
If calls come in while Hayley is on 
the phone, Call Tiles start stacking 
from the bottom of the left hand 
side of the screen, the youngest at 
the bottom.

The information shown on each 
card:

The Line the call arrived from
i.e. Blue Company

The number of the call in the 
queue. This number can be 
punched in from the keyboard in 
order to take the call.

The number or name of the caller.
Dependent on phone book

Time in the system.

Call in Queue                                                     01
28.04.14
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Console

Search for Contact or Make a Call

Show Stats 0
021 356 7179 0:042

Blue Company

021 332 4322 0:091

Blue Company

+64 (27) 2921969

H
Hold
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P
Park
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Call notes:

active for  0:18



0

Console

Search for Contact or Make a Call

Show Stats 0

Hayley is Logged in.

Hayley operates the front desk on 
her own.

She hasn’t connected anyone for a 
couple of minutes and there are 
no Calls in queue.

Caller xfered to recipient                             01
28.04.14

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company



A Call arrives and is shown in the 
current call area straight away as 
there are no other calls before it.

Hayleys’ card is transitioned out to 
show the incoming call and the 
action button to answer the call.

The border of the Callers’ card 
and the action button show as red 
until the call is answered.

The Callers’ information is not 
held in the phone book, so 
minimal information is displayed. 
In this case only the number 
called from.

Caller xfered to recipient                             02
28.04.14
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Console

Search for Contact or Make a Call

Show Stats 0

+64 (27) 2921969

A
Answer
+64 (27) 2921969

Ringing for  0:04



Once Hayley answers the call, the 
colour of the border transitions 
back to reprisent a non critical 
state.

The Action button transitions from
‘Answer’ to ‘Hold’ and ‘Park’. 

Until there is a contact to transfer 
this call to, the only options 
available to Hayley are to Hold the 
call, or to globally park the call.

A Call notes input area is available 
for Hayley to write the caller’s 
name etc.

Caller xfered to recipient                             03
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Console

Search for Contact or Make a Call

Show Stats 0

+64 (27) 2921969

H
Hold
+64 (27) 2921969

P
Park
+64 (27) 2921969

Call notes:

active for  0:04



The caller asks to talk to Danelle.
Immediately Hayley starts typing 
the name, the search is 

Caller xfered to recipient                             04
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Console

Da

Show Stats 0how Stats

+64 (27) 2921969

H
Hold
+64 (27) 2921969
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Park
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Call notes:

active for  0:04



Danelle

intended recipients name, there is 
only one Danelle so only her card 
is returned from the search and 
shown.

Because there is only one search 
result, the corresponding details 
card is displayed under the 
current call area, showing all 
possible contact options for 
Danelle in this case.

The Call Actions have now also 
transitioned from:

‘Hold’ and ‘(global) Park’ 

to

‘Hold, Voicemail, Transfer and 
Park for’

Caller xfered to recipient                             05
28.04.14
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Console

Show Stats 0

P

Park for 
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V

Voicemail
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H

Hold
+64 (27) 2921969
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Call notes:

active for 0:29

T

Transfer to 
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Danelle

+64 (27) 
2921969

0:02 1

Search for Contact or Make a Call

Hayley puts the call through to 
Danelle’s extension.

After she hits T (TBD) to conect the 
call, the current call panel 

as there are no calls in the queue.

The call is now shown on the right 
side of the screen.

The Call is displayed showing:

Time the call has been in this state 
i.e. since it left Hayley.

Call ID number (Top Right).
Pressing this number on the 
keyboard will pull the call back 
and allow Hayley to talk to the 
caller again.

Caller name or number

Intended recipient of the call

Caller xfered to recipient                             06
28.04.14
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Console

Show Stats 1

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company



Search for Contact or Make a Call

Danelle

+64 (27) 
2921969

0:04 1

The Processed call should only 
ring at an extension for aprox 16 
seconds (four rings).

Over the period of 16 seconds the 
Call will fall gently down the 
screen.

The call transitions slowly from 
green to red at around 12 seconds 
to show at a glance if the call is 
not being picked up by Danelle.

(Once the Call reaches the bottom it 
will be red and the timer will 
continue to display the current time 
in this unconnected state.)

