Ring University

MAX Agent
Interactive Quick Guide

Important Terms

Contact Center = Central point where all customer interactions are managed across various channels, where
contacts are not typically assigned to a specific agent, but rather a skill, which is handled by a team of agents.

Agent Leg = Connects the Contact Center to the correct RingCentral device, so that Contact Center calls can be
heard and interacted with.

RingCentral device = Used to connect calls to the Contact Center. This could be the RingCentral app, Contact
Center Voice plugin, or a physical phone.

Station ID = A number used to connect a specific agent to any given RingCentral device. Using Station IDs help
reduce the risk of errors made by memorizing or entering phone numbers to log in and ensures calls are delivered
to the correct device at the right time.

Skill = Each skill or queue delivers contacts through only one channel: inbound phone, outbound phone, chat,
inbound email, outbound email, or voicemail. They are used to route each contact to the next available agent who
can best meet their needs.

Masking = If the contact is being recorded, stops the recording or generates white noise, helping keep sensitive
information secure by preventing it from being recorded. While masking, you cannot hang up or place the
contact on hold.

Commitment = A method to place a follow-up call in a skill or your schedule. Your commitments appear on your
schedule and remind you of the commitment at the specified time.

Instructions
Use this Interactive Quick Guide to explore the basics of the MAX Agent.

Click Here to See It . . .
1. Use and other links to explore various functions and screens.
7RI D GoBack and Explore More  [RRIJRYARTAN previous selection.
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Logging In - Username

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

RingCentral

Username When starting your day:

. Access your phone or
L w ] RingCentral app

Access your Contact
Center URL

Enter your Username and
click Next

& Click Here to See It

am = ® @
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Logging In - Password

RingCentral

SignIn

Next, enter your Password
and click Sign In.

@, Click Here to See It

@ YourCredentials @domain.test

i)

Copyright © 2005-2022 NICE LTD Inc. All Rights Reserved. Contact Us
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Logging In - App Selector

CONTACT CENTER RingCentral

My Schedule Apr 25,2022 Add Activity

@ Schedule Requests Apr 25, 2022 Rk

Ex My Schedule

Ei Evaluations No schedules
8AM

% shift Bidding ON CALL (0)

" 9AM
2+ Recent Interactions
OUT OF OFFICE (0)

Q,j Coaching 10AM

You can review your
schedule here, if enabled.

Click the App Selector in
the upper-left to access
the MAX Agent.

& Click Here to See It

4PM
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Logging In - Launching MAX

Applications
OMNICHANNEL ROUTING
- o
€2 max

WORKFORCE ENGAGEMENT

e My Zone @7 Click Here to See It

DATA & ANALYTICS

Select the MAX icon
from the menu.

E‘ Reporting
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Logging In - Station ID

Voice Connection

O Set Phone Number
@ Set Station ID Enter or verify your

O Integrated Softphone Station ID and click
Connect.

Station ID

2762906 & Click Here to See It
oHemember Me

Connect
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Initial Log In - Unavailable

(O UNAVAILABLE + 1 0021

O AGENT LEG - INAQTIVE | Connect |

Personal Queue

Your queue is empty.

Coming Up
You have no schedu You are now logged in.

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

& click Here to See It

Call History

YYou have norecent

RingCentral

C Y ®@ 9 o

0 20 0 0 0 AUEIHEEpOH s
“" = Iw L1_] oo
New WEM Messages Launch More
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Agent States

(O UNAVAILABLE ~

1 Agent States indicate if you are

@ UNAVAILABLE Break available for customer contacts
or why you are unavailable.

@ UNAVAILABLE DirectLine Call
Select Available to handle

@ UNAVAILABLE Extended Wrap Up customer contacts.

@ UNAVAILABLE Lunch If you change your state during

@ UNAVAILABLE Meeting an active contact, it takes effect
once the contact is over.

@ UNAVAILABLE Technical Issue

|
@ WORKING Happy Panda Auto Dialer
@® LoGOoUT Q)

RingCentral

» |
Sei iy MM S8 Agent Reports

0 20 0 0 O
‘+ = .m [-I] s
New WEM  Messages Launch More
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Available - Ready for Contacts

Personal Queue lists & AGENT LEG - INACTIVE
interactions assigned
to you, that you are

not actively working. Personal Queue

Your queue is empty.

