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QOOD DOVODODY OOVDODODODOOVOVOOVOD OOV ODODODODODODODOOOOOOOR
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Origin: Inbound chat

= Avnl-Mai ﬂ Connected

1OVINOD @

Hello, how can | help you today?
Amil-Mai

x:Hello, | am having trouble wirth my nawvigat

Al - blad
w:Sure, just a sec

Kate Lewis nawvigation- 1E204_K40 pg
3 .
Which model do you have' BIKA
E Avril-Mai

x:I'm not sur

Kate Lewis
Can you send me a picture?

E Avwnil-Mai
x:Sure, just a sec

navigation- ID48294_540 jpg

62KB
E Save As ! l

E Print

/y\/

QOOOOODOOOODOOODODODOOOODODODODOODODODODOOOOOODODODOOOOO
QOOOOODOVDOOOVODOVDOOOODOODOODOOOOOOOY

E Avril Mai

n Cannot display image: Image file 1s cormupted or not recognized as an image
Uploaded from: Customer
my_picture png (1 1KB)

-
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Workspace Desktop Edition &&&@ & @ (OO Q) ©@@Workspace OO0 QQDOOOOOOROR
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* Handle A Chat Interaction (®&&& S OOOOOOOOY)

* Handle A Chat Consultation (&@&& @OOROROODOROR)

* Transfer A Chat Interaction (&@&& QOO OOOOOOR)

* Conference A Chat Interaction (®@&& GOOROROOOOROOOOOR)

* Blend Different Media Into A Single Conversation (1 S O OQQRROOOOOOOOOOOOOD)

* Main Window Basics (&&& &000000R)
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2. [OOODOODOODOODOR] OOODDODOODOVDOODOVDOVDOODOODODODODDODOOOOY
N2

3. COVOVOVOVODOOOOOOVDOOOOOR

QOOODODOOOOVODODODODOOVOOOODODODODOD OODOOVOOD COODOOOOOOY

OOOOOODOOD SO Y
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QOVOOOOOOOO

OOOOOO
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* Handle A Chat Interaction (@& OO OOOOOOY)

* Handle A Chat Consultation (&@&& @OOROOODOROR)

* Transfer A Chat Interaction (&@&& OOOOOOOOOOR)

* Conference A Chat Interaction (& SROOOOOOOOOOOOOY)

* Blend Different Media Into A Single Conversation (1 @@ O OO ODOOOOOOOR)
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* Handle An Email Interaction (&3 QOO OOOOOR)
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* Main Window Basics (&&& 000000 D)
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QOO OOV OOV

Blend Different Media Into A Single Conversation (1 @ O QOO OOOOODOOOOOROD)
* Main Window Basics (&&& &000000Q)

* Workspace Windows and Views (Workspace &&00000000)

¢ Basic Use-Case Summary (000000000 0d)

SOOOOO

° SOVDOOOOOOT
¢ OOV QA OOOO

SO 10 0@

Workspace Desktop Edition @&&&
DOV VOVOOR

OO QOO

DOV GOVOOY

DOVOOOY

SOOOR

NRCIOROROROROY

QOO®

SOVOROOOOROD
DOV D

o © N o U R W N+

=
©
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QOO OOV OOV

QOO QA OO

QODOOODOOVOVOD COVOOVODVODD OOV ODODODOODODODOOODOOVOOOOOOOOY

QOOOOOOVOOOOOOOODODOOOVOOOODODODOOOODODODOOOOOODODODOOOOO
QODOOODOOVOVODODODODOOVODODODODOODODODODOD QODOOOOOOOOOOO
QOOODOY GOVOVDODODODOOOODODODOOOOOODODODODOOOOOOOOOOD

QOOOOOOOOOOD (QA) DODVOODODODODOOVOODODODODODOOVOODODODODOOOOOQ
QOOODOD OOV OODODODOOOOOOOODODOOOOOODODODOOOOOOOODODOOOOOY
QODOOOOOOVODOOOOOOOOY

QOOOOOOOOOOOOOODODOOOOOD DOV VOOOODODODOOD COODODOOOOOOOOY
QOVOOODOODODODODOOOODOD OOV OVODODODOOOOOOOOY

QOOOOODOVOD COVVDOOOODOVDOOOODOODOOOVDOOD COOOOODOVOOOOOOOOY
QOOOOOOOOOOV[OVO] COVDODOODODODODODOOVOODODOOO[OV] OOOOOOOOY

QOOOOODD OOV COVOOODOVODOOOODOVODOOOOV[OD] OOV DOVODOOOODOOOOY
QOOOOOOOOOOVOOOOOOOOOOOO[QA OOVD OOV COVDODOOOODODODODOOOR
QOOOOOOOOOOOODODODOOOVOODODODOOOOOOOODOOVOOOOODODODOOOOO
QOOOOODOOVOVODODODODOOOOOODODD [OR] OOV [OOOOOD] ODOOOOOOOODOOY
QOOOOODOOOOOODOOODODOOOOOODODODOOOOOOOOOOD

