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I. Creating a shortcut to the Agent Desktop

Before you begin®

Ensure that you install Agent Desktop

Procedure

1. Click Start > Programs > Avaya. Right-click Agent Desktop Select Send To > Desktop (create shortcut).
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11. Logging on to Agent Desktop
Procedure
1. Launch the Agent Desktop.

Launching Application =]

Verifying application requirements. This may take a few
moments.
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2. On the Agent Desktop Top bar, from the Status list, select Login.
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3. From the Telephony Tab.

4. Press “Login”

Status light will be yellow for “Not Ready Status”

When Ready to take Contact Center Calls:
Click Status drop-down and “Go Ready”
Status light will go green and “Ready”
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AAAD is now logged in and ready to take calls.

I11. Taking Contact Center Calls
When a call is presented to your Desktop you will see the Skillset you are answering. Pick-up the handset of your telephone and the call is
accepted on the AAAD.
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To Hang-up with a Caller:
Press the Red Release handset icon
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e Placing Caller on Hold:
Press the left Green Hold handset icon
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To take them off Hold:
Press the Green Unhold handset icon.
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e Transferring A Call
Press the middle Green Transfer handset icon
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A Transfer Number box appears type in the number you want to transfer the caller to and press OK
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When the other person answers and you want to complete the transfer go back to the Skillset call by pressing the line with “Skillset” and

ﬁress the 2™ Green Comﬁlete Transfer handset icon
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From your desktop keyboard type in the number you wish to dial and hit Enter on your keyboard. Your phone will ring and when you
pick up

e Conferencing another person in with you and the Contact Center call

You have answered the Skillset call then Eress the Conference icon ﬁ
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Tiﬁe in the number iou wish to conference in on iour keiboard and Eress OK
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When the second party answers the Skillset call is on a hold
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To complete the conference press the Skillset Line and then “Complete Conference” icon ﬁ

Working: Default_Skillset = I
£ 7426025 00:01:46 [Complete Canference]
e Default_Skilset 000621  ¢* &%

1V. Break and Not Ready
Go to Status drop down and press “Go Not Ready” If required by Supervisor to activate with N/R Reason Code choose from drop down

0000 - NotRdy_Pull_Mode_Default_Code
000 - Not_Ready_Default_Reason_Code
105 - Post call wiapup
104 - Project
00 - Skillset_Default_Activity_Code
0 - System_Default_Activity_Code
102 - Walk in
Break - 100
DID call - 106
Lunch - 101
Meeting - 103
NotRdy_Pull_ Mode Default_Code - 0000
Not_Ready Default_Reason_Code - 000
Post call wrapup - 105
Project - 104
Skillset_ Default_Activity_Code - 00
efault_Activity_Code -0
102

To take calls again:
Go to Status drop down and press “Go Ready”
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V. Web Stat Views of your Skillsets, Calls and Agents

Click drop down m

Then Click User Preferences icon Click “Preferences”
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To end Web Stat Screen Press the arrows up at the bottom of the page m

VI. To Log Out of AAAD
Go to Status drop down and Press Log Out
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Click the “X” to exit and close down AAAD.