Coming Up

You have no scheduled events today.

] ) i@ open WEM
Call History lists

information about your Call History
most recent calls.

& 3034200330
Colorado Booking

You are now ready for
customer contacts.

Select something to
explore.

Queues

1

2. Agent Reports
3. Address Book
4
5

Messages

Launch

-

1
a+ ™= l‘ e
New WEM  Messages
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Connect

h

2

As current interactions

information appears at
the top of this section.

Coming Up lists the call
commitments in your schedule.

Click to explore how to:

Take inbound calls

Handle emails
Handle chats

Handle voicemails

I A Ol

Logging out

Agent Reports

th

Launch

More
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Queues

& AGENT LEG - INACTIVE

Personal Queue

Your queue is empty.

Coming Up

You have no scheduled events today.
o pen WEM

Call History

Active Queues: Phone

0 contacts waiting 4 Skills

Ireland Billing
0in queue No wait 'Y IX }

Ireland Booking

0in queue No wait 000001
Ireland Sales
0in queue No wait 'YX XX }
Select the call, chat,
email, or voicemail icon Ireland Support
in the Queue section to 0in queue No wait 000001
see their current queue
status.

This section only shows
skills that you are
assigned.

Agent Reports

New WEM Messages Launch RMore
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Agent Reports

& AGENT LEG - INACTIVE \‘ Connect

Personal Queue

Your queue is empty.

Agent Reports

Performance (0%)
0 Overall Contacts Handled

0Inbound 0 Quthound

Productivity, and
Assigned Skills.

@7 Click Here to See It

Agent Reports includes
data on Performance,

Productivity (0%)
®p @gy ©
0%

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

Assigned Skills (10)
e X1 ® ]
1 e

Agent Reports
‘+ ™= l‘o [IJ ese
New WEM Messages Launch More
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Agent Reports - Performance

Performance includes
information about you
and your team over a
specified timeframe.

Information on
Productivity is also
available.

@7 Click Here to See It

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

O AGENT LEG - INACTIVE Connect

Personal Queue

Your queue is empty.

Performance (0%)

Yesterday Last7Da.. | Custom

You Team % of Team

Inbound 0 0 0%
Outbound 0 0%

Overall

Agent Reports

‘+ = .w [l] eee

New WEM  Messages Launch More
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Agent Reports - Productivity

& AGENT LEG - INACTIVE Connect

Personal Queue

Your queue is empty.

Productivity (0%)

Yesterday Last7Da._ Custom

Productivity includes B
information about your 00:00:00 0%
Available, Working, and 0%
Unavailable metrics over
a specified timeframe.

Working
00:00:00 0%

Information on your

Assigned Skills is also Unavailable o
available. GUR0.AN

0%
& cClick Here to See It

Show Details

Agent Reports
‘+ ™= lw LTJ eee
New WEM Messages Launch RMore
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Agent Reports - Assigned Skills

ABLE ~

& AGENT LEG - INACTIVE [ Connect

Personal Queue

Your queue is empty.

Assigned Skills (10)

Booking OB . L
Assigned Skills includes

basic information for all
of the skills that you

Happy Panda Auto Dialer handle.

Ireland Billing

Ireland Booking

Ireland Chat

Ireland Email

Ireland Sales

Agent Reports
‘+ ™= lﬂ [-1-] eee
New WEM  Messages Launch More
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Address Book

@ AVAILABLE -

oY

(.- J ek o e a -

Address Book

Q f_nter number, email, or search term

Skills The Address Book provides

access to other contacts, sorted
by Skills, Agents, Corporate
Agents Directory, or custom lists.

This is primarily used for
Corporate Directory transfers and outbound contacts.

Happy Panda

w0

Messages Launch
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Messages

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

@ AVAILABLE ~

(.\ & ek men o ekt e s minmen e

Messages

Friday 04, 4:20 PM

New Collaborative Evaluation

Your action is required

Launch WEM ’

Tuesday 25, 10:36 AM

New evaluation arrived

Your review is required

‘ Launch WEM

Tuesday 25, 10:35 AM

New evaluation arrived

Your review is required

Launch WEM

Tuesday 25, 10:30 AM

New evaluation arrived

Q@ Go Back and Explore More

Your review is required

Launch WEM

Tuesday 25, 10:29

New evaluation arrived

Your review is required

‘ Launch WEM

Messages displays
communication from
your supervisor or
administrator.