QODOOODODOOD COVDODOOVODODODODOOVODOD QOO ODODODODOOOOOOY

QCOOOOOOD QOVVDOVOODOVOOODOOODOOOOD[OV] OOV ODOOOODOOODOOOOOOOY

QCOOOOODOOOOOOOOOODIQA OOOD OOOOD] COVODOVDOOOODOODOOOOOOOOOY
QOOODODOOOOOODODODODOOOODODD GOV OODODOOOOOODODODODOOOOOOOC
QOOOOODOV OOOVOY OOV (link=) COOOOOOO[OVOD] COOODOOOODOVODOY QOO
QOOOOOOOOOOY

QOVOOODOOVOODODODODODOOVOVODOD OOVODODODOODODODODODOOOOOOO
QOOOOODOOOOVOODODODODOD OV DODOOOODOOVDOOOOOODODODOOOOOL &
QOOOOODOVOOOVODOVDOOOODOVODODDODOVOODOVDOOOODOVDOOOOOOOOO &
QOOOOODODOOD COVDODOOOOOOOODOOOOY

° DOVVVVVVVOOOOY VOOV OD (VO VVVVOVOVOVVOVOOOOOOOOP)

¢ DOVOY SOV OOOOY
SOOOOOR
[OR] COOOOOROROOORR

QOOODODODOD OOVOOOOD COVOOOOOOOOO

QCOOOOOODOOODOOVODOVOOVOOVOODOOV[OV] OOV VDDOOODOOOODOOOOOOOOY
QOOOOODOVDOODY OOV ODVVODOODODOVODOOOODOODOOOODOODOOOOOOOOOY
QOOOOODOOOOOODODODODOOOOVOOD"OODR"OOOOOOOODODODOOOOOODOOOOY
OOV

QOOOOODOOOOOOOODODODOOOODODODODOOOODODODOOOOOODODODOOOOOC
QOOOOODOVOOOOODOVDOOOOOOY
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QOO OOV OOV

e OOVO—[OV] OOV DOVDOVDOV DOV ODVODOODOODOOOOOOOOY

e OO—[OV] COVOOOVDOVDOVD OOVOVVODDOOVOOVOOOODOODOODOODOODOOOOOY
SODOOODDOOOOOOOOY

e OO—[OV] COOOVORDOVDOVD COVODOVODOVVOOD COVODDODVODOOOOOOOOOOOY
N2

[OQ] OOODOODOOOODOOD QA OOV QOVDOOOODOV [OV] OOV DOOOOOOODOOOT
QOOOOOOOOOY

OO

Workspace Desktop Edition && & && (@0 Q) &O&Workspace &0 0ODOOOOOOOOOOY
DOOOOOODOOOOOOOOOR

* Handle An Email Interaction (&0 QOO OOOOOR)

¢ Blend Different Media Into A Single Conversation (1 @QQ O OO OOROOOOOORR)

* Main Window Basics (®&& &000000®)

* Workspace Windows and Views (Workspace &&00000000)

¢ Basic Use-Case Summary (&0 000000)

QOO

° SOVDOOOOOO
¢ SOBOOOOOOOOC

OO0 10 0O

Workspace Desktop Edition @&&&
DOV VOVOOR

ROROROTORORORO

DOV OOVOOOY

DOVOOOY

[OROROROR

NRORORORORO

DOO®

DOV R
DOV

© X N o Vv A W N+

'_.l
©
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QOO SMS SOOOOOOOO MMS OO

SMS QOO0 OOD MMS OOOOOOOR

[¢©¢©:8.5.111.21, 8.5.110.13, 8.5.117.18, 8.5.121.03]

QOO OOOOO OOV (SMS: Short Message Service) QOO OOOOOOOOOOOOOOY OO
O COOOODOOOOOSMS COOOOOOODODODODODOODODODODOOOD DODOOOOOOOOOY
QOOOOODOVOOOOOD OOOOOWeL OOV DOOOODOVODOOOOD OOV DOOD SMS S OO
O

SMS 0O DOOOOOO OO OOOOOOWorkspace QOO OOOOD 160 COOOOOOOOOOOD
QODOOODODOODODODODODOOVODODODODOOVODODODOOOODODODODOOOOOQ
QOO

