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GoContact CTI Plugin for Salesforce

The Plugin has been Integration with the Salesforce platform provides
| v desi df automations to daily business and agent processes,
completely designead from contextualizing interactions with their Salesforce

scratch in order to enhance customers, keeping them as customer cases.

the small layout and .
S , L It can also reflect the status of the agentin
maximize its functionality in Salesforce (busy, free, etc.), and depending on its
the agent'g View. status, it also allows the agent to initiate calls

(Click2Dial) directly from Salesforce to the
GoContact Plugin.
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Functionalities

contact [0)

Agent Call Context

' Context information available to the :-
: agent such as Work Queue, i

i Customer Name, Phone Number,

: DDI Used, Call Type, and more.

North Region Costumer Service
!Inbound Queue

:Jodo Manuel Silva

Phone: 210000000 I

Work Queue Management : J Contact ID: 369652

m The agent can change Outbound § Uuid: ...0bd9da170 B
Campalgns and Inbound Queues at | Talking DDI: 300300300 o
any time. : 01:57 & Manual

Personal Callback Management - ﬂ - E -
iz g

List of the agent personal
callbacks, where the agent can Scheduling note:

initiate the call or cancel the Consectetuer adipiscing elit, sed diam
callback. nonummy nibh.

Manual Calls

Ability to make manual calls and
load calls in Preview and only then
call to the customer.

Breaks Management Call notes: o .
. . Consectetuer adipiscing elit, sed diam
Display of all available breaks. If nonummy nibh.

Call Transfers

pedll Call transfer manager for other
work queues, internal IVRs and
external numbers.

necessary, sending requests to
supervision for their autorization.
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Work Queue Configuration

EHCONLACE  onine  oninew  onine _ oine - @a®  (@=lalo |
{} GoContact Platform —5—
Bl & Outbound I:"::‘: G 5 Inbound @
- 4 Contact Info e Histor B seript
L QY Corvaiio Atendimento Contact center ¢ [N [E [
The CTI Plugin is a new way to work on the e <o |
GoContact Voice Channel. The agent will need to ‘I a contact
configure both Inbound and Outbound work N T
queues on the platform so that Agents logging in - - B i e sesmon st ot ame ot
. . = B3 Wizards > Editing Campaign
n register with th . - B

can register with those queues

= = Smartphone -
The entire operation management is performed Bl ] @ cenenisetngs @ Diler @ Calouicomes @ o 0 Acentanagement oo
on the GoContact platform: work queues —
operating hours, available breaks, Database
management, etc. ] [ :

Call Timeout Outbound DDI
]
Voicemail Detection @ on
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Voice Channel Login

€) 7ZOIPER

{j Phone Extension Registration

. . o A9 MicroSIP - John Smith EE —
In order to Iogln on the GoConta}ct CTl Plggln for Sglesforce it is necessary to have a [Gabad | Cols | Cotect | Meru | 2 |
phone extension set up and registered with a Physical Console or Softphone on your
computer. * e Jfame][ 8] ¢
|:||4“-|—||”5 HEM ]
This configuration data is domain specific and should have been provided by the [(Zees] (81w [L9n ]
GoContact Operations Team. e e -
. 4 st e (s
There are currently several Softphone providers on the market and any of them can
be used as long as they meet GoContact functional requirements. | M
=] cal b=
From the experience gained in passed projects, GoContact recommends the use of

Softphone MicroSip for its quality and stability, but there are others that can be better
adapted to your operation.
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Access to the Plugin

Todo Procurar no Salesforce
I B l it Contact Center c Center
ﬁ Utl Ity a ontact C Casos v & v 1 Contact Cent v x

Visualizado recentemente v v
1item - Atualizado hs um minuto - c '
The plugin was developed for the Lightning i b M,M
‘ . . . . . Pnone =
version of Salesforce and is contained within the | * ¢ Contact Center
platform in the utility bar at the bottom left & contact o oo
corner. @ &8 B 9 | e compomie
North Region Costumer Service
. . . . . . . thkound Queue Publicar Consults
Whenever desired, it is possible to minimize or Jodo Manuel Siva
maximize the CTI Plugin as it remains active while g ity » =3
Iogged in. Uuid: ..0bd9da170 I
Talking DDI: 300300300 o
L Manual T ot s ot velle

(L]0 e ] R :

4o Seterrt

BOA SEMANA' @

Scheduling note:
Consectetuer adipiscing elit, sed diam
nonummy nibh.

Call notes: I'VE GOT MY
Consectetuer adipiscing elit, sed diam MON DAY
ACE O

Lronummy.nibh.,
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Voice Login

{j Login Process

Since the CTI Plugin only manages the GoContact voice
channel, the agent will need to login indicating the
telephone extension for immediate agent registration.

Any error with user data or extension registration is
indicated here.

After login, the work queue management panel is
displayed, where the Agent must indicate at least one
in order to register and be able to start working.

The Agent completes the login process only after
successfully registering in the work queues.

