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RingCentral University

Navigating the Agent Interface

RingCentral Engage Digital provides all the tools you need to help customers in your digital interactions. Depending on
what your organization uses, customers can reach out through various messaging platforms such as email, SMS, in-app
messaging like WhatsApp, social media channels like Facebook or Instagram, even chat bots.

Log ging In

Open a web browser.

Navigate to the RingCentral Engage Digital URL provided by your admin.
Type your email and password.

Click Signin.

pPOdPE

RingCentral

ENGAGE DIGITAL

p Sign in

Email
Password

Forgot your password?

— RingCentral

Agent
ENGAGE DIGITAL

K¢

" " Test Ivan-2
£ inbox Instructional Design 4
Training Escalations

Routing mode

® New message @)  Back to selected thread T

@m,  nicole Cooper + Nicole - Email Source (1)
C‘:g, Supervision \ Test 1234
Inbox =
Training Support
Training Escalations Al Anonymous
- :ﬁ Testing the new chat
» French Inquiries Ivan Astrolabio » Nicole Cooper (12) AGENT REPLY
Happy Panda - Chat ] .
Onboarding Customer Hello, Nicole!
Escalation Brad Simpson 1 Thank you very much for contacting us. My name is Ivan
Hello!

VIP Folder | am looking forward to answering your inquiry.
Happy Panda Training - F8 Message () by

Instructional Design .
Training Support

Happy Panda Train...

Training Specialists Folder
Example of Initiated Message/P_..

re
SNe,

Ha Panda Trainin = i i . i GOm0
PPY 9 Happy Panda Training - Facebook § 2] ) Nicole Cooper » Nicole - Email Source (14)
New messages %27 Please help with XYZ
My Inbox ‘@8 @happypandatrail
KA Message for source o Training Support
Global inbox Happy Panda Training - Twitter v
Defececiollovop = ) Ivan Astrolabio » Nicole Cooper (%) AGENT REPLY
/=) Jonathon Nieves —
History R % That is an excellent question !
Ignored Messages Happy Panda Training - FB Message ® We recommend that you use our eLearning options for
standard XYZ onboarding training, to reinforce concepts from
%.8 Happy Panda Train. instructor-led training, and even for certification.
%A Hil Enjoying the training. (1] Check out this document
Happy Panda Training - Facebook § W oAk Aecessing
Anonymous  (8S) :
Hil
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Agent | Navigating the Agent Interface

Interface Navigation

There are three areas available in the RingCentral Engage Digital Platform.

1. Top Header Bar
More Menu - used to expand and collapse the left navigation bar.
Menu bar - houses the main Agent tab for the RingCentral Engage Digital platform.
User details
* Agent badge or initials
»  General user account information
*  View my audit log - shows a timestamp of the agent’s activities
*  Need help? - Links to support documentation
* Logout
2. Left Navigation Bar - shows the menu options of each main tab. The main menu options available to agents
are Inbox view and Routing Mode view.
Sliding tray - secondary menu of each menu option in the left navigation bar. This appears when you
hover over a menu option.
3. Message Area - shows the threads and messages. The interface varies depending on whether you are in the
Inbox view or the Routing Mode view.

o B
[ — RingCentral @

Agent
ENGAGE DIGITAL )

L . Test Ivan-2
Sear Training Escalations 2 Andrew Evan
Training Escalations

aevan787@gmail.com

Routing mode Inbox £ Nicole Cooper (K) 08112
_— A Nicole Nicole - Email Source (i)
Tlaining Escalations — - 3 _ﬂf icole Cooper » icole - Email Source (1A
Training Escalations = Lo Test 1234 . .
¥ French Inquiries - View my audit log
B Nicole C Training Support
N e icole Cooper
Onboarding Customer W@ ?
- 7 IDtesty) Need help?

Escalaton Training Escalations = . Ivan Astrolabio » Nicole Cooper Logout
VIP Folder Hello, Nicole!
Instructional Design Thank you very much for contacting us. My name is Ivan
Training Specialists Folder I am looking forward to answering your inquiry.

Happy Panda Training Training Support
New messages

", Nicole Cooper » Nicole - Email Source (14)
- Please help with XYZ

My Inbox g
Global Inbox

Deferred follow-up Training Support

History
Ivan Astrolabio » Nicole Cooper (IA
Ignored Messages . i X per (IA)
That is an excellent question !

We recommend that you use our eLearning options for standard XYZ
onboarding training, to reinforce concepts from instructor-led training, and
even for certification.