QOOOOOD OOV COOD (MMS) OODODOOOODODODODOOOOVOODODOD OOV
&OWorkspace QOOMMS SOQOODOOOOD COOOOOODOOD SOOOOWeb OOV DOOOOOOOY
QOOOD QOVOVODODODODOOVODODODODOOVODODODODOOOOVODODODOOOOO
QOOOOVDOVOOOOVDOODVOOOVDOOOODOVDOOOY OOV [OV] OOV OOOOOO®
Windows Q0000 QOO DODOODODODOD OOV OODODODOODOOODODODOOOR
QOOOOVDOVODOOD COVODOVDOVDOOOODOVDOOOODOVODD OOV OY [OV] OOV
QOOOOOOOOO[®©:8.5.110.13]

Workspace @000 Q0D QOODOOOOOOOR

° SO—OOOVOOVOVOY SMS OOVOODODODODODOOOOVOVODODODODODODODODOOOOOD
QOOROOOOOOOOOOOOY

° OOVOO—VOOOOY SMS OOOOOOODODODOOVOOVOODOVD OOV OOOOOOOOOSMS OO
QOOODODODODODOOOOVOVODODODODODODOOOOOOOO

QOOOOODODOOVODODOVODOOVODOVODOOOODODODODODOOOOOODODOOOOO
QOOOOODOOOOOY

QOOOOVDOVDODOVDOVODOOOODODD QOO VDOY VOV DODOVDORD (VOO OOOOY
QOV)OOOODOVOOOOODOVOOOOOOOOOOOOO[O9:8.5.109.160]

OO

QOVODOOVOOODODOOVOODODDOVOODODOOVOODDDOOVODDDDOOOODODOOOODOOOOOY
SOOOOOOOROODOOODODODDDDOOOVDOOOOOOOOOOOOOWorkspace OO OOOOD SO
QCOODOOOODOODOOVOOVODD GOV OOOODOOOOY

SMS QOO

SMS QOO OODLY SMS OOVOODODODODOOOOOOOODOY SMS OOOSMS OOOOOOOOD
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QOO SMS SOOOOOOOO MMS OO

QODOOOD QOVODODODODOOVOVODODODOOVODODODODOOOOVODODODOOOOO
QOOODOOVOOOOOOOODODODOOOODODODOOOOD SMS OOOOD ODOOOOOOOOOOOY
QOOOOODOOVOVODODODOD SMS OOV OOODODODODOOOODODODODODOOOOOQ
QOOOOOOOOY

SMS SOOI OOOOVOODOOODOOODOSMS SOOI OODOOOOOOOOOY
° DOVOVDVOVOVOOV[OV] DOVOOOOODOOYD SMS OOV DOODLY QOO VOODOODOOOOOY
SODOOORDDOOOOOOOOOY
¢ DOVOVODOVOVODOOVOOVDOOVOODDOOVODOOOOODOOOOO

. SMS GGOOHOOOD ( E_’ SOG

° OOV OVOVOVOODOD [ODODOOOD] OOV ODDOOVODDOOVODODOOODOOOOOD OO
SOOOOOOOY

° DOOOO OOOOOO
° OO QOVVOVDOVODOVDOOOOOOOOOOY
° DOVOVDOVODOVOD VOV VOV (OOVOOVD) OOV

W9

¢ DOODOOOROORY () SO
¢ DO (OVOOOODOOOOOOOD)
e M (OO R)

° SOVDY OOV OVODODODODODODODOOOOOOVOOODODOIOSMS OOOOOOOOOOOOOOC
OOV ORODOOOOOOOOOOOOOOY

° COVDY OOOVOVODODOVVODVOD COVOVOVOVOVOOODODODOOOOOOOSMS OOV OOOY
QOVODODOY DODOOOOOOOOOOVODODODODODOOOOY

e DOVOVVOVDOVODO—OODOODOOOOOOO () QCOOODOOV[OOODOODORD] OOV OOOO
QOOOOOGenesys QOO OOOOOOOOOOOO[®18.5.111.21]
e DODD COOOD OOVORDODDODOODOODOVDOODOY (QOODDODOOSMS &) SOV

w Avril Mai B Connected B5

&= MNew E-mail to Personal (AMai@mail. dom)

= Mew E-mail to Work address (mail@mail.dom)
0 Mew SMS to 5555555
O New SMS to Mobile (3616)

° POVDODOOVOVOOOOOD

° DOVDOOY GOVVOOODODODODODODOOOOOOOODOOODODODODODOOOOOOOOOOO
QOOOOOVOOOOOOOOOD COOVDOVDORODOODOOOOOOOOOOOOOOY [¢©©:8.5.117.18].

