call Work
(ACW) state after disconnecting the ACD call.

- You are operating in the auto-in mode and have transitioned to the Timed ACW state after
disconnecting the ACD call.

Procedure

1. On the navigation pane, click --.

2. To enter the work code, select the required Work Code from the list.

Related links
Call Work Codes on page 66
Using Call Work Codes

Forced entry of call work codes

Your account administrator must configure the Call Work Codes (CWC) in the administration
interface.

To enter a CWC, you must be:
* On an Automatic Call Distribution (ACD) call.

» Operating in the manual-in mode and have transitioned to the After Call Work (ACW) state
after disconnecting the ACD call.

» Operating in the auto-in mode and have transitioned to the Timed After Call Work (TACW)
state after disconnecting the ACD call.

After disconnecting a call, you automatically enter the ACW mode for manual-in or the TACW
mode for auto-in. You must enter a CWC before returning to the manual-in mode or available
mode with TACW.
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If you are in the ACW mode for manual-in or the TACW mode for auto-in and you disconnect a
call without entering a CWC, Avaya Workspaces displays the Entry of Call Work Code is
required message.

Related links
Call Work Codes on page 66
Using Call Work Codes

Call recording

Avaya Experience Platform™ (On-Prem + Connect) hybrid voice bundle does not include the call
recording functionality. However, you can continue to use any CTl-based call recording application
that you have on-premise.

© Note:

Avaya Experience Platform™ (On-Prem + Connect) does not support screen recording.

Related links
Voice on page 64

VDN of Origin Announcement

VDN of Origin Announcement (VOA) provides a short message about the requested service
based on the VDN that processes the call. VOA helps you to respond appropriately to caller
requests.

When the contact center routes an incoming call to a VDN with an assigned VOA, the VDN routes
the call to a vector that places the call in the queue. When you answer a call, you can hear

the VOA message, and the contact center connects the caller to you after the message ends. If
auto-answer is enabled for you, Avaya Workspaces automatically answers the call, and you can
hear a zip tone followed by the VOA message before talking to the customer.

You cannot hear the caller when Avaya Workspaces plays the VOA message. The caller can hear
a ringback tone when you are listening to the VOA.

Related links
Voice on page 64

Redirect on Optim Failure

For voice interactions in Avaya Experience Platform™ (On-Prem + Connect), Avaya Experience
Platform™ On-Prem controls the Redirect on Optim Failure (ROOF) functionality. If calls to
Automatic Call Distribution stations cannot connect due to loss of network connectivity, ROOF
provides redirection of calls back into the call queue or to the specified VDN. Avaya Workspaces
automatically transitions the agent to the Not Ready state and displays the corresponding ROOF
reason code.

Related links
Voice on page 64
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Transferring an interaction to a queue

Transferring an interaction to a queue
About this task

As an agent, you can transfer interactions to another contact center agent or a supervisor through
a queue. Transfer to a queue is a single-step transfer.

You can use the Transfer to Queue feature in the following cases:
* The interaction came to you by mistake.
* You cannot help the customer, and you must send the interaction to another expert.

Avaya Workspaces supports the Transfer to Queue feature for the Voice, Chat, Email, and Chat
and Messaging channels.

Avaya Workspaces supports the Transfer feature for inbound calls with Avaya Experience
Platform™ (On-Prem + Connect).

Procedure
1. On the interaction card, click 2.
Avaya Workspaces displays a list of queues configured in the administration interface.

2. In the Services list, select the queue to transfer the interaction.

Related links
Consulting other users and Transferring Interactions

Transferring an interaction to a user
About this task

The Transfer to User feature enables an agent or supervisor to transfer email, chat, voice, or
messaging interactions to another agent or a supervisor in a single-step transfer.

Avaya Workspaces supports the Transfer feature for inbound calls with Avaya Experience
Platform™ (On-Prem + Connect).

Supervisors can search, filter, and group the agent or user list.

When an agent or supervisor transfers an email interaction to an offline target user, the transfer
fails. Avaya Workspaces returns the interaction to the agent who transferred the interaction.

You cannot change the To, Cc, Becc, Subject, message, and attachments of a transferred email.
When transferring a voice interaction, the target user must be online.

When the target user does not accept the transferred interaction on time, the interaction goes

to Redirect On No Answer (RONA). If the interaction goes to RONA or the destination agent is
busy, then the interaction returns to the original agent. If the original agent is also unavailable, the
interaction goes to the original queue.
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For the transfer of a voice call, if RONA occurs after the transfer, the call is re-directed to a
different agent. This redirection occurs if there is a different VDN configured in Communication
Manager for RONA. Otherwise, the call remains in the queue if there are no available agents.

Procedure
1. On the email, chat, voice, or messaging interaction card, click .
2. In the Users menu, search for and click the name of the agent to transfer the interaction.

You must enter a minimum of 2 characters to click the Search icon and trigger a search.
However, you must enter a minimum of 3 characters to display the search result. The
search list contains agents or supervisors configured with the same channel as the
transferred interaction.

° Note:

The search menu returns a maximum of 10 results. If your search returns more than
10 matches, refine your search for a better match.

Next steps

The target user receives the interaction as a regular interaction. The user can also transfer the
interaction to another user.

Related links
Viewing Interaction Details

Transferring a voice interaction to an external number

About this task

An agent or a supervisor can transfer a voice interaction to a number outside the contact center in
a single-step transfer.

© Note:

Transfer to an external number feature is unavailable for an outbound call. An agent can have
one active outbound call at a time.

Before you begin

* If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the digital channel:
- Ensure that you Go Ready on voice.

- Ensure that you Go Not Ready on digital with the Not Ready reason code set to Work on
Voice.
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Consult interactions

Procedure
1. On the voice interaction card, click 2.
2. In the Enter number field, type the number to transfer the voice interaction, and click <.

When the target destination for the transfer is invalid, the transfer is not processed, the call
remains on hold with the agent, and the agent must unhold the call manually.

After you click an interaction to transfer, the agent is dropped from the interaction after the
interaction is successful.

3. (Optional) Click ::, use the dial pad to type a number to transfer the voice interaction, and
click <.

Related links
Consulting other users and Transferring Interactions

Consult interactions

Avaya Workspaces supports the Consult feature. With this feature, an agent can call a user
with an external number to receive assistance during a customer interaction. Agents can send
a consult request to an external user. The consulting agent is the agent who sends the consult
request to receive assistance, and the consulted agent is the agent who assists the consulting
agent.

During the consultation, agents can do the following actions:
» Put the customer call on hold.
* Move between calls.
* Transfer or disconnect from the consultation or remain in the conference call.
* Resume the customer call.

If the agent receiving a consultation call is unavailable or does not answer the call within the
RONA timeout period, the call remains on hold in the queue until a consulted agent is available. If
the consulting or consulted agent or the external user cancels the consult request, the consulting
agent returns to the call with the customer.

After receiving a consultation from another agent, the consulting agent can complete the
consultation call as a transfer or a conference.

Six-way conferencing

Avaya Workspaces supports six-way conferencing where consulting agents can add one or more
other agents, supervisors, or external users to complete a consultation call as a transfer or
conference.
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© Note:

If the agent makes a consultation call during an outbound call, the agent can either end the
consultation call or complete the consultation call as conference. The agent cannot complete
the consultation call as transfer.

Consult complete as transfer

The consulting agents can transfer a customer interaction to an external number after the
consultation call. After the transfer to an external user is complete, the consulting agent drops
off from the call with the customer. An external user receiving a consultation call request joins
the call with the customer. If the consulted external user is unavailable for the call, the consulting
agent can cancel the consult request and return to the call with the customer.

© Note:

If the agent makes a consultation call during an outbound call, the agent cannot complete the
consultation call as transfer.

Consult complete as conference

The consulting agents can complete the consultation call as a conference. After completing

the consultation call as a conference, the customer automatically joins the conference with

the consulting agent and the external user. If the external user is unavailable for the call, the
consulting agent can cancel the consult request and return to the call with the customer. Avaya
Workspaces displays the Consult button on a conference call for agents until there are maximum
of six participants on the conference call.

Customer Journey support for consult interactions

Customer Journey sequentially records all consult call events, including consult conferences and
consult transfers to users, queues, and external numbers.

Customer Journey also records interaction details for outbound calls to PSTN numbers.

In the Customer Journey and Interaction Search widgets, agents and supervisors can click | = 2| to
view the name of the consulting agent, the names of the consulted agents or queues, the duration
of activity between agents or queues, the activity start timestamp, agent held time, and the total
customer held time for an engagement.

Agents and supervisors can access the recorded data under the following scenarios:

« If the consulting agent completes the consultation call as a transfer, only the consulted
agents or supervisors can view the recorded data for the customer engagement.

« If the consulting agent completes the consultation call as a conference, both the consulting
and the consulted agents or supervisors can view the recorded data for the customer
engagement.

« If the consulting agent resumes the customer call after the consultation, only the consulting
agent can view the recorded data for the customer engagement.

Related links
Adding an external user to an interaction on page 73
Consulting other users and Transferring Interactions
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Consult interactions

Adding an external user to an interaction
About this task

With the Consult feature, you can call a user with an external number to receive assistance during
a customer interaction. After a consultation call ends, you can resume the conversation with the
customer. You can also complete the consultation call as a transfer or conference.

* If you complete the consultation call as a transfer, you are dropped from the call, and the
consulted user takes over the call.

* If you end the consultation call as a conference, you can initiate a six-way conference with
yourself, the customer, and the consulted external user.

The external number can be the following:
+ aPSTN
* an Avaya Workspaces
* an Avaya Agent for Desktop
+ an Avaya one-X® Agent
+ an Avaya Cloud Office™
* an Avaya Spaces
* a Microsoft Teams
+aSIP
* an H323 hardphone
Before you begin

* If you want to be simultaneously ready on the hybrid voice and digital channels, ensure that
you Go Ready on All Channels.

* If you are logged into only the digital channel:
- Ensure that you Go Ready on voice.

- Ensure that you Go Not Ready on digital with the Not Ready reason code set to Work on
Voice.

Procedure

1. On the voice interaction widget, click 2.
2. Click the Enter number field, and select one of the following:
» Enterprise Directory
» Contact Center Users
+ Contact Center Services
* Phone Extensions
a. Type a value in the field as required.