Check out this document.

: | Job_Aid_Accessing_E.

« Training Support

. Vance Stevens by Van \ + Nicole Cooper (IA)
I can certainly help with XYZ, please start with ABC
C Training Support
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Agent | Navigating the Agent Interface

Inbox View

The inbox view allows you to manage messages by grouping them into folders, so you can easily look up, respond,
and organize customer messages.

1. Click Agent.
2. Click Inbox.
The Inbox view has three parts:

Inbox - used to group messages by channel, contact pattern, status, team, etc.
Threads - composed of messages that are chronologically sorted (oldest first)
Messages - shows a specific customer message and the agent replies

— RingCentral Agent @

ENGAGE DIGITAL

: < Hi! <
2 search Instructional Design 25 ;\\/
Jonathon Email

Routing mode Inbox . Anonymous

Hi! I need help.

<% Franco Honesto Lasay » .Jonathon Email Demo

Training Escalations .
Happy Panda - Chat (o} 7 Ineed help with my concern.

* French Inquiries ar
Training Support
Franco Honesto Lasay
@ il
Escalation Tansitan Cnail = . .Jonathon Email Demo » Franco Honesto Lasay
Thank you for the message.

Onboarding Customer

VIP Folder
. . Anonymous [€D) L =
Instructional Design TESTHIN

Training Specialists Folder Happy Panda - Chat (|

Happy Panda Training . Andrew Evan » Franco Honesto Lasay
" .
Ivan Astrolabio L. Sure. May | know what your concern is?
New messages <no subject>
1 ra 1+ Training Support
My Inbox =
Global Inbox "! Anonymous . Franco Honesto Lasay » .Jonathon Email Demo [ ASSIGNED ]

Deferred follow-up hello =7 Ineed help setting up my account.

History Happy Panda - Chat |
Training Support

Ignored Messages 4% Anonymous

w hi o
Happy Panda - Chat ]

£ % Anonymous
. Hello can | get some assistance here? )

Happy Panda - Chat D

Nicole Cooper
Task 123

=

Nicole Cooper
Franco - Tasks View
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Agent | Navigating the Agent Interface

e \
TH READS Instructional Design 25
. . Anonymous
Agent badge assigned to a message. Dark Hit I need help
background color is an active interaction and Happy Panda - Chat o
light background color is inactive. Frant Honarta Lassy
Hit
snathon Em.
Happy Panda-chat ~ Categories in the thread. P ‘o
Happy Panda - Chat a
| Channel of the thread. @ oo

Anonymous
ello

Number of new messages in the thread.

Happy Panda - Chat ']

MESSAGES

Access these by hovering the mouse on the message thread.

Initial status of a message not yet engaged.

Message assigned to the current agent after it has been Hi
engaged. Itis part of a case but has not been replied to yet.

AGENT REPLY Reply from an agent, after clicking either the Reply or Private f’n‘::;:;:j‘;h‘:j:mC;‘;"a'“""E"“"“m
reply button. R
[ ASSIGNED ) Message that was already replied to by an agent, after @) ioodee Smcotimen Loy
. . . Thank you for the message.
clicking Reply or Private reply. e *
Message marked as not needing a reply, resulting from an @ o P ooy
agent chckmg the Ignore button. Sure. May | know what your concern is?

Training Support

Engage button - allows you to assign the message to el et manrv et B
yourse hc I need help setting up my account,

Training Support

Allows you to ignore the message.

Allows you to reply to the message. o .
Clicking the More icon () button shows

Defers the case associated to the message by a time delay or ~ additional actions common to both

number of days. Inbox and Routing Mode views:
a. Recategorize - changes
Closes the case associated to the message. If there are still thread/message/intervention
unaqswered messages in the case, they are automatically categories.
archived. b. Assign - assigns the message to

Allows you to unassign an assigned message. The message someone else.

returns to the “New” status. c. Mute author -ignores all new
messages automatically from

Depending on the channel, allows you to reply privately to a the author.

customer. d. View audit log - displays the

thread Audit Log showing all the

Training S t Post qualification categories only show once the case is . .
e ) g y actions performed in the thread.

solved. This category type allows you to specify the theme or
disposition when the case is over.
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Agent | Navigating the Agent Interface

Routing Mode View

Messages are automatically routed to agents based on their configuration in the admin interface and according to
Service Level Agreement, agent competencies, and level of urgency.