¢ COVDO/OVODODODODD OO QOO DODODODODODODOOOOVOOVODODODOOOOOOOY
Q[OVOOOOOOR
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QOO SMS SOOOOOOOO MMS OO

OO

©0

OO

° COVOOOOORR

SMS SO0
SMS ®OOOOPPPDPOOOPOPPDDSMS FOVOOPPPDD VPPV OOOOORD
POOPPOOPPOOVPPVOOPPPVVPPVOVPVPVOPPVDOVPVPOOPVVOOVOOOOOOOD

QOOOOODODOOVOD DODODOOVODODODODOOVODODODODOD OOV DOOOOOOOOY
QOOODODOOVOOOOODODOOOOOOOODOD VOO DODOOOOOVOODODODOOOOOOOC
OO

SMS ©OOOOOOOOOOOOOOSMS OODOOOOOOVDOODY SMS OOOOODOVODOOOOOOODOY
QOO

* SMS OOOOOOOOO—SMS OOOOOOOO () QOOOOODODY OOOVOOOOOOOOOOOD SMS
QOORODODODODOVODOODOVODOORD (OV) OO

19
LIROLO2O2OLOROTO2ORO R OROLOLOROTOROLOLOROLORO () OODOODOODODOD OOV OOOOOOODODOOOOOOOY
OOOODOOOOOD M DO OOOOOOOOOOOOOOOY

R, Start Voice Consultation

M Start Instant Message Consultation

¥ Add to Favorites

SMS QOO OOV

LR OROROOROROL RO OR OO R OO OLOROTOR OO OROTORORO] () QOODODOOV[OVDORDODDRD] OOVOOD OOV
QOROOOGENESYS OOV OOOOOOOOOOOP[®:8.5.111.21]

° SOVOVOVO—VDODODODOOOODOVOOOOD ( v ) QOOOOOOOOOOOOOOOOOOOOOOY

SMS @OOODORODOD OODOODOODOODOODOODOODOOOO[OVODOVOOORD] OOV OOOOOY
QOORODOROVODVODOODOVOOODOOD DOVODOSMS QOO VOODOOOOOOOOOOOOOOOOY
&

SMS QOO0 OO

SMS QOO DODODOOOODOODY SMS COVOOOODODODOOOOOOOOOODOSMS OO &
QOOQ DOVOVOVOODODODOOOVOVDODVOOOOOOODODODOOOOOOOODODOOOOOY
QODOOODOOOOVODODODODOOVODODODODOOVOODODODODODOSMS SOOOOOOOOR
QOOODOOOOOOOODODODODOOOOOODODOOOOOOD SMS GOV OY OOV OOOOOY
QODOOOOOOVOOVODODODODOOD SMS COODY OOVDODDODOOVOODODODODOOOOOOOY
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QOO SMS SOOOOOOOO MMS OO

QOOOOOOOOOOY

QOOOOODOOD[OV] OOV OVOODOVDOODODOVDOOOODOVODOOOODOODOOOOOOOY
QOOOOODOOOOVODODODODOOVOODODODODOOOOOOOODOOSMS QOO DOOOOOOOY
QOOOOODOVDODOODOVDOOOOOOODOOOOD[OV] OOV

SMS OOOOQ OODODODOY COVDODOOOOD COODODOODOOODODOOOOOOOSMS OO
QOOOOODOVDOOOOOOOOOY

° SOVOOOOOOOOOOC

* SMS OOOOOOOOY () QSO

° OOVOOOOOOOOOOOD [ODDODODOD] VOOV

¢ DOV OOOOOY

° OO OOOOOOVOVOODODODODOOOOOOC

¢ DOVOVDOVDOVD OOV OOV (OOVOOVD) OOVOOY

9

¢ DOVOODOOOOOY () OOOOOR
¢ OO (OVDOOODOODOORD)
o M (QODODOODD)

° COVDY OVOVOVODODODVODODODODOOVOOVOOVVOOVOOOOOOSMS OO OOODODOOOOY
QOVODODODOOODODODOOOOOO

e DOVOV VOVVOVDOVDOVODOVOD OOV VOVVOVODOVOVOVOOVOODOOOOOOOOSMS OO
QOVODODODODY OOODOVODODODODODODOOOOOOOOOOY

¢ COVDODOOOOVOOO—VOOOOOOOOOOOO () QCOOODOOV[OOODOODORD] OOV VOOV
QOOOOOGeNnesys QOOOOOOOOOOOOOOO[®:8.5.111.21]

° COVOVOVOVODOOOOOY

° DOVDODOY OOOVODODODODODODOOOOOOOOOODODODODODODODOOODOOOOOOO
QOOOOORVOODOOOOVDOD SOOIV OVDORODORODOOOOOOOOOOOOOOY [&©18.5.117.18].