To search for a contact, enter a minimum of 1 character.
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To search Enterprise Directory contacts, Contact Center Users, and Phone
Extensions, enter a minimum of 1 character.

To search Contact Center Services, enter a complete VDN number. A partial VDN
number does not display the search result.

b. In the search list, click a name, and to make a call, click <.
You can call the selected number.

The consultation call starts when the consulted user accepts the consult request. Avaya
Workspaces displays a new interaction card within the existing interaction card with options
to resume, hold, mute, transfer, or start a conference call.

3. (Optional) Do the following to make a call using the dial pad:
a. To place a call from the dial pad, click ::.
b. Use the dial pad to type a number.
c. To make a call, click ::.
d. To dial the last dialed number, click :>.

The consultation call starts when the consulted user accepts the consult request. Avaya
Workspaces displays a new interaction card within the existing interaction card with options
to resume, hold, mute, transfer, or start a conference call.

4. Do one of the following:
 To transfer the call to the external user, click 2.

» To complete the consultation call as a conference, click .

Related links
Consult interactions on page 71

Using Agent Notes
About this task

If the account administrator enables the add, edit, and delete options for Agent Notes, agents

and supervisors can add agent notes to their customer interactions. Agent notes can include
helpful information about a specific customer interaction. When you transfer the interaction to
another agent, the receiving agent can use the information in Agent Notes to plan further customer
interactions.

Procedure
1. When you receive a customer interaction card, click @ to accept it.

2. To add an agent note to this interaction, in the side panel, click Li?.
3. Click Add a new note.

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 75
Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

After Contact Work

Type a note as required and click Save.

To edit a note, in the Notes pane, click - and select Edit.
Click Save.

To delete a note, in the Notes pane, click - and select Delete.

© N o 0 &

To view the agent notes of past interactions, click I to view customer journey information.

9. Click 2 of the interaction.

If the interaction includes multiple agent notes from different agents, you can view all the
notes in the Notes pane.

After Contact Work

With Avaya Experience Platform™ (On-Prem + Connect), the account administrator can enable
After Contact Work for a channel or queue in the administration interface. If the account
administrator enables After Contact Work for an agent, the agent can change the state to After
Call Work (ACW) while on a customer call. After the call completes, the agent can perform
additional work related to the customer call and review the interaction details. In the ACW state,
the interaction transcript is available to the agent. The agent can view a count-up timer showing
the duration that the agent is in the ACW state.

The agent automatically enters the ACW state when the customer leaves the active interaction or
the agent ends the interaction with the customer. After the interaction ends, the interaction widget
displays the ACW state. The agent can close the interaction to end the ACW state. The agent can
select a call work code for the interaction while in the ACW state.

If the account administrator enables Timed ACW in the administration interface, the agent
transitions to ACW automatically following a customer call. After the Timed ACW interval
completes, the agent automatically transitions to the Ready state. If the agent in the Timed ACW
state needs additional time to perform work related to the customer call, the agent can change the
state to ACW.

© Note:

If the account administrator enables ACW for each channel for the logged-in agents, the
agents must log out and log back in to enter the ACW state.

As a supervisor, you enter the ACW state after a barge-in. You cannot enter the ACW state after
you observe or coach an agent.

ACW is also supported on Avaya Workspaces for CRM.
Transfer scenarios

An agent can transfer the interaction that is enabled with ACW. An agent can transfer the
interaction to a queue or to another agent.

If the agent transfers the interaction to a target queue where ACW is not enabled, the target agent
does not enter into the ACW state. The value of the target queue is used.
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If the agent transfers the interaction to another agent where ACW is enabled on the queue, the
interaction keeps the existing queue after transfer to the agent. The target agent enters the ACW
state.

Related links
Closing the ACW card on page 76
Completing After Contact Work

Closing the ACW card
About this task

In the ACW state, you can perform additional work after an interaction. Review information about
the interaction and add comments with additional information. After completing this additional
work, close the ACW card. If your administrator enables timed ACW, the ACW card disappears
automatically after the countdown finishes.

Procedure
Click | to close the ACW card.
Your agent state changes to Ready so you can receive a new interaction.

Related links
After Contact Work on page 75
Completing After Contact Work

Customer Journey widget

The customer journey user interface summarizes the recent data view for an interaction. To
retrieve the customer journey, you can filter customer identifiers by date. The journey details
provide transcripts of previous chat, messaging, email, and Facebook messaging conversations.

The Customer Journey widget supports the tracking interaction history and journey data for active
customer interaction. The data displayed in the top timeline view, middle timeline view, and the
journey details are configured in the administration interface.

© Note:

As an Avaya Experience Platform™ (On-Prem + Connect) hybrid voice agent, you can
view a customer's previous touch points, including Avaya Experience Platform™ (On-Prem
+ Connect) hybrid voice, Avaya Experience Platform™ Public Cloud voice, and Avaya
Experience Platform™ Public Cloud digital using the Interaction Search widget.

Customer journey for hybrid voice is an Avaya Experience Platform™ (On-Prem + Connect)
Advanced bundle capability. For hybrid voice interactions, agents who are enabled with

the Avaya Experience Platform™ (On-Prem + Connect) Advanced bundle have access

to customer journey for Avaya Experience Platform™ (On-Prem + Connect). The Avaya
Experience Platform™ (On-Prem + Connect) Advanced bundle is an optional and paid bundle
and is not included with the Avaya Experience Platform™ (On-Prem + Connect) bundle.
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Customer journey integration for Avaya Experience Platform™ On-Prem or hybrid voice
touch points are only stored for interactions that go to the hybrid voice agents. Any Avaya
Experience Platform™ On-Prem interactions that go to the Avaya Experience Platform™ On-
Prem clients such as Avaya Workplace Client or Avaya one-X* Agent are not stored in Avaya
Experience Platform™ Public Cloud customer journey.

For a hybrid voice and digital agent on Avaya Experience Platform™ (On-Prem + Connect), the
following occurs:

« When the agent logs in to hybrid voice, Avaya Experience Platform™ (On-Prem +
Connect) records the new hybrid voice interactions with the customer.

« When the agent logs in to digital, Avaya Experience Platform™ (On-Prem + Connect)
records the new digital interactions with the customer.

Sections on the widget

* Filter: Filters data based on channels. The widget displays the interaction for the channel
selected in the Select Channels list.

» Graph: Consists of the following timelines:

- Top timeline: Displays data of the interactions of the end customer with a contact center.
The timeline shows unique interactions and the channels through which it was created.
The interactions are organized in a time range. The top line shows the year, and the
bottom line shows the month. You can select an interaction and drag through the timeline
for further details. The current interaction is labeled as Now.

- Middle timeline: Displays a zoomed view of the top timeline. The range of the data is
calculated based on the range selected in the top swimlane. The data in the middle
swimlane is dynamic and keeps changing with the movement of the brush and the filters.

» Journey Details: Displays details on an interaction in the middle timeline. The current
interaction is always in the first row, followed by the data selected on the top timeline. The
widget displays the latest data on top and then the older data. The journey details also
include the date and time of the interaction. Transfer indicator and the count. A transcript of
the conversation is also available for the completed interactions.

Related links
Advanced Hybrid Voice on page 77
Viewing customer journey information on page 80
Customer Journey widget information on page 81
Linking and unlinking identifiers on page 82
Interaction Search on page 83
Customer Journey for transfer scenarios on page 84
Accessing Customer Journey
Using the Customer Journey Interaction History

Advanced Hybrid Voice

The following table includes the differentiated experience of the customer journey feature for
Avaya Experience Platform™ (On-Prem + Connect) basic and advanced bundles:
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Functionality

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic profile user

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic + Digital
profile user

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic + Advanced
profile user

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic + Advanced
+ Digital profile
user

Save interactions
to the Customer
journey interaction
history widget

By default, this functionality works for all users.

Interaction Search
icon in the top
toolbar

Interaction Search
widget displays
Avaya Experience
Platform™ Public
Cloud voice and
digital interactions.
Interaction Search
widget does

not display

Avaya Experience
Platform™ (On-
Prem + Connect)
hybrid voice
interactions. When
a user clicks

on any interaction
from the Interaction
Search widget
results, the
Customer journey
interaction history
widget opens but
displays as blank
or disabled.

When a user clicks on any interaction from the Interaction
Search widget results and searches for interactions, the
Customer journey interaction history widget displays all

interaction types.
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Customer Journey widget

Functionality Avaya Experience | Avaya Experience | Avaya Experience | Avaya Experience
Platform™ (On- Platform™ (On- Platform™ (On- Platform™ (On-
Prem + Connect) | Prem + Connect) |Prem + Connect) | Prem + Connect)
Basic profile user | Basic + Digital Basic + Advanced | Basic + Advanced
profile user profile user + Digital profile
user
Customer journey | Displays blank or Displays blank or The Customer journey interaction
interaction history | disabled Customer | disabled Customer | history widget is complete with Avaya
widget for the journey interaction | journey interaction | Experience Platform™ (On-Prem +
hybrid voice history widget. history widget. Connect) hybrid voice, Avaya Experience
interaction Platform™ Public Cloud voice, Avaya
No agent notes or | No agent notes or . ™ )
. .| Experience Platform = Public Cloud
any other access is | any other accessis | ;. -~ . )
X : digital interactions, and access to agent
possible. possible.
notes.
However, user
can access the
complete Customer
journey with
manual Customer
journey interaction
history search.
° Note:
You must buy
the Avaya
Experience
Platform™
(On-Prem +
Connect)
advanced
bundle to
access the
complete
Customer
journey
capabilities.
Table continues...
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Agent features

Functionality

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic profile user

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic + Digital
profile user

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic + Advanced
profile user

Avaya Experience
Platform™ (On-
Prem + Connect)
Basic + Advanced
+ Digital profile
user

Customer journey
interaction history
widget for the
digital interaction

Customer journey
interaction history
widget does not
display digital
interactions.

The Customer
journey interaction
history widget

is complete with
Avaya Experience
Platform™ (On-
Prem + Connect)
hybrid voice,
Avaya Experience
Platform™ Public
Cloud voice,
Avaya Experience
Platform™ Public
Cloud digital
interactions, and
access to agent
notes.