1. Click Agent.
2. Click Routing Mode.

The Routing Mode view has four parts:
Tasks - shows Ongoing, Deferred, and History (completed tasks).
Thread - composed of messages in a task that are chronologically sorted (oldest first). The thread can be
filtered according to agents and identities.
Customer record/activity - collects all information about the customer identity. It summarizes the status
of all inquiries from a customer and provides the history of cases and messages.
Presence status - shows the agent’s status. Agents are “Available” as long as they have not reached the
number of tasks defined by the minimum capacity setting. Their status changes to “Available (busy)”
once this number is reached. Agents can also make selections, such as for breaks and lunches.

Canteal 5 3 H
— RingCentral Agent Analytics Admin @ Available ~ @
ENGAGE DIGITAL
Ongoing Deferred History Hit | rranco Honesto Lasay
Jonathen Email il 0 Ope 0 ed 1Me

Filter All agents v and @ Franco Honesto L.. r & ® O BE B &8 & o

, Franco Honesto Las... —
® 5
o4
I need help with my concern. %, Franco Honesto Lasay
- y il franco.lasay@ringcentral.com

Franco Honesto Lasay » .Jonathon Email Demo

A need help with my concern.

Awaiting interactions (1)

An interaction on content « / need help with
Anonymous
. Anony! 1 message my concern. »is waiting at step default_target
Hi! | need help. A.n \nleracl\.on ur:!az;o;;::tcm-a‘l‘ea 1 help witt
o . Andrew Evan » Franco Honesto Lasay AGENT REPLY my.cor

Sure. May | know what your concern is? The priority of an interaction on content !
1weed help with my cencern. » was updated (source: +1)

Andrew Evan accepted an interaction on
content help with my concern
Andrew Evan engaged Franco Honesto Lasay
message « / need help with my conce

( )

Custom presence statuses are configured by the Admin
(example: Pause, Training, Monitoring folder), so that
supervisors have a precise view of their agents’ activity
from the Supervision console.

To no longer receive messages, change the Presence status
to something other than “Available”. To receive messages
again, switch your status back to “Available".
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Agent | Navigating the Agent Interface

Routing Mode View Icons and Buttons

4 \
. . Ongoing Deferred History
Transfer button - use this function to transfer messages to
another agent, team, category, or language (skill).
Defer button - use this function if you cannot provide an £isoa Honeeto Las.-
immediate response to a customer, so you can reply later, or the :
. ; I need help with my concern.
customer has not replied yet and you wish to postpone the case
until they respond. These messages are found on the Deferred tab.
. . Awaiting interactions (1)
Complete button - this closes the case associated to the message.
Completed messages are found on the History tab. . Anonymous
J Channel of the task. Hil I need help.
[
Resume button - (History) allows to interact with a completed task.
. J
THREAD )
Initial status of a message not yet engaged.
Message assigned to the current agent after it has been H
engaged. Itis part of a case but has not been replied to yet.
Filter All agents and Franco Honesto L...
Reply from an agent, after clicking either the Reply or
Pr'ivate rep|y button_ Franco Honesto Lasay » .Jonathon Email Demo
I need help with my concern.
Message that was already replied to by an agent, after
AGENT REPLY S . .
clicking either the Reply or Private reply button.
. . Andrew E Fi Hi L
P ASSIGNED ) Message marked as not needing a reply, resulting from an . S:,::,a:?zmw ::,":fwznjuc:sa:
agent clicking the Ignore button.
Agent badge assigned to a message.
CUSTOMER RECORD/ACTIVITY T ——
0 0 1
Summary shows the timeline of activities related to the 0
customer —
Profile of the customer Eranco Honesto Lasay
franco.lasay@ringcentral.com
Cases - shows the initial message(s) sent by the customer
. . . An interaction on content
Messages displays the communication thread of the case is waiting at step default_target
with this customer (neWeSt fi I’St) An interaction on content r
has been created
O] . 5 . The priority of i tent
Identities allows merging of a customer’s different 54 kg W T St (B (B0 e 4T)
identities into onereco I’d Andrew Evan accepted an interaction on
content t
Andrew Evan engaged Franco Honesto Lasay
message
. J
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Using the Routing Mode View for Agents

Agents receive their cases automatically through the RingCentral Engage Digital Routing Mode view. This
distributes messages to agents based on their capability, as well as the severity level of the case, based on

the defined Service Level Agreement.

Accepting Cases
1. Click Agent.
2. Click Routing mode.
3. Click the awaiting case to accept it.