Unread messages are
indicated by a red
counter icon.

Friday 21, 3:44 PM

@
.+

New WEM

111

Messages

m LR}
Launch More
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Launch

O AGENT LEG - INACTIVE

Personal Queue

Your queue is empty.

Coming Up
Call test call

i openwEM

Call History

Y¥ou have norecent calls logged.

If configured by your
administrator, Launch
contains custom links to
Launch websites you may need
to help you work.

b

Messages

2022 RingCentral, Inc. All rights reserved.
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Take Inbound Calls - Establish the Agent Leg

002 | @

Unknown
720) 618-5618 Incomingm
I2NY Poland Booking (4136442)
[ 0:02 | - T &

-
Transfer / Conf Commit Launch

L L

Connecting Agent Leg

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

Unknown caller

Once connected, all call controls happen

(342) 420-0230 NS
within the MAX Agent.
- This ensures that you can hear the call and
Ignore More that the Contact Center tracks and reports
on the call.
© o
To voicemail Answer

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

If available, click Mask to hide
sensitive information, like
credit cards, in the call

Click to Mute
and Unmute.

recording.
n Click again to stop masking.
Poland Booking (416442)
Click to Hold A ® ®
and Unh0|d — Hold Mute Mask Record If aVaiIable, CHCk
.t T
Irar-s':‘?; Conf L.C?‘:-H‘ it L.J[u_'wlc h -m:;-Ja Record tO Sta rt a

1 manual recording.

This cannot be
stopped, once started.

Click to show
the Dialpad.

Explore the use of the
following call controls.

1. Transfer/Conference

2. Commit

Hover over the blue bar
to display the MAX
Agent controls, such as
the Agent States.

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Transfer/Conference - Address Book

These call
controls can
still be used.

# maxniceincorad.comAndexhtml

@ B : 0307 | @

S @ ® 0 @

Hold Mute Mask Record

th -
Launch Hang Up

Clicking Transfer/Conf ,
displays the Address Book. Address Book

‘ Q, Enter number, email, or search term

Enter a number or make a
selection from Skills, Agents,
Corporate Directory, or any
custom list shown.

&, click Here to See It Agents >

Corporate Directory >

Recent

Happy Panda >

© 1999 - 2022 RingCentral, Inc. All rights reserved.
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Transfer/Conference - Select Transfer Option

@ maxniceincontact.com/indexhtml

0507 | @
Ireland Sales {4136436)
Mute Mask Record
th -
TO Sta rt th e Commit Launch Hang Up

transfer/conference, ;
hover over the selection

and click Call.

... Canada Billing

s
The original call is G S Narat %
automatically placed on
hold. ... CanadaBooking

HH
&, click Here to See It W0\t >

. Canada Sales

@0 {, Nowait >

Canada Support

@0 S, Nowait >

.. Colorado Billing
@0 {, Nowait >
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Transfer/Conference

Click to reconnect
with the original call.

E 057 | @
Hold [ERER
(4136436

Ireland Sgis

)
/3%?

4

Commit Launch
Click Transfer to B
connect the original Click Conference to
|} Transfer 4 Conference . .
call and the new bring everyone into
call, while removing F Unknown 015 a single call.
you from the call.
Hold Launch Hang Up

Click to place the
new call on hold.

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

# maxniceincontact.com/indexhtml

@ B 0800 | @

SN @ ® 0 @

Hold Mute Mask Record

= + o -
Commit Launch Hang Up

-
Transfer / Conf

< Schedule a commitment o
liest e Fill out all of the information,
e paying special attention to:
Schedule for K2y - e Schedule for - you or a Skill
e Accurate Time and Date
Support OB v
Note: If committing to a Skill
AT 0N J; '3, | .o and you handle more than one
(GMT-05:00) Eastern Time (US & Canada) v Sk]”’ yOU must use the Sk]“
dropdown.
Motes
Click Save to set

the commitment.

|

Commit allows you to
schedule callbacks to
customers.