° COOOOOOORR

SMS QOO QOOOOOOOOOD

SMS OOOOQ OOV DODOOOOOODODOSMS GOOOL OODOOOOD SOVDOOOOOOOOY
QODOOODOOVODODODODODOOVODODODOODODODVOOODOODODOOOOOOOOY
QOOOOODOOOOOD DODODOOOOOODODODOOOOOOOODOOOD VOVODOOOOOOOOY

QODOOOOOOVODODODODODOOVOVODOD OOV DODODOODODODODODOOOOOOO
OO
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QOO SMS SOOOOOOOO MMS OO

SMS OOOOOOOOODODOOOSMS OOOOD COOODODODOOOOOD SMS OOV OOOOOOOY
QOOOOODODOOOOO

SMS COOOOOOOO—SMS OOOOOOOOD () QOOROOOROOOY VOOV OOVOOOOOOOOY SMS
QOVOOODOOODODODOOOOVOVOD (V) OOOO

W9
DOVOOODOO—ODDOODOOOOOO® () SOOOOODODOYD OOOOOOOOOOODOOOOOOOOOOY
OOODODODOOD IM QODOYD OODOOODOODOOOOODOR

k. Start Voice Consultation

M Start Instant Message Consultation

W Add to Favorites

OOVODDDDODRDDDO—OOODODOOROOOROOR () QOO OOD[OOODDOODOD] OOV OO
OOOOOB®Genesys POV OOOROOOROOOOOOD[®©:8.5.111.21]

QOVOOVODO—VOODOODOODOY OOOOOOOY ( v ) QOOOOOOOOOOOOOOOOOOOOOOY

SMS @OOOD OODODOOD OODOVDOVDOVDOODOODOODOOOO[OVOOODOOORD] OO
QOORODODDODDODOVODOVODODOODOODD COOODOSMS OOOOY SOV DOODOODOODOY
QOOOOOOY

SMS QOO0

SMS OOOOODODODODOOOODOOODODOOOOOSMS OOOOODOODODODODOOOOOOOOOY
QOOOOOOOOOOOOOODODOOOVOOVODODOVOOOOOODODVOOVOOOODODOOOOO
QODOOOOOOOOVODODODODOOVODODODODOOOOOOOODOSMS OOODODODOOOOOY
QOOOOODOOOOY

SMS OOOOOOODODODY OOVDODODOODOODODODODOOVODODODODOOOOOOOOOOY
O COODOOOOOOOOOOOY

URL &0

[©©:8.5.121.03] URL (Web &) OOOODOOOODODOOODOOOOOSMS OOOOOOOOR
& URL @000 0000000ODOODOOOODOOOOOOODOY URL 00000000 Web 0000
QOOOOODOOOOVOOOOOOOOOOOY URL OOOOOOOOURL QOO0 OODODODOOOOO0D
QOOODOOOOOOOODOOOOY

SMS &SOOOO OO

SMS OOOOODODODODOODODODODODOOVODODODODOODODODODOOOOOOOOOY @
QOOOOOOOOOOOOSMS COOOOOOOOODOOOOOOOOOOOOOY
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QOO SMS SOOOOOOOO MMS OO

¢ DOOOOOY
° DOVOVD OOVOVDOVDOODOVOOVOOVOODOOOOOQ

° COVDOOVOVOVOVODOVOD COVDOOOOVODOVODODODODODODOOVOVOY OOV
QOOOOODOOODOOOOOD

° DOVOVDOVDOOY OOV

OOODOOODOOODOOODOOODOOODOOODOOODOOODOOODOOY
OOODOOODOOODOOODOOODOOODOOODOOODOOODOOODOOY
QOO COVOOOOOOOOD[OD] DOOOODOOOOOOOOOOOOOOOOO[O
O] COVOOODOODOOOODOOOOOOODOOOOOOOOOO[O
©:8.5.105.12]

SMS QOO0

SMS &&& SMS QOO DODOODODODODODOODOOOOOODODOOOR

1. SMS OOOOOOOOOOOY () QOVODODODODY OOOVOVOD SOOOOOOO
2. QOVOOVOVDOOOOOY
3. [SMS SO0 OR] OOV

QODOOOOOOVOVODODODOOOODODODODOODODODOD OOV DOOOOOR
QOOOOOOOOOOOODODODODOVOODODODOOOOD OOV OODOOOOOY

SMS OOOOOOOOOOOO0

[©¢©:8.5.110.13] MMS Q0O DOOOOOOODOSMS COOOD SOOODOOD COOODOOOOROY
QOOOOODOVOOODODOVDOOOODOVDOOOODOODOVOOOOOODOOOOOOOOOY
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QOO SMS SOOOOOOOO MMS OO