The case becomes active and its content displays. The following action buttons appear on the case:
a. Transfer ( ~ ) button - transfers messages to another agent, team, category, or skill
b. Defer (© ) button - delays replying to the message for a specific duration
c. Complete () button - closes the case associated to the message

® Available ~

Ongoing Deferred History
% .
@ Routing mode Awaiting interactions (1)
@3, supervision . Knox Ville
Can you send me more
information on your available
B2
— RingCeniral Agent ® Available ~ e
o ENGAGE DIGITAL
inti Knox Ville
Inbox Ongoing Deferred History Plan Subscriptions
& p ™ SCsenrd B i
5 g == o == g
| Routing mode Filter Allagents ¥ and @ Knox Ville v & & O B 8 =
. Knox Ville _—
@\& Supervision e ‘
Can you me ) i . Knox Ville
infon ur Knox Ville » Nicole - Email Source LhEW ] bobgnarly2025@gmail.com
- = Can you send me more information on your available plans?
L M 3 Ca e 1 & Reply ---
Awaiting fons (0)
‘ »m Ivan Astrolabio View 1 past events
Aninteraction on content
To bebgnarly2025@gmail.com Can you send me m has
been created
cc The priority of an interaction on
content end me m
BCC was updated (source: +5)
Ivan Astrolabio missed an
Re: Plan Subscriptions interaction
Ivan Astrolabio missed an
T B I U == B 82 © <=0 interaction
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Agent | Using the Routing Mode View

Replying to Messages
After accepting cases, follow these steps to reply to messages:
Type your reply and use the available formatting options.
Alternatively, click the Reply assistant ( # ) button to access the preconfigured responses.
Select the appropriate reply from the list of replies.
Click Send.

PONME

Agent @ Available ~ °

£ inbox Ongoing  Deferred  History  Plan Subscriptions ™ . :(nox Vil a 3
() Routing mode Filter Allagents ¥ and @ Knox Ville > ) B @B B <& £
. Knox Ville _
(3 supervision ’
& b Can you send me more ” 2 4
information on your available ‘ Knox Ville » Nicole - Email Source .
Can you send me more information on your available plans
4 Reply .- ~ eLearning Replies
Awaiting interactions ( 0) eLearning - Intro
Ivan Astrolabio
elLearning - Body
To bobgnarly2025@gmail.com elLearning - Close

Re: Plan Subscriptions

i
]
™
-]
8
[
>]

01{ B [ u =

Reply Window Buttons

Depending on the agent’s channels and permissions, some buttons may not be available.

Button Description

Emojis used on Facebook and Twitter channels.

Add attachments for all supported channels.

Use the HTML editor to edit the message in HTML (versus rich text).

Twitter character count (280 characters).

Use the reply assistant to access preconfigured responses.

Preview the message before sending it.
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Agent | Using the Routing Mode View

Transferring Cases

After accepting cases, follow these steps to transfer messages to another agent, team, or category:

1. Click the Transfer ( ) button.
2. Select the appropriate option from the following dropdown menus:
a. Agents
b. Teams
c. Categories
3. Type your comments or instructions. (optional)
4. To transfer to a specific agent, check Bypass queue and force assignment to agent. This only works if you
have the Monitor Tasks permission. (optional)
5. Click Transfer.

C _— -
— RingC ral Agent ® Available ~ o
b ENGAGE DIGITAL
Ongoing Deferred History Plan Subscriptions E . :(nox Ville ; -«
@ Routing mode Filter Allagents ¥ and @ Knox Ville v & i) 8= it = 74
. Knox Ville _—
@3 supervision )
s Supe Can you send me more 3 " ) pra—
e ur available ' Knox Ville » Nicole - Email Source LNEW S
Can you send me more information on your available plans?
« Reply .. ~ eLearning Replies

Awaiting i s(0) elLearning - Intro

om lvan Astrolabio
elLearning - Body

To bobgnarly2025@gmail.com elearning - Close
cc
BCC

Re: Plan Subscriptions

1T B | U = = HB = © < =0
Transfer interaction x
Agents
Teams
Categories
Comment

™

[_] Bypass queue and force assignment to agent

=
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Agent | Using the Routing Mode View

Deferring Cases

After accepting cases, follow these steps to delay replying to messages:

Click the Defer (©) button.

Select the appropriate duration to defer the messages.

The message moves from the Ongoing to the Deferred tab.