Customer journey
interaction history
widget does not
display digital
interactions.

The Customer
journey interaction
history widget

is complete with
Avaya Experience
Platform™ (On-
Prem + Connect)
hybrid voice,
Avaya Experience
Platform™ Public
Cloud voice,
Avaya Experience
Platform™ Public
Cloud digital
interactions, and
access to agent
notes.

Related links

Customer Journey widget on page 76

Viewing customer journey information
About this task

The Customer Journey widget provides a graphical representation of the end-to-end journey of the

customer.

Use the Transcript option to view virtual agent voice, chat, messaging, email, and social media
messaging interactions. You can also view rich media attachments in the Transcript window. The
attachments can include any of the following:

e Carousels

* Locations, location requests, and locations with optional fields

» Buttons, such as Postback and Reply buttons, and buttons with icons

» Customer replies

Procedure

Links with text, postback, and images

1. After you accept an interaction, click I8 to view customer journey information.

2. (Optional) To review transcripts of virtual agent voice, chat, messaging, email, and social
media messaging interactions, click Transcript.
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Customer Journey widget

For email and messaging transcripts containing attachments, the transcript displays a link.
You can use this link to download the associated attachments.

For emails that an agent or supervisor initiated and sent to the customer, the customer
journey information displays .

(Optional) To view the stories mentioning your Instagram account, click the message
notifying you about the mention.

(Optional) To view the transfer details, on the active interaction, click the Transfer event
icon.

The number on the Transfer event icon indicates the number of times the agent transfers
an interaction. This number is a variable, and the indicator changes depending on the
occurrences of the transfer action.

For example, =2 indicates that the interaction was transferred twice.

The Customer Journey widget does not display any increase in the transfer indicator
during the supervisor barge-in and from the interactions routed through bots.

The Transfer Details dialog box displays further details. For more information about these
details, see Customer Journey for transfer scenarios.

Related links
Using the Customer Journey Widget

Customer Journey widget information

The following table displays the information that you can view on the Customer Journey widget:

Name

Description

WebRTC interactions The Customer Journey widget displays the source

type and source address of the interaction. For

example, if you use iOS SDK to initiate a WebRTC
interaction, the source type displays 10S WebRTC,
and the source address displays the integration ID.

Agent Notes

Agents and supervisors can click 2 to view the
agent notes associated with a customer interaction.

notes associated with the interaction.

A number badge on the icon displays the number of

Related links
Customer Journey widget on page 76
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Linking and unlinking identifiers
About this task

Agents can link an identifier to multiple identifiers and unlink identifiers from the current identifier.
When you link or unlink an identifier, the interaction history of the linked or unlinked identifier is
added or removed from the current identifier.

When an agent interacts with a customer through a channel, the agent can see the details of the
current interaction, such as channel type and duration. However, customers can also use different
channels to connect with the contact center.

For example, the first time, the customer used an email as a channel to connect to the contact
center. The next time, the customer used a different email address or a voice call as a channel

to continue the discussion of an issue. The agent can notice that the customer used different
channels to connect to the contact center. With the link functionality, agents can now link different
customer identifiers to deliver a better customer experience. Agents can also quickly respond to
the customer's issue.

Procedure
1. On the Customer Journey tab, click g=.

The Contact Details pane displays the list of customer identifiers. The identifiers are
grouped based on their identifier type. For example, email addresses and phone numbers.
You can also add a custom identifier type from the administration interface. For a
Facebook messaging interaction, the Contact Details pane displays Facebook identifiers.
For a WhatsApp interaction, the Contact Details pane displays customer identifiers. Phone
numbers are the primary customer identifiers for Whatsapp Business accounts.

2. To link an identifier, click 2.
3. In the Search <identifier name> dialog box, type and search for an identifier.
4. Click Next.
The Journey Search API checks if the identifier is available and has an interaction history.
If the identifier is unavailable, the search result displays the Identifier not found dialog box.
5. To link the identifier to the current identifier, click Add.

If the identifier is available and has an interaction history, the search result displays the
list of related identifiers and a list of the last 10 interactions assigned to that identifier. You
can also view the transcript of the interaction. You can link a maximum of 5 identifiers
irrespective of the identifier type.

6. To unlink the identifier, in the Contact Details pane, click £°.

7. In the Unlink Record dialog box, click Yes.

6 Note:

A minimum of one identifier must remain in the identifiers list. If there is one identifier
left in the list, you cannot unlink that identifier. The Unlink icon is disabled.
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Customer Journey widget

Related links
Customer Journey widget on page 76

Interaction Search

The Customer Journey widget displays data for customers with active interaction. However,
agents can now use the interaction search functionality to view past customer journeys. The
interaction search enables agents to filter by activities, dates, channels, and identifiers. After the
search, agents can choose the customer journey to review from a list of matches. Agents can also
review the relevant transcripts of the interactions.

By default, the Interaction Search icon is available in the top toolbar. However, if the icon is
unavailable, administrators must configure the Customer journey interaction history widget in the
administration interface. For more information about configuring the Customer journey interaction
history widget, see Customer journey interaction history.

Related links
Customer Journey widget on page 76
Viewing offline interactions on page 83
Using the Customer Journey Interaction History

Viewing offline interactions
About this task

Agents can use the interaction search functionality to view past customer journeys of the
interaction.

Before you begin

By default, the Interaction Search icon is available. However, if the icon is unavailable,
administrators must configure the Customer journey interaction history widget in the administration
interface. Agents can then view the Interaction Search icon in the top toolbar. For more
information about configuring the Customer journey interaction history widget, see Customer
journey interaction history.

Procedure

1. On the top toolbar, click 9.

2. In the Channel list, select the required channel.

3. In Date Range, select the date range from when to search the customer journey data.
4

. (Optional) Select the Search only my interactions check box to search for interactions
that you handle.

For advance search, click Add Condition.
In Category, select Customer Identifier.

In Refine Search, select an identifier.

® N o o

In Add value, enter the identifier value.

For example, for an email address identifier, enter the customer's email address.
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Agent features

9. Click Search.

The Results pane displays interactions searched for in the selected date range. The
search result displays interactions with the channel type, customer name, email address,
phone number, account ID, date and time, agent, and queue. Agents can also review the
relevant transcript of the interaction. Select an interaction to view the customer journey for
that interaction.

If two interactions are linked using the link identifier functionality, the search result displays
both interactions even if an agent searches for any one of the interactions.

10. (Optional) To view the transfer details, on the active interaction, click the Transfer event
icon.

The number on the Transfer event icon indicates the number of times the agent transfers
an interaction. This number is a variable, and the indicator changes depending on the
occurrences of the transfer action.

For example, =2 indicates that the interaction was transferred twice.

° Note:

The Customer Journey widget does not display any increase in the transfer indicator
during the supervisor barge-in and from the interactions routed through bots.

The Transfer Details dialog box displays further details. For more information about these
details, see Customer Journey for transfer scenarios on page 84.
Related links
Interaction Search on page 83
Using the Customer Journey Interaction History

Customer Journey for transfer scenarios

The Customer Journey widget tracks the transfer events for live and historical interactions.
The transfer details display the following information:

» Channel: Hybrid voice.

» Agent information: User handle or Username.

* The type of transfer: Transfer to User or transfer to an external number.

* The name of the agent who transferred an interaction and received the transfer.

* The date and time stamp when the transfer occurred.

* The number of transfers.

Customer Journey support for transfer scenarios is available only between agent-to-agent
transfers. Agent must log in to Avaya Workspaces in the Ready state to transfer the interactions.

The Customer Journey widget tracks the number of transfers during the following transfer
scenarios for chat, messaging, email, and voice interactions:
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Agent Assist widget

Transfer to User

1. Log in to Avaya Workspaces in the Ready state as Agent 1.
Log in to Avaya Workspaces in the Ready state as Agent 2.
Agent 1 receives a digital or voice interaction.
Agent 1 accepts the interaction and starts working on it.

o oD

Agent 1 transfers the interaction to Agent 2.

In the Customer Journey and Interaction Search widgets, the Transfer event icon displays
the transfer count.

Transfer to an external number
1. Log in to Avaya Workspaces in the Ready state as Agent 1.
Log in to Avaya Workspaces in the Ready state as Agent 2.
Agent 1 receives a voice interaction.
Agent 1 accepts the voice interaction.
Agent 1 transfers the voice interaction to VDN or a number outside the contact center.

a &~ DN

In the Customer Journey and Interaction Search widgets, the Transfer event icon displays
the transfer count.

Related links
Customer Journey widget on page 76

Agent Assist widget

If an account administrator enables the Agent Assist functionality, you can quickly access
information and other resources during an interaction and a conversation summary when
the interaction ends. The Agent Assist widget facilitates more effective communication with
customers. The widget applies to digital and voice interactions. The following features are
supported:

» The Summarization feature provides an Al-generated summary of the conversation. The
summary can be viewed and edited when the interaction ends.

» Suggested Responses help you quickly and accurately reply to customers using online
resources, such as knowledge base articles or FAQs. Suggested Responses apply to digital
and voice interactions. For the voice interactions, agents can see the suggested responses
but cannot send them to the customer.

© Note:

The Agent Assist feature is available for Avaya Experience Platform™ (On-Prem + Connect)
advanced bundle customers.
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Agent features

© Note:

The Agent Assist feature does not work when the agent is on a conference call with another
agent or subject matter expert, or during Supervisor Observe.
Related links
Summary overview on page 86
Editing summaries on page 86
Suggested Responses overview on page 86
Replying with a suggested response on page 87

Summary overview

The summary gives an Al-generated overview of the interaction when it ends. When you transfer
the interaction, if the receiving agent is an Avaya Experience Platform™ (On-Prem + Connect)
agent, the agent can access the summary of the interaction so far. The receiving agent can view
the generated summary and minimize repetition in the conversation.

You can edit the summary to update the information when the interaction ends and the agent state
is set to After Contact Work. You can also see the summary of previous interactions with that
customer.