Roril hkas E’ [ : - E‘ __1-1_,

Caaser Irifoermation a

Origin: Inbound 5MS Page Mode

- hoil Mai @ Inbound BN RM

T message exchanges with thes comtact in the past 24 hours
ShOW MessaQes

E Al Mai

QOOOOOSMS COOD OOV DOOOOOOOODODODOOOOOOOODODOOOOOY
QOOOOODOOOODODODODODOOVODODODOOOODOOODODOOOOOODODOOOOY
QOOOOOOVOOVOVOD DODODOODODODODODOODODODODODOD OOV DOOOOOOOOY
QOOOOODOOOOOODODODOOOOOODODOD OOV DODOOOOOODODODODOOOOOOOC
OO

SMS QOO OQOOOODOOOOOSMS OODODOOOOOOOODY SMS OOV OODOOOOOOOOOOD
QOOOQ

SMS OOOOOOOOO—SMS OOOOOOOO () QOVOOOOVODY VOOV OOOOOOOOOOOY SMS
QOORODODOODOODOODOOVOOVOY (OV) OO

W9
OODDOODOODOO—VOOOOOOOOORO® () OODODOODODOD DODOOOOODOOODODODOOOOOOR
OOODODODOD IM QODOYD OODOOOOODOOOOOOOR

%, Start Voice Consultation

M Start Instant Message Consultation

W Add to Favorites

QODOVOOODOOVOOO—VOOOOOOOOOOO () QCOOODOOV[OOODOOOORD] OOV OOOO
SOOOOOGenesys QOO OOOOOOOOOO[D>1:8.5.111.21]

QODODOOO—TVDODOOOOOOVOODODOOOOD ( v ) QOOOOOOOOOOOOOOOOOOOOOOY

SMS @OORDORODOD OODOODOODOVDOODOODOODOOOO[OVODOOOORD] OOV OOOOOY

QOVOOOOODODODODOOODODODVOD COVOOOSMS COVODODODODOOODODOOOOOOOR
&

QOOOOODOOOOVODODODODOOVOODODODODOOVODODODOOOOOODODODD SOV
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QOO SMS SOOOOOOOO MMS OO

[OO] COODOOODODODODODOODODODODOOOOVOODODODOOOOY

QOOOOODOV (QOVDOVDOOD)OODOODOOOODOOOODOVODOOOOOOVODOOOOOOOOOY
OOOD OOV [OV] OOV

OO

Workspace Desktop Edition & & & (@O0 Q) &OOWorkspace OO0 OO0OOOOOOOOOOOY
QOOOOOODOOOOOOOOOY

e Handle An SMS or MMS Interaction (SMS &&& MMS SO QOOOOOOR)

* Main Window Basics (&&& &000000Q)

* Workspace Windows and Views (Workspace &30 00000)

¢ Basic Use-Case Summary (0000000000 Q)

QOO

¢ DOV
¢ DOVOVOBOOODOOOOOY
¢ Workspace Desktop Edition @&

OO 10 OO

Workspace Desktop Edition @&
QOO OOV

SO OOOOY

SOVOD GOV

QOOOOY

u A~ W N
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QOO SMS SOOOOOOOO MMS OO

OO

QO OOOOY

QOO

QOVOOOOOOOD

10. COOOOOOOOOOOOOOOY

o ® N o
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QOO QOO

OOOOOOO

[&©:8.5.111.21, 8.5.117.18]

QOOOOODOVOVOOODOVDOOOVODOVDODDODOVODODOODOOOOOOODOOOOOOOOOY
QOOODODOOOOVODODODODODD COODOODODODODODOOOODODODODODOOOOOC
QOOOOVDOVOOOOOOOY

QOOOOOD OOVODODD GOVOODODODOOOODODODODOOOODODODOOOOOOOOOOY

° SOVOOOVOVOOOQ

° OOVOOOOOOOOOOOD [OOVDOOOR] OOOOOY

° DOVOVDOVDOVDOVODOROVOVOOOOOVOOOOOOOY

° COVOOOVOOD IM QOO OOOOOOOOOD

° OOVDOOOOOOOODODODODODODOOOOOOOC

° DOVOVVOVDD OV OODOVOOVOODOOVOVVOODOOOOOY

° DOVDOOOOOO

° DOVOOOOOOOOOVOODODOOODOOOO

° DOVOVDOVDOVODVVD OOV (OOVOOVD) OOOOOO

¢ COVDY OOOVOVODODODODODODOOVODODODODODOOOR
¢ DOVOOVOVDOVODORDORDDOOOOVOOY OOV (IM) OOV
° DOVOV DOVDOVDOVDOVDOOD COVOVOVDOVDOVODOVOVOOODOODOOOOY

° COVDODOOVOOVOO—OOOOOOOOOOOOR () QOVOVOOV[OVODOOODRD] OO VOO
QOOOOOGenesys QOOOOOOOOOOOOOOO[®Y:8.5.111.21]

° DOVOVVOODOOOOOOOQ

° COVDODY OOVOVODODVDODODODODOOVOVOVODODODODODODODODODOOVOOOOC
QOOOOODOODOODOVDD OOV DOVODORODODDODOOOOOOOOOOOOY [&©18.5.117.18].