Hover your mouse on the Defer (©) icon to see the deferred time and date.
If you need to resume processing, click the case.

Click the Resume (1) button.

BRSNS

— RingCentral Agent ® Available ~ °
— ENGAGE DIGITAL

£ nbox Ongoing  Deferred  History  Plan Subscriptions ~ . Knox Ville

) - . o
Routing mode Filter Allagents ¥ and @ Knox Ville vy & ® OB BH @ 2
. Knox Ville

(‘-\g Supervision

Can you send me = _ 7 ¢ Knox Ville
information on your . Knox Ville » Nicole - Email Source Email. bobgnarly2025@gmail.com
y @ v Can you send me more information on your available plans?
: = « Reply ...
Awaiting interactior 30 minutes
From: [van Astrolabio An interaction on content
1day . i i
To bobgnarly2025@gmail.com waiting at step default_target
3 days Aninteraction on content
you sen more has
Choose a date GG been created
BCC The priority of an interaction on 0

content e more
was updated (source: +5)
Re: Plan Subscriptions

Ivan Astrolabio accepted an

9 8B /U = =ZE B H » o = \l.neracuon.uncumem-

— RingCentral Age ® Available ~ °
ENGAGE DIGITAL

£ nbox Ongoing  Deferred  History  Plan Subscriptions ~ . Knox Ville

1 € och 4M

Routing mode Filter All agents ¥ and @Knox.. (WMDY @ ® OB B B &
. Knox Ville —

Can you send me more
information on your available Knox Ville »

(‘-2! Supervision
= Knox Ville
bobgnarly2025@gmail.com

wiry (&)
Case deferred until Septembe) 20 05:42,
assigned to lvan Astrolabio View 9 past events

Ivan Astrolabio deferred case
on Knox Ville message
ne more i for 30 minutes

Ivan Astrolabio completed an
interaction on content

Ivan Astrolabio resumed a
completed interaction on content

Ivan Astrolabio deferred case
on Knox Ville message en
nore in for 30 minutes

Ivan Astrolabio completed an
interaction on content

©]
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Agent | Using the Routing Mode View

Deferring Cases

After accepting cases, follow these steps to delay replying to messages:

Click the Defer (©) button.

Select the appropriate duration to defer the messages.

The message moves from the Ongoing to the Deferred tab.

Hover your mouse on the Defer (©) icon to see the deferred time and date.
If you need to resume processing, click the case.

Click the Resume (1) button.

BRSNS

= ngCentrai Agent @ Available - °
ENGAGE DIGITAL

Filter Allagents ¥ and @ Knox Ville Y & ®
. Knox Ville

Can you send me B B PhiEw ) Knox Ville
information on your . Knox Ville » Nicole - Email Source i bobgnarly2025@gmail.com
® v Can you send me more information on your available plans?

1 lg « Reply .-

E {6 &

Ongoing Deferred History Plan Subscriptions E . :)(I'on Ville s -

5 0
(:\g Supervision

Awaiting interactior 30 minutes

From Ivan Astrolabio An interaction on content
1 day . you send me more info is
To bobgnarly2025@gmail.com waiting at step default_target
3 days An interaction on content
you send me more inf has
EE
Choose a date been created
BCC The priority of an interaction on U4

content ou send me more
nfc was updated (source: +5)
Re: Plan Subscriptions

Ivan Astrolabio accepted an

interaction on content « Cav
T B | U = = B E @ < il Y

[
>]

= ngCentrai Agel @ Available - °

ENGAGE DIGITAL

. Knox Ville

Can you send me more
information on your available Knox Ville »

E {6 &

Ongoing Deferred History Plan Subscriptions E . :(I'on Ville s N

5 S
(:\g Supervision

. Knox Ville
i bobgnarly2025@gmail.com

= vy @
Case deferred until Septembe) 20 05:42,
assigned to Ivan Astrolabio View 9 past events

Ivan Astrolabio deferred case
on Knox Ville message er
= mo. for 30 minutes

Ivan Astrolabio completed an
interaction on content

Ivan Astrolabio resumed a
completed interaction on content

Ivan Astrolabio deferred case
on Knox Ville message « Can you se
Mo, for 30 minutes

Ivan Astrolabio completed an
interaction on content

®
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Agent | Using the Routing Mode View

Merging Customer Identities

If a customer is on many channels, like email, Twitter, Facebook, and so on, you can merge the identities
associated with them into one record.