Related links
Agent Assist widget on page 85

Editing summaries
About this task

The summary might contain misleading or inaccurate information because of the nature of Al. You
can edit a summary to make the information more accurate. You can edit the summary when the
interaction ends and the agent state is After Contact Work.

Before you begin
Ensure the your agent state is After Contact Work and the interaction has ended.

Procedure

1. In the Summarization pane, click /.
2. Edit the summary text.
3. Click Update.

Suggested Responses overview

The Suggested Responses feature provides a convenient way to send information to the
customer without leaving the Avaya Workspaces application. Suggested responses update as the
interaction progresses. The information is collected from two sources: knowledge articles and FAQ
articles. You can add the responses directly into the chat for quick and seamless communication
with the customer.
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Viewing desktop notifications

Suggested responses are available in the languages that Google supports. If a language is
enabled for suggested responses in Avaya Workspaces but not supported by Google, you will not
get suggestions for that language. For more information on the languages supported by Google,
see https://cloud.google.com/agent-assist/docs/languages.

Your account administrator configures the knowledge base articles and FAQ sources within the
Google Contact Center Al project.

Replying with a suggested response
About this task

You can use suggested responses to quickly send information articles in an interaction. You can
paste and send the response directly or copy it for later.

Procedure
1. To expand the Suggested Responses pane, click .
2. ldentify the response type to send from the following:
* Knowledge Base, indicated with ©.
* Frequently Asked Questions, indicated with (.
The latest suggestions appear at the top of the list indicated with a blue mark.

3. To reply with the response, select one of the following:
* To copy the response to the clipboard, click (7.
You can type a message and paste the suggested response in the same reply.
» To paste and send the response directly into the interaction, click <.

You cannot edit the message before sending it when you click <.

Viewing desktop notifications
About this task

When the Avaya Workspaces browser of the agent is not in focus or is minimized, and the agent
receives a new chat, email, messaging, or voice interaction, the Avaya Workspaces displays a
toast notification.

Procedure

When Avaya Workspaces displays the toast notification, click the notification window to bring
Avaya Workspaces into focus.

Google Chrome does not support notifications without HTTPS. You must allow notification in the
browser.
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Agent features

Search functionality

If your administrator integrates Avaya Experience Platform™ (On-Prem + Connect) with Avaya
Aura® Device Services, you can use Avaya Workspaces to do the following:

* Make a call using the Dial pad.

» Search the Enterprise Directory contacts, Contact Center Users, Contact Center
Services, and Phone Extensions, and make a call from the search result.

» Use the single-step transfer option in an existing call to search the Enterprise Directory
contacts, Contact Center Users, Contact Center Services, and Phone Extensions. Then,
transfer the call to the search result.

Related links
Making a call using the Dial pad on page 88
Making a call using search functionality on page 88
Search functionality field descriptions on page 89
Transferring a voice interaction using search functionality on page 90

Making a call using the Dial pad
About this task
You can use a dial pad to type and call a number.
Before you begin

Your account administrator must integrate Avaya Experience Platform™ (On-Prem + Connect) with
the dial pad in the administration interface.

Procedure
1. To place a call from the dial pad, click ::.
2. Use the dial pad to type a number.
3. To make a call, click ::.
4. To dial the last dialed number, click :>.

Related links
Search functionality on page 88

Making a call using search functionality
About this task

You can search the Enterprise Directory contacts, Contact Center Users, Contact Center Services,
and Phone Extensions, and call from the search result.

Before you begin

» Your account administrator must integrate Avaya Experience Platform™ (On-Prem + Connect)
with Avaya Aura® Device Services in the administration interface.
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Search functionality

* You must log in to Avaya Workspaces. For more information about logging in to Avaya
Workspaces, see Logging in to Avaya Workspaces.

Procedure

1. At the top of the screen, click the Enter number field, and select one of the following:
* Enterprise Directory
» Contact Center Users
» Contact Center Services
* Phone Extensions

2. Type a value in the field as required.

To search for a contact, you must enter a minimum of 1 character.

To search Enterprise Directory contacts, Contact Center Users, and Phone
Extensions, you must enter a minimum of 1 character.

To search Contact Center Services, you must enter a complete VDN number. A partial
VDN number does not display the search result.

3. In the search list, click a name, and to make a call, click <.
You can call the selected number.

Related links
Search functionality on page 88

Search functionality field descriptions

Name Description

Enterprise Directory With Enterprise Directory, you can search for
enterprise directory users and System Manager SIP
endpoints to make a voice call.

In the Name, number or email field, type one of
the following:

* Phone Number
 First Name

» Last Name

+ Email Address
+ Display Name

« Alias

Table continues...
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Name Description

Contact Center Users With Contact Center Users, you can search for
agents to make a voice call.

In the Name or number field, type one of the
following:

* Agent Name

» Agent Number

Contact Center Services With Contact Center Services, you can search for
VDN details to make a voice call.

In the Name or number field, type one of the
following:

*« VDN Name

* VDN Number

Phone Extensions With Phone Extensions, you can search all the
endpoints administered to make a voice call.

In the Name or number field, type one of the
following:

» Display Name

* Phone number

Related links
Search functionality on page 88

Transferring a voice interaction using search functionality
About this task

An agent or a supervisor can transfer a voice interaction to users from Enterprise Directory,
Contact Center Users, Contact Center Services, and Phone Extension in a single-step transfer.

Before you begin

» Your account administrator must integrate Avaya Experience Platform™ (On-Prem + Connect)
with Avaya Aura® Device Services in the administration interface.

* You must be on voice interaction.

Procedure

1. On the voice interaction card, click =.

2. Click the Enter number field, and select one of the following:
* Enterprise Directory
» Contact Center Users

« Contact Center Services
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Search functionality

* Phone Extensions
3. Type a value in the field as required.
To search for a contact, you must enter a minimum of 1 character.

To search Enterprise Directory contacts, Contact Center Users, and Phone
Extensions, you must enter a minimum of 1 character.

To search Contact Center Services, you must enter a complete VDN number. A partial
VDN number does not display the search result.

4. In the search list, click a name, and to transfer a call, click =.
You can call the selected number.
After you click an interaction to transfer, Avaya Workspaces drops you from the interaction.

Related links
Search functionality on page 88

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 92
Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Chapter 7: Supervisor features

Supervisor functionality for hybrid voice interactions

Avaya Experience Platform™ (On-Prem + Connect) supports the following supervisor
functionalities from Avaya Workspaces:

* Observe an agent.

» Coach an agent.

» Barge into the call to speak to the agent and the customer.

* View the agent status. For example, Ready and Not Ready.

» Change the agent state from Ready to Not Ready on the hybrid voice channel.

* View the channel status. For example, hybrid voice, chat, email, or social channels.
* View the Not Ready reason codes for each agent.

 Forcefully change the agent state from Not Ready to Finished Work.

* Forcefully change the agent state from Finished Work to End Session.

© Note:

The Class of Restriction (COR) permission settings in Avaya Aura® Communication Manager
do not apply when the supervisor changes the agent work state or forcibly logs out an agent.

The following table includes the different capabilities that a supervisor has depending on the voice
channel the supervisor logs in to:

Supervisor's Capability Avaya Experience | Hybrid voice Hybrid voice +
logged in channel Platform™ Public | agent digital agent
Cloud voice agent
Avaya Experience | Change agent state | Yes Yes Yes
Platform™ Public from Ready to Not
Cloud voice Ready
Force logout agent | Yes Yes Yes
Observe an agent | Yes No Yes

Table continues...
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Viewing agents in a team

Supervisor's Capability Avaya Experience | Hybrid voice Hybrid voice +
logged in channel Platform™ Public | agent digital agent
Cloud voice agent

Hybrid voice Change agent state | Yes Yes Yes

from Ready to Not

Ready

Force logout agent | Yes Yes Yes

Observe an agent | No Yes No

As a supervisor, you can also perform the following supervisory functions on agents logged into
Avaya Workspaces using the existing on-premise clients, such as Avaya one-X® Agent, Avaya
Agent for Desktop (H.323), or CTI desktop with a 96x1 H.323 phone:

* Observe an agent.

» Coach an agent.

» Barge into the call to speak to the agent and the customer.

» Change all agent states in a skill to Not Ready on the hybrid voice channel.
* Forcefully remote log out the agent.

- If an agent has Hybrid Voice as the Avaya Workspaces profile, Avaya Workspaces logs
out the agent from Avaya Experience Platform™ On-Prem, and the agent state changes to
Finished Work.

- If an agent has Hybrid Voice + Digital as the Avaya Workspaces profile, Avaya
Workspaces logs out the agent from Avaya Experience Platform™ On-Prem and Digital,
and the agent state changes to Finished Work.

Viewing agents in a team
About this task

On the My Agents widget in Avaya Workspaces, supervisors can view a consolidated list of
agents. The Agents page displays the list of agents in the team with the agent ID, station ID,
channels, groups, status, and contact.

Supervisors can view and manage the following types of agent channels:
* Elite Voice or AXP Voice
+ Elite Voice + Digital
* AXP Voice + Digital

For agents with Elite Voice or AXP Voice channel, supervisors can only view the status of the
voice channel, while the digital channels are disabled. For agents with Elite Voice + Digital or AXP
Voice + Digital channels, supervisors can view the status of all the channels, which include voice,
chat, email, and social messaging. The appropriate <, icon indicates whether the voice channel is
Elite Voice or AXP Voice.
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Supervisor features

Procedure

1. On the top toolbar, click ©.
The Agents page displays the list of agents.

2. Click v to expand the agent row and see the interactions the agent is working on.
Avaya Workspaces displays the list of interactions with the following details:
+ Service Name
* Target
* Duration
+ State
* Work Code
* Disposition Code

3. (Optional) To search for a particular agent, in the Search Agent Name or Station ID field,
use one of the following:

+ Agent Name
+ Station ID
4. (Optional) To view the following search fields, click the ¥ icon:
* Channel
* Group
+ Status

Related links
Viewing agents in a team

Calling an agent
About this task

Supervisors within the same account can make internal voice calls to agents. Both the agents and
supervisors must also have the same origin for voice channels.

Procedure
1. On the top toolbar, click ©.

Avaya Workspaces displays the list of agents in the team with the agent ID, station ID,
channels, groups, status, agent connection state, and contact.