¢ COVOV/OVODODODODD OV VOVODODODODODODOOVOVODODODODODOOOOOOOY
Q[OODOOOOOY

SODOG (<]

&0 0O

° COVDOOVOOVOVOVODOVODODODODODODODOOVOVOVOODODOOOOOO®

QODOOODODOOVODVOODODVOOVODODODOOVODODODODODOODODODODODOOO
QOOOOODOOOOOR
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QOO QOO

OOOOOOOOO

QOOODODOOOODODODOOOOOOOOOOOOOD () QOOOOOOOOOOOOOODOOOOO
QOOOOODOVOVOOODD COODOVODOOOODOVDOOOODOVODOOOODOODOOOV[<OOOO
SOV OOOSOVD] SOV

QOOOOODOVOVOVODOVDODOODOODODOODOOOODOY OOVOOOOOOOY

QOOOOODOOOOOOOODODOOOOOODODODODOOOODOD OOV DODOOOOOOOOOOO
QOVOOODODOOVODOD COOOOOOOOOOOY

OOOOOO

Workspace Desktop Edition Q& Q@ (OO0 Q) &OOWorkspace 00O DOOOOOOOOOOD
OOOOOOODOOOOOOOOOOY

* Handle A Workitem Interaction (@&& 0O SOOI OOOOOD)

* Main Window Basics (®&& &000000®)

¢ Workspace Windows and Views (Workspace &&@@00000d)

¢ Basic Use-Case Summary (&0 00000)

QOO

¢ DOV
¢ SOV OVROVRODOOOOROY
* Workspace Desktop Edition &&&&

OO 10 0O

Workspace Desktop Edition @&&&
SOV OO

SO OOV

SOOOD OOOOOY

QOVORY

S OOY

SO OORO®

QOO®

QOVOOOROOOOY
QOVOROOOOOOROOOORY

© ® N o U A~ W N

'_I
©
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QOO Skype for Business & Workspace @000

Skype for Business & Workspace 000
OO

OO

QOO OY Skype for Business & Workspace @& 0 &> Genesys & Microsoft
Lync 2013 &&<& Skype for Business @000 00 0000000

Workspace Desktop Edition @00 Skype for Business @&
OO

£ Genesys + Workspace

@ lync-userl v & ~

My Workspace

My sf8 My Channels My Campaigns My Statistics Contact Center Statistics

Skype For Business Sign In

S Genesys « Workspace

Sign-in address Type name o number Q@ =68
melanie.hayworth@gnnews.com -

My Workspace

MysSf8  MyChannels =~ MyCampaigns My Statistics ~ Contact Center Statistics

Skype for Business Contact

H Change your presence
nto Skype . \/
for Business

off work

Workspace Desktop Edition @& 00000000 SO ORRD OO OO SfB OO OQOOOOOY
Skype for Business @00 000000 OOOOOSkype for Business @00 OOOO00@

OO

QODOOOOY OOOOOOOOY Skype for Business OO OOOOOOO[OOOOOOO]
QOO
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SO Skype for Busingss Q0000000 OODOOOOOOR

OO

Skype for Business &0 Q0D OOOOOOODOOOOOOOODOOOODOOOOOOY
QOOOOVOOVDODOOOOOOOOOOOOOY Workspace Desktop OO OOOOR
QOOOOOOOOOGeENESYS COVDOOOODODODOOOOOOOOOOOY

QOO

C : Skype For Business

_— Logging In
O
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) Skype For Business
=

— Changing your

Presence

©

< ) Skype For Business

\ , Using the Directory
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QOO Skype for Business & Workspace @000

OOOOOOOOOOOOOY

e 'Workséace - o - Inbound interaction

- & ass - =
e In a

Origin: Inbound call to sip:oksana.petrova@gnnews.com

. prd

sip:melanie.hayworth@ .. @ Connected

@ sip:melanie.hayworth@gnnews.com

pep— d Toast notification

origin: Inbound call to sip:oksana.petrova@gnnews.com N

Accept

QOOOOOOOY Skype for Busingss QOO0 QOODOOOODOOOOOOODOODOOOODOOOOOOY
QOOOOODODOOOOOOO

QOVOOODOODOOODOOR
e &&—Workspace Desktop OO Q QOO OOOOOOOOOOOY
¢ BO—DOVORODDRORDDDDOD (VD DOV DDDDDODDOODDOOOOOORORORORD)