1. Click the name or avatar of the customer.

2. Click the Identities (=) button.

3. Click Merge beside the identity that you need to associate with the customer.
4. The associated identity appears in the Profile tab of the customer record.

— RingCentral Agent ® Available ~

g ENGAGE DIGITAL
Ongoing Deferred History Plan Subscriptions B . Knox Ville e
~

~ E [ =
D Routing mode Filter Allagents ¥ and @ Knox Ville ¥ & ® O E B =2
. Knox Ville —_—

Can you send me more
infarmation en your availabl

IDENTITIES

G\& Supervision

Knox Ville » Nicol ail Source

able plans?
> ©

> & cate ad ¢ Reply .- ~

] @jimmyjamm
. om Ivan Astrolabio (Nicole Cooper)

W Happy Panda Training -

To bebgnarly2025@gmail.com N
Twitter

cc £

{ﬁ} @nieves_jonathon
(Jonathon Nieves)

BCC W Happy Panda

Training - Twitter

Re: Plan Subscriptions

@3, Nicole Cooper
T B I U = = 2o o = A w J © Nicole Demo - 2+ Merge

Emall
Nicole
CooperTraining

f Nicole - Demo
Facebook

(ﬁ Jonathon Nieves
~x! § Happy Panda- 2 Merge
Facebook

— RingCentral Agent ® Available ~ 0
ENGAGE DIGITAL

£ inbox Ongoing  Deferred  History  Plan Subscriptions ™~ ille . .

@ Routing mode = . ~ e = o
g Filter Allagents ¥ and @ Knox Ville Y & ® QO B [E B &

. Knox Ville N _—

G\& Supervision @Jlmmwammnnoper

Can you send me more
infarmation en your available

mail Source
able plans?

:ad ¢4 Reply .- . Knox Ville

il bobgnarly2025@gmail.com

om Ivan Astrolabio
Firstname = Knox

To bebgnarly2025@gmail.com

> O v

Awaiting interactions (0 )

Last name | ville

cc

BCC Company  Johnny B Goodies

Re: Plan Subscriptions Gendar Male x ¥
T B I == = o o = A Email bobgnarly2025@ i

ivan.astrolabio@

Mobile phor

Home phan [©]

o PH ¢ o
“ v @ ) Tags v
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Agent | Using the Routing Mode View

Unmerging Customer Identities

Click the name or avatar of the customer.

1. Click the Profile () button.

2. Hover your mouse on the identity to dissociate and then click the Unmerge ( - ) button.
3. Moreinformation about the identity displays. Click the Unmerge ( - ) button again.

4. Click OK.

= RingCentral Agent ® Available ~ o
ENGAGE DIGITAL
@ Inbox Ongoing Deferred History Plan Subscriptions :j(nox Ville § 4

. Knox Ville - e

@jimmyjammcooper [T

(Jrg Supervision

Can you send me more . 2 L
information on your available Knox Ville » Nicole - Email Source
< e Ea & vAilABlan) 9 28 L 190 1
5 @ v enc nore i n on your available plans
¢ Categorize thread GERHERN --- . Knox Ville
Awaiting interactions (0 ) il- bobgnarly2025@gmail.com
om Ivan Astrolabio
Firstname  Knox
To bobgnarly2025@gmail.com
Last name | ville
cc
Company i
BCC Johnny B Goodies
2 Gend P
Re: Plan Subscriptions enaer Male kd
T B I U = = | =2 ©® ¢ = A Email bobgnarly2025@ ® 0
ivan.astrolabio@ [ON]
Mobile phor
Home phon @
- O ¢ g o
7@ e = Tags v
— RingCentral Agent ® Available ~ o
e ENGAGE DIGITAL
- ), Knox Ville
Inbox. Ongoini Deferred Histor Plan Subscriptions 3
= going y p = Sonened Tlased 5
EJ Routing mode Filter Allagents ¥ and @ Knox Ville Y 9 ® ® H =2
. Knox Ville e —
(JTS Supervision £y .
Can you send me more B R ) @iimmyjammeooper §  n
information on your available Knox Ville » Nicole ail Source Soona 4
" Can you senc nore information on your available plans? 28 190
> O v ’ Aol 79
9 Categorize thread e o
% & Berly Ealing, London
Awaiting interactions ( 0) atior e April 07,2013
. om Ivan Astrolabio London | Gall ¥*
% 5
o bobgnarly2025@gmail.com Knox Ville
I: bobgnarly2025@gmail.com
cc

us-training-team2.digital.ringcentral.com says

Are you sure you want to unmerge @jimmyjammcooper (Nico e

Cooper) x v
g © @

Sahe “ plem

@ e e Mobile oy ©
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Using the Inbox View for Agents

Inbox allows for the grouping of messages according to their channel, theme, status, team, or category.
This grouping is similar to folders and subfolders in an email inbox.