2. In the row with the agent name, click <, to make a voice call.
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Broadcasting a message to agents

Broadcasting a message to agents
About this task

The Supervisor view in Avaya Workspaces provides the Broadcast Message option. Supervisors
can broadcast a message to agents. Avaya Workspaces displays this message as a notification or
toast to all targeted agents.

Before you begin

The account administrators must configure the My Agents widget in the administration interface.
Supervisors can then view the My Agents widget in the Avaya Workspaces toolbar. For more
information about configuring the My Agents widget, see Configuring the My Agents widget.

Procedure
1. On the top toolbar, click &.

Avaya Workspaces displays the list of agents in the team with the agent ID, station ID,
channels, groups, status, agent connection state, and contact.

2. Click «=.

Avaya Workspaces displays the Broadcast Message pane.
3. Type a message, and click Send Message.

Avaya Workspaces displays this message as a notification or toast to all targeted agents.
4. (Optional) To broadcast messages to specific agents, use the filters.

For example, the supervisor can select Status as Ready to view all Ready agents. When
the supervisor sends a broadcast message, Avaya Workspaces sends the message only
to Ready agents.

When the supervisor sends a broadcast message, Avaya Workspaces also sends the
message to the supervisor.

Related links
Calling and Broadcasting Messages to Agents

Observing an interaction
About this task

Supervisors can monitor ongoing interactions between agents and customers to assess whether
intervention is required. Supervisors can scroll to see all the messages between the agent and
customer for active interaction. The interaction card has an observe indicator which shows agents
that the supervisor is observing the interaction.

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 9%
Comments on this document?



https://documentation.avaya.com/bundle/ExperiencePlatform_Administering_10/page/Configuring_My_Agents_widget.html
https://documentation.avaya.com/bundle/AXPC_Supervisor_videos/page/AXPC_Calling_and_Broadcasting_Messages_to_Agents.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12
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© Note:

The supervisor can observe the agent. However, the supervisor cannot intervene during
the interaction. Multiple supervisors cannot observe the same interaction simultaneously.
Supervisors can observe one active voice call at a time.

This feature is available for chat, messaging, and voice interactions with Avaya Experience
Platform™ (On-Prem + Connect). Supervisors can observe agents, but agents cannot observe
other agents.

If the observed agent transfers the interaction, Avaya Workspaces ends the observed session.

For a voice interaction, supervisors can monitor the incoming calls routed to agents or the
outgoing calls initiated by agents. Supervisors can listen to the real-time voice conversation
between the agent and the customer. If the agent puts the call on hold that the supervisor
observes and initiates a consult call, the supervisor starts observing the consulted call
automatically for that agent. If the agent transfers the call that the supervisor observes, the
supervisor is removed from that call and cannot actively observe the transferred call.

Before you begin
» The account administrators must configure the My Agents widget in the administration

interface. Supervisors can then view the My Agents widget in the Avaya Workspaces toolbar.
For more information about configuring the My Agents widget, see Configuring the My Agents

widget.
» The supervisor must click the Start Work button on the top toolbar before observing
interactions. Otherwise, the Observe icon is disabled.

* The supervisor must change the Hybrid Voice state to Not Ready to observe voice
interactions.

Procedure
1. On the top toolbar, click &.

Avaya Workspaces displays the list of agents in the team with the agent ID, station ID,
channels, groups, status, agent connection state, and contact.

2. To find an agent, do one of the following:

+ Scroll through the list of agents.
» Type the name of the agent in the search field.
 Select appropriate values in the Channel, Group, or Status fields.

3. In the row with the agent name, click .
Supervisors can select agents who are working on active interactions.

The supervisor can now see the agent's chat or message with the customer but cannot
send messages or media to the customer or the agent while observing. For a voice
interaction, supervisors can listen to the real-time voice conversation between the agent
and the customer.

4. To stop observing an interaction, click g.

Related links
Observing a Digital Interaction
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Coaching an agent

Observing and Coaching Hybrid Voice Interactions

Coaching an agent
About this task

Supervisors can use the coach feature to provide expert advice and help agents address a
customer request.

The agent receives a notification that the supervisor is coaching them. The agent can hold a
voice interaction, transfer, or end the interaction anytime and the coaching session ends. An agent
cannot consult another agent or supervisor during a coaching session.

For a voice interaction, the supervisor can listen to the real-time voice conversation between the
agent and the customer. The supervisor can speak to coach the agent. However, the customer
cannot hear the supervisor's voice.

An agent can hold or resume the interaction when a supervisor coach a VDN call. The following
occurs:

* When an agent holds the call, the supervisor is disconnected.
* When an agent resumes the call, the supervisor returns to the coach mode.

This feature is available for chat, messaging, and voice interactions with Avaya Experience
Platform™ (On-Prem + Connect).

Before you begin

« Ensure that your administrator performs the appropriate configuration in Avaya Aura® for
voice interactions.

» The supervisor must observe the interaction to coach the agent.

» For a voice interaction, the supervisor can change to the Go Not Ready state to avoid any
incoming calls during the coaching session.

Procedure
1. On the interaction widget, click ¢-.
The Chat or Chat and Messaging widget is displayed.

Supervisors can send coach messages to the agent. On the agent's end, the Coaching
tab displays the messages from the agent, supervisor, and customer. The agent and
supervisor can exchange messages.

The supervisor's messages are highlighted to differentiate between the agent's and the
customer's messages.

2. For chat and messaging interaction, do the following:

a. To send messages from the supervisor's end, on the Chat or Chat and Messaging
widget, enter your message for the agent, and click 7.
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b. To send messages from the agent's end, on the Coaching tab, enter your message for
the supervisor, and click 7.

The agent can see the messages you send in the coaching section. If the
agent transfers the contact the supervisor is coaching, the coaching session ends
automatically for the supervisor.

For a voice interaction, the coaching session starts on the supervisor's and the
agent's sides. The supervisor can speak to coach the agent.

3. To end the interaction, click 4.

If the supervisor ends an interaction, the agent stops receiving the coaching messages,
and the supervisor is dropped. The agent can continue the interaction with the customer.

If the customer ends the interaction, the coaching session continues until the supervisor or
the agent ends it. For a voice interaction, if the customer ends the interaction, the coaching
session between agent and supervisor also ends.

Related links
Coaching on Active Chat and Messaging

Barging into an interaction

About this task

When observing or coaching an agent, supervisors can barge into an interaction to provide
expert advice to agents when they cannot handle the interaction. Initiating a barge-in enables the
supervisor to join the interaction between an agent and the customer as an active third party.
After the supervisor barges into the interaction, the customer, agent, and supervisor interact in a
three-way conference.

When a supervisor barges into an interaction, the customer receives a notification about the
supervisor joining. The customer can view the messages that both the agent and the supervisor
send.

For a voice interaction, the customer gets a notification that the supervisor has joined the call. The
customer, agent, and supervisor enter into a conference call.

Avaya Workspaces notifies the agent that the supervisor has barged into the interaction.

The supervisor who has barged into an interaction can transfer the interaction to a queue or a
different user. With this transfer, the customer remains in the interaction, but the agent and the
barged-in supervisors are removed from the interaction. The new agent addresses the interaction.

An agent can hold or resume the interaction when a supervisor barges into a VDN call. The
following occurs:

* When an agent holds the call, the supervisor is disconnected.
* When an agent resumes the call, the supervisor returns to the barged-in mode.

This feature applies to supervisors for chat, messaging, and voice interactions with Avaya
Experience Platform ™ (On-Prem + Connect).
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Barging into an interaction

© Note:

One supervisor can barge into an interaction.
Before you begin

« Ensure that your administrator performs the appropriate configuration in Avaya Aura® for
voice interactions.

* The supervisor must first observe or coach the interaction and then barge-in to the
interaction.

Procedure
1. To barge into the interaction from the observe mode, do the following:
a. On the top toolbar, click &.

Avaya Workspaces displays the list of agents in the team with the agent ID, station ID,
channels, groups, status, agent connection state, and contact.

b. In the row with the agent name, click ©.
Avaya Workspaces displays the interaction widget.
c. Click .
2. To barge into the interaction from the coach mode, do the following:
a. On the interaction widget, click ¢-.
Avaya Workspaces displays the interaction widget.
b. Click &p.
The supervisor can view the Customer and Coaching tabs.

On the Chat or Chat and Messaging widgets, the supervisor can send messages to the agent
and the customer in a conference mode. On the agent's side, the Coaching tab displays the
messages from the agent and the supervisor. The agent and the supervisor can exchange
coach messages.

In a conference mode, the messages and the participant's name are displayed.

For a voice interaction, the supervisor becomes an active party in the call along with the
customer and the agent. The customer can hear both the supervisor's and the agent's voice.

3. (Optional) Click .
Avaya Workspaces transfers the interaction card.
4. Click | to end the interaction.

If the supervisor ends an interaction, the agent can continue the interaction with the
customer. If the customer ends the interaction, the session continues until the supervisor or
the agent ends it.
Related links
Barging in on Active Chat and Messaging
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Agent state transitions and forced agent logout with Avaya
Experience Platform™ (On-Prem + Connect)

With Avaya Experience Platform™ (On-Prem + Connect), supervisors can change an agent state
from Ready to Not Ready to prevent agents from receiving further interactions. A supervisor can
also forcibly log out an agent from Avaya Workspaces and end the session.

If the supervisor changes the state of an agent who is active on an interaction, the agent is
moved to a pending state. When the agent closes the interaction, the agent moves to the state the

supervisor sets.

When a supervisor logs out an agent with active interactions, the agent state changes to Logout
Pending. The agent does not receive any active interactions during this state.