Caller xfered to recipient                             07
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Console

Show Stats 1

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company



Search for Contact or Make a Call

If Danelle answers the Call, the 
Call visualisation will transition 
out, when it has been sucessfully 
connected and is no longer 
Hayley’s concern.

Caller xfered to recipient                             08
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Console

Show Stats
0

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company

Danelle

+64 (27) 
2921969

0:06 1



Search for Contact or Make a Call

Danelle

+64 (27) 
2921969

0:14 1

If Danelle is away from her desk 
and there is no personal IVR, the 
call will continue to ring at her 
extension.

The Call is displayed to Hayley as 
turning red over the period of 16 
seconds as it desends the right 
side of the screen.

When it reaches the bottom it will 
be red as it’s still ringing on the 
extension. The timer will continue 
to display the current time in this 
unconnected state.

Hayley can pull the call back by 
pressing the corresponding Call ID 
number from the keyboard, so 
she can ask the caller if they are 
happy to wait etc.

Caller xfered to recipient                             09
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Console

Show Stats

1

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company
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Console

Show Stats 0

P

Park for 
Danelle

V

Voicemail
Danelle

H

Hold
+64 (27) 2921969

+64 (27) 2921969

Call notes:

1. was Parked for Danelle for 1:19

T

Transfer to 
Danelle

Search for Contact or Make a Call

When the call is pulled back, the 
intended recipient is also 
displayed.

On the top of the current call tile 
the attempted action is shown 
along with intended recipient and 
the time the call has been in the 
system.(*)

This information is numbered to 
show how many attempts have 
been made to connect this caller.

Caller xfered to recipient                             10
28.04.14



Support

1

Console

Show Stats 0how Stats

+64 (27) 2921969

Call notes:

1. was Parked for Danelle for 1:19

H
Hold
+64 (27) 2921969

P
Park
+64 (27) 2921969

The previous connection attampt 
type, person and time stay with 
the current call tile,

Hayley types ‘Support ’ into the 

Danelles collegues to transfer the 
call to.

destination at this stage the 
Action buttons revert to the 
actions available to Hayley for this 
call i.e. Hold and Global Park.

Caller xfered to recipient                             11
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Support
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Console

Show Stats 0how Stats

P

Park for 
Dan

V

Voicemail
Dan

H

Hold
+64 (27) 2921969

+64 (27) 2921969

Call notes:

1. was Parked for Danelle for 1:19

T

Transfer to 
Dan

Hayley can see that Dan Haug is 
available so she ‘Tabs’ down to 
dans card.

When Dan’s card has focus, Dan’s
Details Card is displayed under 
the Actions for the Call.

The Actions for the call have also 
transitioned from  ‘Hold and 
(global) Park’ to a set of actions 
pertinent to the intended 
recipient currently highlighted.

Caller xfered to recipient                            12
28.04.14



Search for Contact or Make a Call

Danelle

+64 (27) 
2921969

0:02 1

Hayley puts the call through to 
Dans extension.

The Call Tile now shows the time 
the call has been in its current
state.

Caller xfered to recipient                             13
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Hayley Rush

Logged In
Queues: Red Company, Blue Company,
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Console

Show Stats 0

P

Park for 
Dan

V

Voicemail
Dan

H

Hold
+64 (27) 2921969

+64 (27) 2921969

Call notes:

2. was Parked for Dan for 1:31

T

Transfer to 
Dan

Search for Contact or Make a Call

If the caller is unlucky twice, the 
call will be represented with the 
last transfer attempt at the top of 
the current call panel. 

The transfer attempt is numbered 
to represent the amount of times 
a transfer has been attempted.

Caller xfered to recipient                            14
28.04.14
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Transfer to 
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Search for Contact or Make a Call

As calls up picked up from the 
respective extensions, the call 
representations are transitioned 
out and the blocks close up 
towards the bottom of the screen.

Processed Calls V1                                           02
29.04.14

0

Console

Show Stats 3

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company
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0:40 2T

John
Ibrohimovic

Lucy Wu

0:07 6P

Parked
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0:07 3T
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John
Ibrohimovic

Lucy Wu

0:07 6P

Search for Contact or Make a Call

As calls up picked up from the 
respective extensions, the call 
representations are transitioned 
out and the blocks close up 
towards the bottom of the screen.