Assigning Messages

While in the Inbox view, agents must assign messages to themselves before they can reply to the first
message of a customer thread. This prevents several agents from responding to the message at the same

time.
1. Click Agent. :
2 Click Inbox. If categories are_mandatory, a
3. Click the folder that contains the message to be assigned. categorization window appears
4. Click the message. once you click Engage. Yo_u must
5. Hover over the message and click Engage. categorize the cas?fto assign the
6. The message moves to the My Inbox folder. message to yourself.
7. The message status changes from NEW to ASSIGNED.

— RingCentral Agent
O ENGAGE DIGITAL

2 New messag 8 Plan Subscriptions ™M

Routing mode 5 . Knox Ville ]
New message Plan Subscriptions
L . Knox Ville » Nicole - Email Source CED
=2 Can you send me more informa available plans?
Inbox
Training Escalations ) A.nonyrnuus
@ hi °
w French Inquiries Happy Panda - Chat o
Onboarding Customer
£ % Anonymous
Escalation & Hello can | get some assistance .. g
VIP Folder Happy Panda - Chat [m]
Instructional Design
Gmail Team
Training Specialists Folder (#795695208) Gmail Forwarding. o
Happy Panda Train
— RingCentral Ageit °
New messages ENGAGE DIGITAL
My Inbox
y 1 Plan Subscriptions
Global Inbox Mplnaes H
Deferred follow- = i
bl ikl Routing mode . Knox Ville [ 1]
History © New message Plan Subscriptions
. Knox Ville » Nicole - Email Source @[ CEHEED
Ignored Messages inboix =2 Can you send me mare information on your available plans?

i} D Defer ¢

Training Escalations
= French Inquiries
Onboarding Customer

Escalation

VIP Folder

Instructional Design
Training Specialists Folder
Happy Panda Training
New messages

My Inbox

Global Inbox

Deferred follow-up

History

Ignored Messages
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Agent | Using the Inbox View

Replying to Messages
After assigning cases to yourself, follow these steps to reply to messages:

1. Hover over the message and click Reply.

2. Type your reply and use the available formatting options.

3. Alternatively, click the Reply assistant ( # ) button to access preconfigured responses.
4. Select the appropriate reply from the list of replies.

5. Click Send.

RingCentra °
ENGAGE DIGITAL Agent
My Inbox 1 Plan Subscriptions ™M
Routing mode Knox Ville [ 1]
@ New message Plan Subscriptions ;. ;
. Knox Ville » Nicole - Email Source @[ ASSIGNED
= Can you send me more information on e plans?
Inbox
Reply X
From Ivan Astrolabio
- elLearning Replies
To bobgnarly2025@gmail.com
eLearning - Intra
cc eLearning - Body
eLearning - Close
BCC
Re: Plan Subscriptions
T B ([ U = = HA 12 © < = 0O

Reply Window Buttons

Depending on the agent’s channels and permissions, some buttons may not be available.

Button Description

Emojis used on Facebook and Twitter channels.

Add attachments for all supported channels.

Use the HTML editor to edit the message in HTML (versus rich text).

Twitter character count (280 characters).

Use the reply assistant to access preconfigured responses.

Preview the message before sending it.
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Agent | Using the Inbox View

Reassigning Cases

After assigning cases to yourself, follow these steps to reassign messages to another agent:

1. Hover your mouse over the
message and click the More
icon ().

2. Select Reassign.

3. Select an agent from the
Agent dropdown menu.

4. Click Save.

Deferring Cases

— RingCentral

Agent
ENGAGE DIGITAL

£ inbox

Routing mode

® New message

Inbax

Training Escalations

v French Inquiries
Onboarding Customer
Escalation

VIP Folder

Instructional Design

Training Specialists Folder

Happy Panda Training

New messages

My Inbox

Global Inbox

Deferred follow-up

History

lgnored Messages

My Inbox

Knox Ville

Plan Subscriptions

Reassign case

Agent

Andrew Evan®

After assigning cases to yourself, follow these steps to delay replying to messages:

1. Hover your mouse over the
message and click Defer.

2. Select atime or date from
the dropdown menu.

3. The message moves to the
Deferred folder (folder
name may vary).

4. Hover your mouse on the
Defer (©) icon to see the
deferred time and date.

5. Ifyou need toresume
processing, click Reply.
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Agent | Using the Inbox View

Solving Cases

After assigning cases to yourself, follow these steps to close the case associated to the message.