The following table provides different agent state transitions and the workflow for changing the

agent state from the supervisor dashboard:

Agent is not on an active interaction

Current agent state | Supervisor action Results
Ready Selects the Not Ready | 1. The supervisor dashboard is updated on the
state. supervisor end, and the status transitions to Not
Ready - SUPERVISOR_INITIATED.
2. On the agent end, the agent state transitions to Not
Ready with the reason code set as Supervisor.
Ready Selects the Not Ready | 1. The supervisor dashboard is updated on the
state, then selects the supervisor end, and the agent state transitions to
Finish Work state Connected.
S EENEIE (e 2. On the agent end, the agent state transitions to
the Not Ready state. .
Logged out with no reason code.
Not Ready Selects the Finish 1. The supervisor dashboard is updated on the
Work state. supervisor end, and the agent state transitions to
Connected.
2. On the agent end, the agent state transitions to
Connected.
Logged out Selects End Session. 1. The supervisor dashboard is updated on the
supervisor end, and the agent state transitions to
Offline.
2. On the agent end, the agent is redirected to the
Avaya Workspaces Login page.
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Transitioning agent states

Agent is on an active interaction

Current agent state | Supervisor action Results
Ready Selects the Not Ready | 1. The supervisor dashboard is updated on the
state. supervisor end, and the status transitions to Not

Ready Pending.

2. On the agent end, the agent state transitions to Not
Ready Pending.

3. After the active interaction ends, the agent state
transitions to Not Ready with the reason code set as

Supervisor.
Ready Selects the Finish 1. The supervisor dashboard is updated on the
Work state. supervisor end, and the status transitions to Logout
Pending.

2. On the agent end, the agent state transitions to
Logout Pending.

3. After the active engagement ends, the agent state
transitions to Logged out.

Not Ready Selects the Finish 1. The supervisor dashboard is updated on the
Work state. supervisor end, and the status transitions to Logout
Pending.

2. On the agent end, the agent state transitions to
Logout Pending.

3. After the active interaction ends, the agent state
transitions to Logged out with the reason code set
as Supervisor.

Related links
Forcing Agents to Log Out

Transitioning agent states
About this task

Supervisors can use the My Agents widget in Avaya Workspaces to change the agent state or
forcibly log out the agent.

Procedure
1. On the top toolbar, click &.

Avaya Workspaces displays the list of agents in the team with the agent ID, station ID,
channels, groups, status, agent connection state, and contact.

2. In the agent row, click the Status field.

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 102
Comments on this document?



https://documentation.avaya.com/bundle/AXPC_Supervisor_videos/page/AXPC_Forcing_Agents_to_Log_Out.html
https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Supervisor features

3. Select the state to which the agent must be changed.

The supervisor dashboard displays the changed state. Avaya Workspaces then sends the
agent a notification about the changed state.
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Chapter 8: Customization

Locating version number and support information
About this task

You can view information about additional software libraries and widgets used in Avaya
Workspaces, along with their version numbers.

Procedure
1. On the top toolbar, click &.
2. On the About tab, you can view the following:
* Version: Displays the version number of Avaya Workspaces.

* Universal Widget Framework: Displays the version number of Universal Widget
Framework.

+ Ul Library: Displays the version number of the Neo class.

» Layout: Displays the name of the layout.

* UX Profile: Displays the user profile associated with the layout.

* UX Group: Displays the name of the UX Group.

* Network Quality: Displays the network quality based on the ping response.

Related links
Configuring Agent Workspaces Settings

Avaya Workspaces log files

You can upload Avaya Workspaces log files to a location the Avaya system administrator
configures. Avaya system administrators can enable or disable the upload option for each
customer account. After you upload log files, the support personnel can retrieve and interpret
the log files. Avaya Workspaces retains the uploaded log files for 5 days.

You can upload log files at the following time:
» Before session activation.
 After session activation fails.
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* After logging in to Avaya Workspaces.
© Note:
If you cannot access the Upload button, contact Avaya Support.

Avaya Support can retrieve Avaya Experience Platform™ Public Cloud tenant environment
browser logs from agent's internet browser. Avaya Support retrieves web browser logs that
Avaya Experience Platform™ Public Cloud creates for the purpose of troubleshooting in
response to the support request. Agents receives a toast notification in Avaya Workspaces
indicating that the log file is uploaded to a remote server.

You can download log files that Avaya Workspaces creates for your session and send them to
your Avaya system administrator. Administrators can use the log files to monitor the activity of
Avaya Workspaces and troubleshoot issues.

Uploading log files before session activation
About this task
You can upload log files before activating your Avaya Workspaces session.
Procedure
1. In your web browser, type the Avaya Workspaces URL.
In Username, type your username.
In Password, type your password.

Click SIGN IN.
On the Activate Agent page, click ...

o o A Wb

Select one of the following options:

* Last 10 minutes

» Last 30 minutes

» Last Hour

* Full session

7. In the Log Description window, type a description of the issue.
8. Click Upload.

After a successful file upload, Avaya Workspaces displays a toast notification.

Uploading log files after session activation fails

About this task

If session activation fails, Avaya Workspaces displays an error message. Before you retry
activating your session, you can upload log files.
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Avaya Workspaces log files

Procedure
1. In your web browser, type the Avaya Workspaces URL.
In Username, type your username.
In Password, type your password.
Click SIGN IN.
Click Activate.

o & oD

If the activation fails, the Activate Agent page displays an error message.

Click ...

7. Select one of the following options:

o

* Last 10 minutes

* Last 30 minutes

* Last Hour

* Full session
8. In the Log Description window, type a description of the issue.
9. Click Upload.

After a successful file upload, Avaya Workspaces displays a toast notification.

Uploading log files from the top toolbar

About this task

Avaya Workspaces generates a notification, error, connection failure, interaction, and session log
files. You can upload these log files from the toolbar of Avaya Workspaces.

Procedure

1. On the top toolbar, click &.

2. On the Logs tab, select one of the following options:
* Last 10 minutes
+ Last 30 minutes
» Last Hour
* Full session

3. Click Upload.

You can view the summary of log files already uploaded for the current browser session.
The summary includes the file name of the uploaded log, description, ID, and the log file
upload time and status.

4. In the Add Description window, type a description of the issue.
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5. Click Upload.

After a successful file upload, Avaya Workspaces displays a toast notification.

Downloading log files
About this task

Avaya Workspaces downloads a single file that contains log files generated during the selected
period. The downloaded file is in the . zip format.

Procedure

1. On the top toolbar, click &;.
2. On the Logs tab, select one of the following options:
* Last 10 minutes
* Last 30 minutes
* Last Hour
* Full session
3. Click Download.

Related links
Agent Workspaces Settings
Downloading Log Files

Changing the language
About this task

You can change the language of the Avaya Workspaces user interface. If Avaya Workspaces still

uses the initial language after you change it, you must log out of Avaya Workspaces and log in
again for changes to take effect.

Procedure
1. On the top toolbar, click &;.
2. Click the Language tab.
3. In Please choose your preferred language, select a language.

Avaya Workspaces refreshes and displays the user interface in the selected language.
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Configuring audio notifications

Configuring audio notifications
About this task

Configure to select the audio notifications that Avaya Workspaces sends to you.
You can enable the following audio notifications:
» System notifications
« DTMF
* Incoming video notifications
* Incoming messaging notifications
* Incoming chat notifications
* Incoming email notifications
* Incoming SMS notifications
* Incoming social notifications
Procedure

1. On the top toolbar, click &;.
2. Click the Audio tab.
3. (Optional) To enable all audio notifications, toggle on the Enable all switch.
Your system administrator controls the Incoming Call notifications setting.
4. To enable an audio notification, toggle on the switch next to it.
5. Click Save.
Avaya Workspaces enables the selected audio notifications.

Related links
Configuring Agent Workspaces Settings

Enabling the option to remove non-numeric characters
About this task

You can enable Avaya Workspaces to delete spaces and non-numeric characters from the
numbers that you paste into the Enter number field.

Procedure
1. On the top toolbar, click &;.
2. Click the General tab.

3. Select Automatically remove non-numeric characters when pasting into the "Enter
Number" field.
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4. Click Save.

Related links
Agent Workspaces Settings

Enabling the agent state timer
About this task

You can enable the agent state timer. Avaya Workspaces displays the agent state timer next to the
agent avatar. The agent state timer resets every time you change agent state.

Procedure
1. On the top toolbar, click &:.
2. Click the General tab.
3. Select Show Agent state timer.
4. Click Save.

Related links
Agent Workspaces Settings

Configuring desktop notifications
About this task

Configure desktop notifications to select which of them your computer displays when you minimize
the browser window, or when the tab with Avaya Workspaces is not active.

Procedure

On the top toolbar, click &.

Click the Notifications tab.

(Optional) To disable all desktop notifications, click Disable Notifications.

To receive desktop notifications about incoming interactions, select Alerting Interaction.

o > N =

To receive desktop notifications about the messages that Avaya Workspaces displays
during an active interaction, select Incoming Messages.

6. Click Save.

Related links
Agent Workspaces Settings
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Chapter 9: Troubleshooting

Unable to open the attachment with comma in filename

Cause

When an agent receives an email with an attachment, Avaya Workspaces displays the attachment
as a download link. If the filename has a comma, you cannot download the attachment from the
download link. It is a known issue of the Google Chrome browser.

Solution
Copy the download link to a Mozilla Firefox browser and download the attachment.

Otherwise, you can ask the customer to resend the attachment after removing the comma from
the attachment filename.

Issues with the browser

When you view multiple real-time sessions during a single long running Avaya Workspaces client
session, you might experience issues with your browser. Each dashboard has the potential to
open a subscription to a producer. Therefore, a potentially large volume of traffic is sent to the
client. When a user views multiple dashboard and the browser remains open for a long period, the
volume of traffic that the client receives can cause the browser to stop responding. To mitigate this
issue, you must only click to view a maximum of two dashboards if a client is to be left open for
multiple hours. If a browser stops responding, you must do a browser refresh.

Unable to continue active sessions in multiple browser
tabs or windows

Cause

When an agent tries to open more than one Avaya Workspaces session, Avaya Workspaces
displays the following message: You have an active session in another Browser
tab or Window. The message is displayed irrespective of the browser used.
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Solution
1. To continue with the current tab, click End other sessions.

The new session in the current tab continues, and the active session in the other browser
tab or window ends automatically.

2. To return to the Login page, click Back.

Depending on your user role, you see the Application Center interface instead of the Login
page.

Unable to log in

Condition

An agent cannot log in to Avaya Workspaces with Avaya Workspaces credentials and receives the
incorrect username or password notification.

Solution
* Ensure that you enter the correct username and password.

* If you forget the password, contact your account administrator and request resetting the
password.

