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£ :} Corelnteract Workflow Transfer

Description
 Transfer Calls to an External Number

 Use Case Example: Afterhours Answering Service

« DTMF Capable 4
External Transfer »®

Setup & Requirements 14086186004
1. Confirm Outbound Policy is Assigned
2. Enable Resource Account

3. Configure with Workflow Builder
e External Transfer Logic Card
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Resounce Managemsnt

c } Corelnteract Workflow Transfer
Enable Resource Account for External Call
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Select the Resource Account & Pencil/Edit Icon
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. :} Corelnteract Workflow Transfer
Enable Resource Account for External Call

S
Enable for External
Call Select Next I

Sabiect
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3 :} Corelnteract Workflow Transfer
Enable Resource Account for External Call

Confirmation
Shows Enabled
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€ } Corelnteract Workflow Transfer
Workflow Builder

B ixteral Tonctsr

EU: Include
Country
Code

Click External Transfer

Place Logic Card on Canvas

Enter Number

Select Apply When Workflow Design is Complete

Pt
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Power Bl Integration
Power Bl Outbound Calls
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’:} Corelnteract Power Bl Report Access Integration with Cl for Admin

Description
* Access Cl Power Bl Reports from Corelnteract for Admin

Setup & Requirements
1. Customers with Power B
* Configure Power Bl Standard Report Tabs Workgroup, Agent,
Call Volume by Hour
* Customers will be able to configure report access for reports
they create by entering the associated URL from Power BI.
2. Customers without Power B
* Tab will be Shown / No Data Present
* |f interested in adding reports, reach out to Altigen account
manager.

© 2023 Altigen Communications, Inc., All Rights Reserved. 9 (gltig.en



3 \ Corelnteract Power Bl Report Integration
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* Power Bl Report Selection Tab
* |f Power Bl is not setup the side
bar will close when clicked

Configuration Tasks
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€ :} Corelnteract Power Bl Report Integration

Posser B Heport

I Agent Analytics @ WORKGROUP AMALYTICS @  PSTH CALL VOLUME BY HOUR & = %
R el

Fgrin
* Report Tabs
/ * Create New Tab by selecting Add New
* Ability to Sign-in to Power BI s * A Pop-Up will appear for New Tab

* Pop-up to add Power Bl Report Tab
1. Title: Enter @ Mame for New Tab
2.  URL: Enter Report Link from Power Bl
3. Click Save
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£™

Description

* QOutbound Teams Call Detail Page added to Standard Power Bl Reports

J Corelnteract Power Bl Outbound Calls Detail

Report

Description

Agent Analytics

Call Detail Over Time & By Hour Specific to Agent

Workgroup Analytics

Call Detail Over Time & By Hour Specific to Workgroup

Call Volume by Hour

Call Volume by Hour Agents & Workgroups

Setup & Requirements

1. Customers with Power Bl
* Outbound call detail will be included in existing standard reports

2. Customers without Power Bl

* |finterested in adding reports, reach out to Altigen account manager.
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Call Controls
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’} CoreAttendant Call Controls

Description

e (Call Controls within CoreAttendant (CA)
e Hold
e Blind Transfer *DTMF Capable
e Consult
 EndCall

Setup & Requirements
1. Un-Install CA App
2. Install New CA App

1 -
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3 CoreAttendant Call Controls
LR R
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M CoreAttendant Call Controls
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£™ CoreAttendant Call Controls

» Hold

N Mam _NumberAltigen ? ;t N > & %

et e iioe AN
lrgnee
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Click hold button to place active call on hold/
Call will show in hold Queue with button
options (un-hold, transfer, consult transfer, end)

© 2023 Altigen Communications, Inc., All Rights Reserved.
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£™ CoreAttendant Call Controls
W/ Blind Transfer
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Click Transfer
Pop-up — Type Name, Select User
Click Transfer button
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£™ CoreAttendant Call Controls

v Consult Transfer

sy  Main Number Altigen ‘? Q Xy @y G % 9

083979000

Active
—

Click Consult Transfer button
Pop-up add Name/Number, Search
Click phone button to call
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£™ CoreAttendant Call Controls

v Consult Transfer

4085979000

DaBea

Active 1 Hold 0
7

@ 4085736734

. User Answers

* Both Users Consult

 Click Transfer When ready to
transfer caller

O Hotkey
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{:} CoreEngage Connect

Description

* Customized Contact Information Card Pop-up
* Power Apps

e CRM or Application of Choice
* Specific Pop-up Information Fields
* Professional Services Required

 Examples: Salesforce, Dynamics, Sharepoint, etc.