Click to see what happens
when a commitment is due.

@, Click Here to See It

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

#@ max.niceincontact.com/index.html (o}

Tia Thyme
15:41

D

When a commitment is due, you
can make the Call, Reschedule it,
or Remove the commitment.

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

@ MAX - Google Chrome — O X

@ maxniceincontact.com/indexhtml

Inbox E } o an@rinacentral.com « Quick Replies
Date & Time Descending ) (2]
‘ Q  Search for quick replies...

Search ;
Skill Level Favorites
w Outbound (0) @ @ Farewell
v Warking (1) Reply Reeply Al Gomvaid Thank you for contacting support, have a >
P ] th
E phil.koorsen@ : 11...1255PM Transfer Requeue Launch End Email Support 1st response
Ireland Email Hi {C mer}, thanks for letting us know >
Test Test
T You are presented with basic
Helles information when an email
Iwould lik contact is received.
Phil

Click Reply or Reply All to start
handling the message.

&, Click Here to See It

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

Q@ Go Back and Explore More

@ MAX - Google Chrome

@ maxniceincontact.com/indexhtml
Inbox

Date & Time Descending

Search

w Qutbound (0)
¥ Warking (1)
[~ ]

Ireland Email
Test

1255 PM

v Parked (0)

Use these controls
to format the text,
provide links, or add
attachments.

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

Click End Email

when no further
responses are
needed.

‘ Q  Search for quick replies...

Skill Level Favorites
Farewell
Thank you for contacting support, have a >
End Email Support 1st response
Hi {Customer}, thanks for letting us know >

& Add Attachment

After completing

your email

response, click

Send.
Br

Discard Draft Send
2 e th

Transfer Requeue Launch
RE: Test
System Font 12pt Y| A Y gE
B I Y S == = 4 9

From: phil.koo|
Sent: Mon Feb) Type the response in
Standard Timg  the Message section.
To: hpt@mail.x

Subject: Test

Hello,

Phil

Save time by
accessing
prepared
responses with
Quick Replies.
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Handting Chats

@ MAX - Google Chrome = O X
& maxniceincontact.com/indexhtml

Phil k 0 « Quick Replies

‘ Q Search for quick replies...

i i % Skill Level Favorites
ranster aunc n

Farewell

Thank you for contacting support, have a great day and ple >
If the chat is better G th S s |
teralled by further responses Hi {Customer}, thanks for letting us know about your issues
someone else, are needed.

Transfer it to them.

Save time by
accessing
prepared
responses with
Quick Replies.
Chat started 12:47 PM
System 12:47 PM
Customer Name: Phil k -- Region: Ireland
Me 1252PM
Thank you for contacting support, have a great
dayand p 1tact us again if you have
anything else that we can help with
----------------------------------
Hello Type the response in
the Message section.
\
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RingCentral Contact Center | MAX Agent Interactive Quick Guide

Handling Voicemails

()
Quickly rewind e ;
by 10 seconds.
Y | @ @ After completely
Back 10 Pause Hald add reSS'I.ng the
< = . voicemail, click

Callback Launch Discard Discard.

Contact the

customer directly

using Callback. ey

the voicemail
as needed.

BN P ——
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Logging Out

8 max.niceincontact.com/index.html

Apr 25, 2022 > Today Add Activity

B2 myschedule @ UNAVAILABLE Break
@ Schedule Requests Apr 25, . UNAVAILABLE Direct Line Call Agenda
Ei Evaluations o . UNAVAILABLE Extended Wrap Uo No schedules
% shift Bidding
@ UNAVAILABLE Lunch ONCAL O v
" 9AM
2+ Recent Interactions
UNAVAILABLE Meeting "~
Bl coaching JoAm e B Meeting When you are ready to logout:
@ UNAVAILABLE Technical Issue
i 1.Select Log Out from the
® WORKING — - q
JRKING  Happy Panda Auto Diale Agent States list
2.Click Log out on the
124§ (@) . .
confirmation message
1PM
2PM
3PM ﬂ
Y Log out confirmation

Are you sure you want to log out?

[ Log out ] [ cancel
0
RingCentral
o Agent Reports
3 M= | ih e
New WEM  Messages Launch More
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