The account administrator creates a new temporary password and shares it with you. When
the you first log in with the new password, Avaya Workspaces prompts you to change the
temporary password.

Agent state is Ready after five minutes of network issues

Condition

If there are network issues for more than five minutes, the agent state must not be Ready.
Solution

Press 5 or refresh the browser.

Avaya Workspaces displays the correct agent state. When the network connectivity is up, the
agent state is set to the Connected state.
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Changes in the Not Ready reason codes are not reflected on Avaya Workspaces

Changes in the Not Ready reason codes are not reflected
on Avaya Workspaces

Condition

Your administrator creates, updates, or deletes the reason codes for the Not Ready state in
the administration interface. However, the updated reason codes are not reflected in Avaya
Workspaces.

Cause

If you are logged in to Avaya Workspaces, the changes your administrator makes do not display
automatically in Avaya Workspaces.

Solution

To view the updated reason codes, press F5 or refresh the browser and log back in to Avaya
Workspaces.

Selected state timer must not reset after Avaya
Workspaces crash

Condition

An agent is in the Ready, Not Ready, or After Contact Work state and Avaya Workspaces crashes.
After the agent logs in again, the agent state is the same as the previous browser session, but the
timer is reset to 00:00.

Solution
A workaround is unavailable on Avaya Workspaces.

° Note:

In the Call Management System reports, the timer is running correctly.

Selected state timer must not reset on a new browser

Condition

An agent is in the Ready, Not Ready, or After Contact Work state in Avaya Workspaces and
the same agent logs into a new browser. The agent state is the same as the previous browser
session, but the timer is reset to 00:00.

Solution
A workaround is unavailable on Avaya Workspaces.
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° Note:

In the Call Management System reports, the timer is running correctly.

Changes in the Work Codes are not reflected on Avaya
Workspaces

Condition

Your administrator creates, updates, or deletes Work Codes in the administration interface.
However, the updated Work Codes are not reflected in Avaya Workspaces.

Cause

If you are logged in to Avaya Workspaces, the changes your administrator makes do not display
automatically.

Solution

To view the updated Work Codes, press F5 or refresh the browser and log back into Avaya
Workspaces.

Work Card stops responding and cannot end Work Card
after five minutes of network issues

Condition

If there are network issues for more than five minutes, Work Card stops responding, and you
cannot end Work Card.

* If you try to click &g to end the interaction, Avaya Workspaces displays the following
error message: Disconnected from the contact center, please retry when
connected.

* If you refresh the browser or press F5, Avaya Workspaces does not disconnect you from the
call. You cannot Start Work, and Avaya Workspaces displays the following error message:
Start work failed. Your system is not responsive.

Solution
A workaround is unavailable on Avaya Workspaces.
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Outgoing call using CTI desktop displays as incoming call on Avaya Workspaces instead of an outgoing call

Outgoing call using CTI desktop displays as incoming call
on Avaya Workspaces instead of an outgoing call

Condition

When an agent makes a call using the CTI desktop, Avaya Workspaces displays the call as an
incoming call instead of an outgoing call.

Solution
A workaround is unavailable on Avaya Workspaces.

Unable to Go Ready on chat during an ongoing outbound
call

Condition

An agent in the Ready state on Hybrid Voice makes an outbound call. During the call, the agent
changes the state to Not Ready. The agent state in the status bar displays as Not Ready Pending,
and the agent cannot Go Ready on chat.

Solution

The agent must disconnect the call to Go Ready on chat.

Supervisor uses the CTIl desktop to change the agent state
on hybrid voice regardless of the agent state on digital

Condition

An agent has Hybrid Voice + Digital as the Avaya Workspaces profile. A supervisor uses the CTI
desktop to change the agent state on hybrid voice from Not Ready to Ready, regardless of the
agent state on digital. For example, if an agent is Ready on chat after the supervisor's action, the
agent is now in the Ready state on hybrid voice and digital.

Solution
A workaround is unavailable on Avaya Workspaces.

February 2025 Using Avaya Workspaces for Avaya Experience Platform™ (On-Prem + Connect) 114

Comments on this document?



https://onecare.avaya.com/customercare/en/documentation/feedback?formId=1399859460448&p1=S3&p2=UsingAvayaWorkspacesforAvayaExperiencePlatform%E2%84%A2(On-Prem&Connect)&p3=12

Troubleshooting

ACD call from the primary Communication Manager gets
disconnected

Condition

Agent receives an ACD call from the primary Communication Manager. The agent accepts the
call and interacts with the customer. The primary Communication Manager goes down, and the
enterprise survivable server (ESS) becomes active after a few minutes. The agent displays as

logged out on Avaya Workspaces but can continue to interact with the customer.

The agent simultaneously receives another station call on ESS and answers the call. The first
call goes on hold even though the primary Communication Manager is down. The agent then
disconnects the second call, unholds the first call, and continues to interact with the customer on
the first call. When the primary Communication Manager is up, the agent displays as Ready on
Avaya Workspaces, and the existing call gets disconnected automatically.

Solution
A workaround is unavailable on Avaya Workspaces.

Ringing direct station call drops at the customer end

Condition

An agent makes a direct station call. The call rings at the customer end. During this time, if the
connection between Avaya Hybrid Cloud Gateway and UC3 goes down, the ringing call drops.

Solution

A workaround is unavailable on Avaya Workspaces.

When an agent is on a DAC call, the Service Name column
displays None for the supervisor

Condition

When an agent is on a DAC call, the Service Name column in the My Agents widget on Avaya
Workspaces displays None for the supervisor. In this instance, the DAC call does not have the
Service Name information. Hence, the Service Name column displays None for the supervisor.

Solution
A workaround is unavailable on Avaya Workspaces.
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When an agent is in the Ready state on Hybrid Voice, the My Agents widget displays the Ready state without the drop-down
options

When an agent is in the Ready state on Hybrid Voice, the
My Agents widget displays the Ready state without the
drop-down options

Condition

An agent logs in to Avaya Workspaces and changes the agent state to Go Ready on Hybrid
Voice. If the supervisor logs in to Avaya Workspaces simultaneously, the My Agents widget
displays the Ready state without the drop-down options.

Solution
A workaround is unavailable on Avaya Workspaces.

Agent is unable to Go Ready on the Chat channel

Condition

If the agent is Ready on Hybrid Voice and Communication Manager goes down, the agent cannot
Go Ready on the Chat channel as the Go Ready button is disabled under Digital.

Solution

Refresh the browser or wait for Communication Manager to be up.

Agent is unable to view Start Work after clicking Finish
Work

Condition

If the agent is Ready on Hybrid Voice and Communication Manager goes down, the agent cannot
view Start Work after clicking Finish Work.

Solution
Refresh the browser or wait for Communication Manager to be up.
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Troubleshooting

Agent is unable to Go Ready on Avaya Workspaces

Condition

If the administrator sets the value as forced for the Aux Work Reason Code Type parameter in
Communication Manager but does not configure the reason codes for Not Ready (Aux Work) in
the administration interface, the agent cannot Go Ready on Avaya Workspaces.

Solution
Do one of the following:

» Configure the reason codes for Not Ready (Aux Work) in the administration interface. The agent
can select the reason code and then Go Ready on Avaya Workspaces.

+ Set the value as requested for the Aux Work Reason Code Type parameter in
Communication Manager. The agent can change the state to Not Ready on Avaya Workspaces
with or without reason codes.

Headset call control issues
& Jabra Direct

Device settings (cancet )

DESK PHONE USB DESK PHONE MOBILE PH>

Communication device e

Open softphone line
when undocking
headset

Comfort noise

Base ringtone

Base ringtone volume

Ringtone in headset

Computer audio

Figure 4: Base ringtone settings in Jabra Direct
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Certain fields are not displayed on the interaction card for the consulted agent

Condition Resolution
When you connect the Plantronics headset to 1. Ensure that you install and run the Plantronics
your computer, the Device Settings page in Avaya Hub.

Workspaces displays the following error: 2. Verify that Plantronics Hub displays the correct

Could not connect to Plantronics Plantronics headset details.

Hub. Advanced features not

available.

When you connect the Jabra headset to your Download the Device Connector for Windows and
computer, the Device Settings page in Avaya install Jabra Chrome Host.

Workspaces displays the following error:

The Jabra Chromehost is not
installed. Advanced features not

available.

When you connect your Jabra headset to your Ensure that you add the Jabra Device Connector
computer, the Device Settings page in Avaya (Browser Extension) to your Google Chrome
Workspaces displays the following error: browser.

The Jabra Chrome Extension is not
installed. Advanced features not

available.
When you connect your Jabra headset to your 1. Ensure that the connected Jabra headset is
computer, the Device Settings page in Avaya available in the list of supported devices.

WiieniErpeess lipley® i velloniing et 2. Ensure that you are not using the headset

Could not connect to Jabra with any other softphone application, such as

device. Advanced features not Microsoft Teams or Avaya Workplace Client.

available.

Turn on or turn off the ringer in the headset base. In Plantronics Savi 82xx series headsets, you can
use the ringer button on the headset base to turn on

© Note: or turn off the ringer.

This feature is available only in headsets For Jabra headsets, download and install Jabra
that include a headset base, such as the Direct for Windows. You can use the Base ringtone
Plantronics Savi 82xx series. and Base ringtone volume options in Jabra Direct to
control the ringer of the headset base.

Certain fields are not displayed on the interaction card for
the consulted agent

Condition

When agent 1 on a VDN call adds another agent 2 to consult and starts a conference call, the
interaction card does not display the Topic name, Topic Id, or Skill name fields for agent 2, the
consulted agent. The consulting agent is the agent who sends the consult request to receive
assistance, and the consulted agent is the agent who assists the consulting agent.
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Troubleshooting

The interaction card for the consulted agent must display the Topic name, Topic Id, and Skill name
fields.

Solution
A workaround is unavailable on Avaya Workspaces.

An agent re-logged in to Avaya Workspaces automatically
logs out due to a race condition

Condition

An agent re-logged in to Avaya Workspaces automatically logs out due to a race condition. This
issue occurs when the connection between Avaya Hybrid Cloud Gateway and UC3 goes down,
and simultaneously, an agent signs out from Avaya Workspaces.