Processed Calls V1                                           03
29.04.14

0

Console

Show Stats 1

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company
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0:40 2T
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Console

0

Search for Contact or Make a Call

O� Call Activity V1                                           07
29.04.14

0Show Stats

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company



Console

0

Search for Contact or Make a CallHayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company

Hayley can access the 
preferences, work and Breaktime 
functionality etc. by rolling over 
her agent state card.

O� Call Activity V1                                           06
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Exit Console

Maintain Queues

Show Stats
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Console
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Search for Contact or Make a CallHayley Rush

Logged In
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Console

0

Search for Contact or Make a CallHayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company

Show Stats

Clicking on the Show Stats button 
at the bottom of the screen will 
action a transition of a centre 
panel into view.

This panel is fundementally the 
same as the passive window in 
Touchpoint.

On delivery of a call the centre 
panel transitions back to the 
collapsed state.

O� Call Activity V1                                           01
29.04.14
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Name Queue Duration
or Number 
  

Phillip Ngan 2:13 min

Jim Davidson NZ AUS Cust (Lync) - Day 4:52 hr 

Phillip Bazuto NZ AUS Cust (Lync) - Day 2:13 min

Jaylo Bibliotech NZ AUS Cust (Lync) - Day 4:52 hr 

Channel

IN
T
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R

A
C
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IO
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S

 Queue name Agents Total Average  Average
  Handled Calls Calls Handle Time Talk Time

P
R

IM
A  Touchpoint Test - Day 6 35 2:41 2:12

 NZ AUS Cust (Lync) - Day 4 49 3:04 2:58

Channel

Breaktime 30 min 
Worktime 8 min 
Availability 3.25 hrs

Hayley Rush
Logged Into Alpha Class for 3:45hrs
Queues: 1 phone, 2 Email, 1 Chat 
Ext 1544

Current Activity

Queues
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Dashboard RecentQueues

Hide



Console

0

Hayley Rush

Logged In
Queues: Red Company, Blue Company,
Yellow Company, Mauve Company

Show Stats

result will be displayed over the 
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Name Queue Duration
or Number 
  

Phillip Ngan 2:13 min

Jim Davidson NZ AUS Cust (Lync) - Day 4:52 hr 

Phillip Bazuto NZ AUS Cust (Lync) - Day 2:13 min

Jaylo Bibliotech NZ AUS Cust (Lync) - Day 4:52 hr 

Channel
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 Queue name Agents Total Average  Average
  Handled Calls Calls Handle Time Talk Time
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R
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A  Touchpoint Test - Day 6 35 2:41 2:12

 NZ AUS Cust (Lync) - Day 4 49 3:04 2:58

Channel

Breaktime 30 min 
Worktime 8 min 
Availability 3.25 hrs

Hayley Rush
Logged Into Alpha Class for 3:45hrs
Queues: 1 phone, 2 Email, 1 Chat 
Ext 1544

Current Activity

Queues

NZ & Aus Technical Support

Dashboard RecentQueues

Hide

Da

how Stats

Name Queue DurationName Queue DurationName Queue Duration

2:13 min

NZ AUS Cust (Lync) - Day 4:52 hr 

NZ AUS Cust (Lync) - Day 2:13 min

NZ AUS Cust (Lync) - Day 4:52 hr 

Agents Total Average  AverageAgents Total Average  AverageAgents Total Average  AverageAgents Total Average  AverageAgents Total Average  Average
Handled Calls Calls Handle Time Talk TimeHandled Calls Calls Handle Time Talk TimeHandled Calls Calls Handle Time Talk TimeHandled Calls Calls Handle Time Talk TimeHandled Calls Calls Handle Time Talk Time

6 35 2:41 2:12

4 49 3:04 2:58

Breaktime 30 min 
Worktime 8 min 
Availability 3.25 hrs
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Search for Contact or Make a Call

Console

0

Panel will transition down to it’s 
On Call State.

The current search results will 
close and the search input box will 
reset.