GoContact 2019, All Rights Reserved

. Phone _d

Bl contact

usemame@domain

Password

Phone extension

salesforce contact

B contact (¢}
& Outbound/inbound

Outbound Campaign None

Manual Calls

Inbound Queues None || All

Customer Support %
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Panel Navigation and Details

Access to Agent Management Menus

Calling Customer Name

.
< /]

Agent Status and its duration

Call Action Buttons

GoContact 2019, All Rights Reserved

contact

& a3 = 2]

e North Region Costumer Service
Inbound Queue

,| Jodo Manuel Silva

.~ Phone: 210000000 &
Contact ID: 369652

. Uuid: ...0bd9da170 I
/ Talking DDI: 300300300 e
/ 01:57  Manual

e ]=fofe]s]=]

’ Scheduling note:
,/ Consectetuer adipiscing elit, sed diam

’ nonummy nibh.

Call notes:
Consectetuer adipiscing elit, sed diam

nonummy nibh.

salesforce

contact

CTI Plugin Logout

Call Context Work Queue

Call Details

Call Notes Field

End call and submit data
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Agent Management Menus

By contact 0)
o » = o 2

Access to Work Queue Management ; :
. North Region Costumer Service
Panel where the Agent chooses which m ~] nbound @

queues he is currently working on

Agent Personal Callback Management .@
Panel, where it is possible to cancel a
scheduled call

Agent Break Management Panel, where
you can view and activate those
available

GoContact 2019, All Rights Reserved
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salesforce

contact

Platform Notifications Panel with system
warnings, break requests and user
messages

Agent call history listing panel with call
date and context detail
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Call Action Buttons

©
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Answer or initiate a call

Here the agent must answer
incoming calls or initiate a manual
call.

End call or CSAT

Here the agent is able to disconnect
the call. If the CSAT transfer action is
active, it will be transferred instead of
disconnected.

Call Volume Control
The agent can control the call volume
to improve audio conditions.

d B B

salesforce

contact

Place customer On Hold

By pressing this button the agent
places the customer on ho/d and the
preset audio is played.

DTMF Sound Panel

If the Agent makes a call and comes
across an IVR, it is possible to
navigate using the number panel.

Call Transfer
Ability to transfer calls to other work
queues, IVRs or external numbers.
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Call Transfer

22 Transfer Call x
Original Call
Talking & Empty %
== Destination Type 2 || Number Call Options

In the transfer panel we have the destination type where Different transfer options are allowed depending on the

the agent must indicate the desired option. Only after destination type and call status, for example to put a call on
indicating the destination type, the agent must indicate hold and to switch between the two you must click on the
the number, the Work Queue or the internal IVR of the call status & .
GoContact Platform.

(‘i\ Assisted call to second line.

k For Remote Number: When you want to make a
call to an external number. >Q Immediate transfer to second line.

&% For Work Queue: Tracking the customer to the ®o% End call for second line.
desired Inbound Queue.

. ﬁ Initiate a conference call between the customer and
e % Forinternal IVR: Transferring the customer to the second line.
see satisfaction survey (CSAT), for example.
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Outbound and Inbound Registration

{j Agent Work Management

To be logged into the Voice channel, the agent must be registered in at least one Inbound or
Outbound work queue.

Whenever it is necessary to change work queues, the agent can do so on this panel, and these
changes will take effect as soon as the agent is ready.

For Outbound, the agent can only be registered in one Campaign whether it is manual or
automatic.

For Inbound, the agent can select any queues that are available, and if the agent wants to add
more queues, he must do so through the GoContact platform.

salesforce Ccon J[d("_/t
B contact (0}
& Qutbound/Inbound
QOutbound Campaign None
Manual Calls v
Inbound Queues None | | All
Customer Support *

—: N- For Inbound, the agent may have fixed work queues so they cannot be changed. If necessary, the supervisor can

disable the Force Inbound Queues feature in the agent profile.
GoContact 2019, All Rights Reserved
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Make a Customer Callback

ﬁ Scheduling Context {} Cancel or Make a Callback
The callback management panel displays a temporal From this interface you can click on the customer's phone
listing of all callbacks scheduled exclusively for the number which is displayed in blue and initiate a manual call
agent. in preview mode to the customer.
B contact (V] contact 0]
You can select and expand a It also allows the agent to cancel
&7 Agent Callbacks x . . 47 Agent Callbacks x
callback to see its context in the selected callback; however,
s more detail, and by hovering you will need to indicate the e
& Scheduled 16:20 22052019 . . o . & Canceled 16:20 22052019
it over the agenticon, it reason for its cancellation. Has sent an emall canceling the sevice
Eﬁ%&lﬁ\'ﬁgﬂ:"ﬁmm indicates who created the Contact & 810026136
in 43 minutes . . . Will discuss later with partner and we will speak later
ke i it J([:.allbackds;h?dule and at what This cancellation message will be — : - z‘mm
ime and date. cihla ; e
R —— visible in the list. John will be avalable later today for a cal
John will be available later today for a call

GoContact 2018, All Rights Reserved



User Manual CTI Plugin Salesforce

salesforce contact

Agent Break
Management

GoContact 2019, All Rights Reserved




User Manual CTI Plugin Salesforce Agent Break Management

salesforce contact

Break Types

{} Break Availability B contact o
® Breaks x
System Administrators
. . = =
All breaks configured for the group are displayed here, as well as the number Maomumgenis Agerts o e
of agents within the group currently in a break and the maximum number of n " » B contact
0:10:00 1:00:00 0:10:00
agents in a break at the same time. Pasiona || cone | [[ O
a s

Light-marked breaks are available for selection, and the dark-marked indicate
that they are out of permitted hours. = Comias
»
59:55
Comida

Do you want o take the break?