Solution
1. The agent must sign out from Avaya Workspaces.

2. The agent must re-log in to Avaya Workspaces 60 seconds after restoring the connection
between Avaya Hybrid Cloud Gateway and UC3.

The administrator must inform the agent about the connection restoration and whether the
agent can re-login to Avaya Workspaces.

Agent gets logged out from hybrid voice before
completing the timed ACW duration

Condition

The agent is on a Timed After Contact Work (ACW) state with the ACW work card. Also, the timed
ACW duration for an assigned skill is higher than the configured maximum time agents can be in
the ACW state before they logout.

In this case, after ending the call, the agent gets logged out from hybrid voice before completing
the timed ACW duration. However, the agent remains logged in to the digital channel.

Solution

To log in to both the hybrid voice and digital channels, agent must click Finish Work, and then
click Start Work.
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Supervisor is unable to observe an agent

Supervisor is unable to observe an agent

Condition

If a supervisor observing agent 1, clicks Observe for agent 2, Avaya Workspaces displays an
error and disables Observe for agent 2. Additionally, after the supervisor stops observing agent 1,
Avaya Workspaces does not enable Observe for agent 2.

A supervisor can observe an agent if the communication profile assigned to the supervisor is only
a SIP profile. A supervisor cannot observe an agent if the communication profile assigned to the
supervisor is one of the following:

* Only an E.164 profile.

* If an E.164 profile is set as the default profile, when both E.164 and SIP profiles are
available.

Solution
Ensure that the communication profile assigned to the supervisor is only a SIP profile.

Supervisor's observer mode gets reset after agent
resumes the observed call

Communication Manager stores the service observer state before the supervisor begins coaching
or barges into a call. After the service observer state disconnects due to hold and reconnects after
the resumption of the call, Avaya Workspaces uses the stored service observer state. Hence, the
supervisor's observer mode gets reset from Coach or Barge-in to Listen only when the observed
call resumes after the agent holds and resumes the call.

Solution
A workaround is unavailable on Avaya Workspaces.
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Chapter 10: Resources

Documentation

Related documents

Title

| Available at:

Use the document to:

Audience

Overview

Avaya Experience
Platform™ Public

Avaya Experience

Platform™ Public Cloud

Know about tested
product characteristics

Sales engineers

Business partners

Platform™ (On-
Prem + Connect)

(On-Prem + Connect)

Experience Platform™
(On-Prem + Connect).

Cloud Solution Solution Description and capabilities, including
Description product overview and Solution architects
feature descriptions, . .
: o Implementation engineers
interoperability,
performance
specifications, security,
and licensing
requirements.
Deploying
Deploying Avaya Deploying Avaya Prepare, install, and Implementation engineers
Experience Experience Platform™ | configure Avaya

Account administrators

Administering

Administering
Avaya Experience

Administering Avaya
Experience Platform™

Administer Avaya
Experience Platform™

Account administrators

Supervisors

Avaya Experience
Platform™ (On-
Prem + Connect)

Platform™ (On-Prem +
Connect

Customer Relationship
Management (CRM)
integrations for Avaya
Experience Platform™
(On-Prem + Connect).

Platform™ Public Public Cloud Public Cloud and Avaya
Cloud Experience Platform™
(On-Prem + Connect).
Administering Administering Avaya Configure and administer Developers
Avaya Workspaces | Workspaces for CRM | the features and -
for CRM with with Avaya Experience | capabilities of the CRM Administrators

Avaya Experience Platform™

Administrators
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Documentation

Workspaces with
Avaya Experience
Platform™ (On-
Prem + Connect)

Avaya Experience
Platform™ (On-Prem +
Connect

Corporate Contacts
widget in Avaya
Experience Platform™
(On-Prem + Connect).

Title Available at: Use the document to: Audience

Configuring Configuring corporate | Configure and administer |« Sales engineers
corporate contacts | contacts for Avaya the features and « Implementation endineers
for Avaya Workspaces with capabilities of the P 9

Administrators

Workspaces with
Avaya Experience
Platform™ (On-
Prem + Connect)

Workspaces with
Avaya Experience
Platform™ (On-Prem +
Connect

the Corporate Contacts
widget in Avaya
Workspaces.

Using
Using Avaya Using Avaya Use the features and * Agents
Workspaces for Workspaces for Ava\T/Ma capabilities of Avaya - Supervisors
Avaya Experience | Experience Platform Workspaces for Avaya
Platform™ (On- (On-Prem + Connect) | Experience Platform™
Prem + Connect) (On-Prem + Connect).
Using Avaya Using Avaya Use the features and » Agents
Workspaces for Workspaces for CRM | capabilities of the « Supervisors
CRM with with Avaya Experience | Customer Relationship
Avaya Experience | Platform™ (On-Prem + | Management (CRM)
Platform™ (On- Connect integrations for Avaya
Prem + Connect) Experience Platform™

(On-Prem + Connect).
Using corporate Using corporate Use the features » Agents
contacts in Avaya | contacts in Avaya and capabilities of .

» Supervisors

Videos

Avaya Experience
Platform™ (On-
Prem + Connect)
Application Center

Avaya Experience
Platform™ (On-Prem +
Connect) Application
Center Administration

Administer Avaya
Experience Platform™
(On-Prem + Connect).

Account administrators

Supervisors

Platform™ (On-
Prem + Connect)
for agents

(On-Prem + Connect)
for agents

Workspaces for Avaya
Experience Platform™
(On-Prem + Connect).

Administration
Using Avaya Using Avaya Perform supervisor » Account administrators
Experience Experience Platform™ | actions using Avaya . SUDEIVISOrS
Platform™ (On- (On-Prem + Connect) | Workspaces for Avaya P
Prem + Connect) | for supervisors Experience Platform™
for supervisors (On-Prem + Connect).
Using Avaya Using Avaya Manage the features » Agents
Experience Experience Platform™ | and capabilities of Avaya :
» Supervisors
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Resources

Title Available at: Use the document to: Audience
Getting Started with | Getting Started with Get an overview of Avaya | All audiences
Avaya Workspaces | Avaya Workspaces Workspaces for CRM

for CRM for for CRM for Avaya for Avaya Experience

Avaya Experience | Experience Platform™ | Platform™ (On-Prem +

Platform™ (On- (On-Prem + Connect) | Connect) and manage

Prem + Connect) interactions.

Avaya Documentation Center navigation

For many programs, the latest customer documentation is available on the Avaya Documentation
Center website at https://documentation.avaya.com. Some functionality is only available when you
log in to the Avaya Documentation Center. The available functionality depends on your role.

© Important:

If the documentation you are looking for is not available on the Avaya Documentation Center,
you can find it on the Avaya Support website.

While navigating through the Documentation Center, you can click the Avaya Documentation
Center logo at the top of the screen to return to the home page anytime. On the Avaya
Documentation Center, you can do the following:

 Click Avaya Links in the top menu bar to access other Avaya websites, including the Avaya
Support website.

« Click Languages ( &) in the top menu bar to change the display language and view
localized documents.

* In the Search Documentation field, search for keywords and click Filter to filter by solution
category, product, or user role.

You can select multiple items in each filter category. For example, you can select a product
and multiple user roles.

* Click Library in the top menu bar to access the complete library of documents. Use the
filtering options to refine your results.

* After performing a search or accessing the library, you can sort content on the search results
page. When you find the item you want to view, click it to open it.

» Use the table of contents in a document for navigation. You can also click < or > next to the
document title to navigate to the previous topic or the next topic.

* Click Share (#) to share a topic by email or copy the URL.

* Download a PDF of the current topic in a document, the topic and its subtopics, or the entire
document.

* Print the section you are viewing.

» Add content to a collection by clicking Add to My Topics ( &' ). You can add the topic and its
subtopics or add the entire publication.
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Training

* View the topics in your collections. To access your collections, click your name in the top
menu bar and then click My Topics.

You can do the following:

- Create, rename, and delete a collection.

- Set a collection as the default or favorite collection.

- Save a PDF of the selected content in a collection and download it to your computer.
- Share content in a collection with others through email.

- Receive collections that others have shared with you.

* Click Watch (©>) to add a topic to your watchlist so you are notified when the content is
updated or removed.

* View and manage your watchlist by clicking Watchlist from the top menu with your name.
You can do the following:
- Enable Email notifications to receive email alerts.
- Unwatch the selected content or all topics.

» Send feedback for a topic.

Training

The following courses are available for Avaya Experience Platform™ (On-Prem + Connect):

Course code Course title Delivery type

30050W Consulting and Demonstrating Avaya Experience | Web-based Training
Platform™ (On-Prem + Connect)

60440W Administering Avaya Experience Platform™ (On- | Web-based Training
Prem + Connect)

60450W Using Avaya Workspaces for Avaya Experience Web-based Training
Platform™ (On-Prem + Connect) - Agents

60470W Using Avaya Workspaces for Avaya Experience Web-based Training
Platform™ (On-Prem + Connect) - Supervisor

Support

Go to the Avaya Support website at https://support.avaya.com for the most up-to-date
documentation, product notices, and knowledge articles. You can also search for release notes,
downloads, and resolutions to issues. Use the online service request system to create a service
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Resources

request. Chat with live agents to get answers to questions, or request an agent to connect you to a
support team if an issue requires additional expertise.

Using the Avaya InSite Knowledge Base
The Avaya InSite Knowledge Base is a web-based search engine that provides:
» Up-to-date troubleshooting procedures and technical tips.
* Information about service packs.
» Access to customer and technical documentation.
* Information about training and certification programs.
* Links to other pertinent information.

If you are an authorized Avaya Partner or a current Avaya customer with a support contract, you
can access the Knowledge Base without extra cost. You must have a login account and a valid
Sold-To number.

Use the Avaya InSite Knowledge Base for any potential solutions to problems.

1. Go to https://support.avaya.com.

2. Tolog in, click Sign In at the top of the screen and then enter your login credentials when
prompted.

3. Click Product Support > Products.

4. In Search Product, start typing the product name and then select the appropriate product
from the list displayed.

5. Select the release number, if applicable.
6. Click the Technical Solutions tab to view articles for resolving technical issues.
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