O� Call Activity V1                                           05
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0how Stats

Name Queue DurationName Queue DurationName Queue DurationName Queue Duration
or Number 
  

Phillip Ngan 2:13 min

Jim Davidson NZ AUS Cust (Lync) - Day 4:52 hr 

Phillip Bazuto NZ AUS Cust (Lync) - Day 2:13 min

Jaylo Bibliotech NZ AUS Cust (Lync) - Day 4:52 hr 
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P
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 NZ AUS Cust (Lync) - Day 4 49 3:04 2:58

Channel Queue name Channel Queue name 

Breaktime 30 min 
Worktime 8 min 
Availability 3.25 hrs

Hayley Rush
Logged Into Alpha Class for 3:45hrs
Queues: 1 phone, 2 Email, 1 Chat 
Ext 1544

Current Activity

Queues
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Hold
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Call notes:
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Transfer to 
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Show StatsHide
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Show Stats 0Blue Company

021 356 7179 0:09

Blue Company

021 332 4322 0:15

Blue Company

V

Voicemail
Danelle

H

Hold
+64 (27) 2921969

+64 (27) 2921969

Call notes:
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Search for Contact or Make a Call

Console

0

If a call arrives and an LCA result is 
returned, the Frequently Called
tab is highlighted and the relevant 
contact card is displayed.

The Frequently Called tab can also 
be selected by mouse and 
Keyboard to show pertinent 
results.

Favourites V1                                                   02
06.05.14

0Show Stats

“ This is the Purple
Company, how can
we be of service? ”

Frequently called Favorites

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15



Search for Contact or Make a Call

Console

0

The Favourites tab can be selected 
by mouse and Keyboard to show 
pertinent results. 

Favourites V1                                                   03
06.05.14

0Show Stats

“ This is the Purple
Company, how can
we be of service? ”

Frequently called Favorites

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15



l

Console

0

If either of the ‘Frequently Called’
or ‘Favourites’ tabs are selected 
when the search input box is 
clicked on, the relevant tab will be 
deselected and the card or list of 
cards shown will transition out of 
view.

Search will then function as 
normal.

Favourites V1                                                   04
06.05.14

0Show Stats

“ This is the Purple
Company, how can
we be of service? ”

Frequently called Favorites

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15



Danelle

Console

0

Search will then function as 
normal.

Favourites V1                                                   05
06.05.14

0Show Stats

“ This is the Purple
Company, how can
we be of service? ”

Frequently called Favorites

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15



Danelle

Console

0

If one of the tabs is selected 
during a search the input search 
string will remain in a lighter italic 
font on a tinted background.

The relevant tab will become 
highlighted and the pertinent 
results will be shown.

Clicking on or selecting the search 
input box will result in the 
background reverting to white 
and the text reverting to standard 
- highlighted.

Favourites V1                                                   06
06.05.14

0Show Stats

“ This is the Purple
Company, how can
we be of service? ”

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15

Frequently called Favorites



Danelle

Console

0

Search will then function as 
normal.

Favourites V1                                                   07
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0Show Stats

“ This is the Purple
Company, how can
we be of service? ”

Frequently called Favorites

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15

Danelle



Search for Contact or Make a Call

Console

0

With neither ‘Frequently Called’ or 
‘Favourites’ selected and no text in 
the search input box, the search 
control is as shown on this page.
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“ This is the Purple
Company, how can
we be of service? ”

Frequently called Favorites

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15
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Console

0
Favourites and Groups                                  01
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0Show Stats

Frequently called Favorites

Hold
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Park
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Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15

My Group 1
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Console
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0Show Stats

Frequently called Favorites

Hold
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Park
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Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15

My Group 1

Accounts special squad

My Group 1

My Favourites
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Console

0
Favourites and Groups                                  03
06.05.14

0Show Stats
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Hold
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Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15

My Group 1
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Console

0
Favourites and Groups                                  04
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0Show Stats

Frequently called Favorites

Hold
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Park
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Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15

My Group 1 My Favourites
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Console
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0Show Stats

Frequently called Favorites
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Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15
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Console

0
Favourites and Groups                                  06
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0Show Stats

Frequently called Favorites

Hold
Dan

Park
Dan

Does NOT want to be put through to Danelle 
anymore as he has changed regions!

Dan Haug
Channel Manager, Great Lakes Region

VIP Customer - put straight through to Danelle

Active on Purple Company for 0:15

My Group 1