I'm hunary|

In each one the agent can check the remaining time available, its description
and also its attributes with the following indication:

- Requires authorization from Supervisor

Come Back
- Forces to leave a comment =

([ »)

- The break is counted on working hours
GoContact 2019, All Rights Reserved
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Manage Agent Breaks

{} On Call Break Request {} Supervision Authorization
When there is a call increase, the time between closing one Breaks that require Supervision permission may also be
call and initiating another is greatly reduced. If the agent requested at any time. When the request is made, the
wants a break, it can be activated or requested while on call. breaks are pending until they are processed. The break is

only enabled after authorization.

@ contact °L At that point, the agent will These break request

P ] | receive a notification indicating interactions are displayed to SR

ooriRa that the break will start as soon the agent in the notification Is asking for a breald
as the call ends, thus preventing panel, both the request " areakALL DAY Wt 60 minutas e
from starting a new call. indication and the supervisory There are 0 Agents on break at the moment.

response. Authorize . Cancel

GoContact 2018, All Rights Reserved
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Agent Call History

ﬁ Call History Details B3 contact o

‘D History x

A% 968880888 1229 17.05.2019

0 968388888 12:26 17052019‘
Duration: 38

The call history panel allows agents to check their latest calls where it is possible Glent Mand Pirena & contact @
to see the call details, like customer name, context/campaign in which the call Fryesmee s {® & = 2 9=
was made, the date, time and call duration.

A% 968880888 12:23 Manual Calls
Manel Pirena

Phone: 968888868
The agent, as in the callback manager, can start a manual call directly from the Q@ s "
. . . . . . N DDI: 351309999999
listing by clicking on the customer's phone number displayed in blue. Mo P Manaal ¢

Calls initiated from these panels are always launched in Manual Preview mode,
allowing the agent to check customer data before starting the call.
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Notifications and Messages

{j Notifications Types

Notifications are displayed to the agent with a banner on the call panel for 3
seconds and disappear automatically, however they can always be viewed in more
detail in this menu.

Telefone: 222 888 098

& Notifications x
. . . . ® Break 14:44 22052019
Notifications are classified into 5 groups and 4 colours: Pauss cota ,
The ask for permission for the break 'Pausa corta’

. = Break 14:41 22052019
® Breaks Blue - Informative o e break Gomida'atthe end of
« Personal Message Green - Success and Messages Aoty wen 22052018
& General Message (Broadcast) Yellow - Warning After Call Acions acive
<4 Connectivity Red - Error = broak 1004 10052019
} System g;::ziis:r;ndna fith 60 mins left
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Click2Dial and
Multitab Session
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Agent Interactions with Salesforce

. . . B contact [0)
{j Click2Dial in Salesforce oy .
4§ 965885888 12:29 17.05.2019
3 965885888 12:26 17052019‘
Just as a contact is loaded to start a call from the call history or from the S e =
callback manager in the CTI Plugin, it can also be started from Salesforce. @ HanualCall
X2 968588588 1225 |1 @ a2 = 9 =
A% 968880888 12:23 manl-‘lﬂpl_calls
Depending on the agent status in GoContact, which should be “Ready”, in
Salesforce, whenever a contact field is identified, it is displayed in blue with a Q  Dhone scosmonas
Phone icon beside it. By clicking on the number it will load directly into the CTI S 1+
Plugin to start the call. ooto e
B 00 HEB
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CTI Plugin Session Management

. Phone | a

v 969888888 v X Mais Vv
By contact L =

d Pires v X

la CTI: IRQ | outbound_manual

{j Multiple Tabs and GoContact Session

. Phone contas
There is sometimes a need to have multiple tabs open in - B contact 110 appicaton s opened n another Window
Salesforce, and as such it is necessary to maintain CTI Plugin . - | Torosume the session i tis window press the bution belo.
agent and interface status. IRQ | outbound_manual

DDI'IRQ
GoContact allows the agent to do this management, taking a Phong
into account, for example, when a window is accidentally Callig
closed or a new one needs to be opened from Salesforce, s
the agent will only need to open the plugin in the new = I ar Conta Prospect/ Outros
window and it will show that the session is opened in
another window. G
In this scenario the agent may reload the session in the new
window and close the previous one or simply return to the
original window. ——p—
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/\t For more information, please contact us
contac

empowering operations CSM| helpdesk@gocontact.pt

Portugal

(+351) 707 123 124

gocontact.pt
info@gocontact.pt
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