Setup & Requirements

1. Un-Install CoreEngage

2. Install New CoreEngage

3. Corelnteract for Admin (Web Version)

. Workgroup Setting
. Advance Setting - Set URL

4. Power Apps License Required

© 2023 Altigen Communications, Inc., All Rights Reserved.
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£

J CoreEngage Connect

Example of Contact Information
Card Pop-up from SharePoint file
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{:} CoreEngage Connect

Cl for Admin - Workgroup Settings - Advance Setting
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{::} CoreEngage

Call Controls

—
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C:} CoreEngage Call Controls

Description
e (Call Controls within CoreEngage (CE)
* Hold
* Blind Transfer
e Consult
* EndCall

Setup & Requirements
1. Un-Install CE App
2. Install New CE App

© 2023 Altigen Communications, Inc., All Rights Reserved.
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{::} CoreEngage New Home Page Layout
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.J CoreEngage Call Controls
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£™
.J CoreEngage Call Controls
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Outbound Calling

(z;lﬁgen

© 2023 Altigen Communications, Inc., All Rights Reserved.



{:} CoreEngage Outbound Calling

Description
* Initiate Outbound Calls

Setup & Requirements

Un-Install CE App

Install New CE App

Confirm Outbound Policy is Assigned
Enable Resource Account for External Call
Confirm Each User has DID

e WwWwh e
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£™

.J CoreEngage Outbound Calling
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Select the Resource Account & Pencil /Edit Icon
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M :
.J CoreEngage Outbound Calling

Enable for External e
napie Tor 2rna
Call Select Next .m...:. -

Salact
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M :
.J CoreEngage Outbound Calling

Confirmation
Shows Enabled
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CoreEngage Outbound Calling

{J CoreEngage
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{::} CoreEngage Outbound Calling
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{::} CoreEngage Outbound Calling

w

= Click Dial Pad lcon

= Dial Pad Pop up

= Click Mumbers

= Click Phone lcon to Place Outbound Call
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{::} CoreEngage Outbound Calling
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Queue View
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M :
./ CoreEngage Queue View

Description
e Allcalls in queue are in view for all users in a workgroup to see the
activity of the workgroup Queues they are assigned.

Setup
1. Un-Install CE App
2. Install New CE App

40 n
© 2023 Altigen Communications, Inc., All Rights Reserved. (gltlgen



£™ :
./ CoreEngage Queue View

(O Coretngage M Loy

Select Queue to View Calls in Queue
Select Hold to view Calls on Hold
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{} Workgroup Insights Dashboard

Description
* Permission Management

e Easy access from Workgroup Insights Dashboard
* Supervisor Join

* Join Active Conversations

Setup
* Nothing required for new features

43 "
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{} Workgroup Insights

Permission Management
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L Workgroup Insights Dashboard

Permission Management
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{::} Workgroup Insights Dashboard

Permission Management

TN T T E—— o

Pop-up Window to
access and manage
settings related to the
workgroup identified. —__|

4 Mlusic on hold
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Supervisor Join
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C}Workgroup Insights Dashboard

Supervisor Join
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1. Active Conversation In Progress
2. User Hovers over Phone Icon and
Clicks Join
3. Teams will then Ring User
} i 030 : 4. User Accepts

bt arg oo dovsbaboy 5. Enters the call Muted they are not
' \ visible to end caller/customer.

6. If Workgroup Member looks at
Teams they will see who is
monitoring. Otherwise, they won't
be aware.

I TestO
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{:SWorkgroup Insights Dashboard

Supervisor Join

() QA WG Insights

3

1. Enters the call Muted they are not
visible to end caller/customer.

Note:

If Workgroup Member looks
at Teams, they will see who is
monitoring. Otherwise, they
won't be aware.
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{:SWorkgroup Insights Dashboard

Supervisor Join

() QA WG Insights

3

1. Enters the call Muted they are not
visible to end caller/customer.

Note:

If Workgroup Member looks
at Teams, they will see who is
monitoring. Otherwise, they
won't be aware.
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{:3 Workgroup Insights Dashboard

Supervisor Join
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