1. Hover your mouse on a message from the case and click Solve.

2. The case moves to the History folder (folder name may vary).

If categories are mandatory, a categorization window appears once you
have clicked Solve. You must categorize the case to close it.

If the case contains unanswered messages and you click the Solve button,
these messages are automatically ignored.

RingCentral

ENGAGE DIGITAL

Routing mode

Agent

Show filters

® New message

Inbox

Training Escalations

w French Inquiries
Onboarding Customer
Escalation

VIP Folder

Instructional Design

Training Specialists Folder

Happy Panda Training

New messages

My Inbox

Global Inbox

Deferred follow-up

History

Ignored Messages

Searches

Search
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Instructional Design

Knox Ville

Plan Subseriptions
. Anonymous  (FL)

Hi

Happy Panda - Chat

(1) @nieves_jon...
) @ _jon... @

Test from Jonathon

Happy Panda Training - Twitter

Knox Ville
Purchase Routing
Knox Ville

Plan Subscriptions
Anonymous

Hello

Happy Panda - Chat

. Anonymous
Hello - | need help

Happy Panda - Chat

M. Franca Honaet (F1)

53
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Q@

Plan Subscriptions

QO

- Email Source REPLIED
information on your available plans?
" Solve

Knox Ville »
Can you se)

Ivan Astrolabio » Nicole - Email Source

AGENT MESSAGE

-~ Forwarded message ———-

From: Knox Ville < bobgnarly2025@gmail.com & >
Date: 2020-09-03 01 . :22:20 -0700

Subject: Plan Subscriptions

To: Nicole - Email Source

< nicole@email.us1 .digital ringcentral.com & >

Can you send me more information on your available plans?

Ivan Astrolabio » Knox Ville @

Hello Knox
Thank you very much for contacting us. My name is lvan.

1 am looking forward to answering your inquiry.



Agent | Using the Inbox View

Merging Customer Identities

If a customer is on many channels, like email, Twitter, Facebook, and so on, you can merge the identities
associated with them into one record.

Click the name or avatar of the customer.

Click the Identities (2) button.

Click Merge beside the identity that you need to associate with the customer.
The associated identity appears in the Profile tab of the customer record.

PR

— Ri

— ingCentral Agent °
ENGAGE DIGITAL
£ inbox

Routing mode o . Knox Ville o
2l L Plan Subscriptions
. Knox Ville » Nicole - Email Source {3 CEEED
Can you send me more information on your available plans?
X

My Inbox 1 Plan Subscriptions ™M

Inbox
Knox Ville
1 1 4

o -
@limimyjammeooper (Nicole Cooper) T
¥ Happy Panda Training - Twitter ‘ #Merge

n (@nieves_jonathon (Jonathon Nieves) ‘

¥ Happy Panda Training - Twitter 2+ Merge

Nicole Cooper r
[ Nicole Demo - Email ‘ 2+ Merge
2+ Merge

‘ 2+ Merge w

Nicole CooperTraining
£ Nicole - Demo Facebook

R Jonathon Nieves
f Happy Panda - Facebook

Knox Ville X
1 1 4

0@

™ @jimmyjammcooper
28 190

. Knox Ville
bobgnarly2025@gmail.com
First name Knox
Last name Ville
Company Johnny B Goodies
Gender Male
Email babgnarly2025@gmail com

ivan.astrolabio@ringcentral.com

Mabile phone

Home phone
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Agent | Using the Inbox View

Unmerging Customer Identities

1. Click the name or avatar of the customer.

Click the Profile (=) button.

2.
3. Hover your mouse on the identity to dissociate and then click the Unmerge ( -) button.
4.

Click OK.

RingCentral

Agent
ENGAGE DIGITAL

Routing mode

® New message

Inbox

Training Escalations
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Onboarding Customer
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Maobile phone

Home phone

Plan Subscriptions ™M
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Can you send me more information on your available plans?

Knox Ville »

¢

us-training-team2.digital.ringcentral.com says

Are you sure you want to unmerge @jimmyjammcooper (Nicole

Cooper)
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