QODOOODOOVOVODODODOOOOD QOO ODODODODOOOOOOOOY
QOOOOODOVOOOOODOVODOD OOVOOOOD OOV OOOOOOY

M OOOOOOOD

QOOOOY OOV (IM) OOV DODOVDOVDODOVDODODOOOODODDOOOODODOOOOY

° IM OO QOO IM QOO DODODOOOOOOOODOOOO
° IM OO IM OOOOOOOOODODOOODODODOOOOY
M OOOOOOOOD: OODOODOVOODOODOODOODOODOOOOOY

° COVOOOVOV M OOODOODODODODODODODODOOOOVOVOOODODOOOOOOOOOOOOOIM
QOVOODODODODODODOOOOOOOODODODODODODOOOOOOOOOOOODIM OO OOOOO
QOVOOODOOOOOOOOOOOOY

° IM OOOOOODODODODOOOOOY
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QOO Skype for Business & Workspace @000

itiate conference

v L] i 10 Chama Pl

* Clsana Pewova () Camnecied

134831 PAl] Bsbaca Jubwissn H
4 17 Pl] Cinare

e = Genesys « Workspace

- —
Delete from conference

" _\-‘-\""-h\.\_\_\_\_\_\_-’_'_/_‘_,.,—'”‘_ _‘“_\_‘_\_H-‘_\-_-

SOV IM COOOOODOODOOOVDOOOOOOODOOOD IM SOV DOODOOOY DOOOOOOOO
QOOOOOOOOY URI OOOOOOOOODODOOOOOOOOOOOOOOD[OD IM O] OOOOOOOOOY
QOOODOOOOOOOODODOOOOO

QOOOOODOOOOVODODODODOOVODODODODOODODODODODOOVODODODOOOOY
QOOOOODOVOOOOODOVODVOD IM OODOODOOOODOOOOOOODY
IM OOOOOOOOOODODOOOOOOOOOOD IM OOOOOOOOY
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IM &

= Genesys » Workspace

@ I{Ikunl Petrova @ Ol

2 * Al Types

l;lnw Instant messaging to Oksana Petrova
Rebecca Mohnson

" -
= Oksana Petrova ) Connected ) Offline
W% Instant IM Transfer
@ ™ e
K-y Pendergast
4 Offine

|2:46:31 PM] Rebecca Johnson: H
|3:46:32 PM

Initiate transfer

IM QOO OOODODOY (ODOOOODOVODOOOY QOVOOVOD) OOV OOO[OV IM &V] &
QOVOOY OOVVOVOOODODOOOOOOOLY URI QOO0 OODODODOOOODODODODOOOOOQ
QOOOOODOOOOOOOODD GOV DODODOOOOOODODODODOOOODODODODOOO

QODOOODOOOOVODODODODOOVODODODODOODODODODODOOVODODODOOOOY

IM SOOOOOOOO

Link to video

QOO IM QOO DODODOOVOODODODODOOOOOOOOD[OVODODOOOOVIODOOOOOOD
QOOOOODOVOOOOODOOOOY URI OO0 DOOOOD OODOOD [OODOOD SO OOOO®
DOVOOOOV] OOV OY

QOO IM OOOOOOOOOOOOOOOOY IM OOOOODOOOOOOOOD OOVOOY IM OOOOOOOOOY
[ORC] COOOOODODODODD OOVDVDODODOODODODODODOOVOODODOOOOOD IM OO
QOOOOOOOOOOOODOOOOOD IM OO

QODOOODODOOVODODODODOOVOOVODODODODOOOOOOOOOOY
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https://player.vimeo.com/video/133081496?title=0&byline=0&portrait=0

QOO Skype for Business & Workspace @000

« Weothipace

Consultation window

QCOOOOOOD

Link to video

SO IM SOOIV DODDODODDDODODDOODODODODOOOOOOOOOOOY Skype for Business
(2RI AR OL R UL ORI RIS CROR LR UR R OR ORI RO | ROSCR R CR O R OR R GR R OR LR RO R UL A UL ROROROROR RO
QOVOOODOOOOOOOOOOOO O Y[interaction-workspace\lync.voice-escalation-auto-answer]
QORVOOD [C] OOVRDORDOORDOODDVORDOOOOOROOOROD

QCOOOOOD IM OODOODOOOODOODOOOODOOOOOOODOOOOOOODOOOOOOOY
Workspace Desktop Q0000000 QOODOD IM QOO OOODOOOOOY
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https://player.vimeo.com/video/133082083?title=0&byline=0&portrait=0

QOO Skype for Business & Workspace @000

IM to Voice
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QOO Skype for Business & Workspace @000

OOOOOOOOOO

QOOOOODOOOOOODOOODODOOOOVODODODODOOOODOOOOOOY

° POV QOVODODODODOOVOOVOVODODODOOOOOY
° DOV QODODODODODOOOOOOOOOOOOOOOC
° DOVOVVOVOVOV: QOVOVDOVDOVODOVODOVDOVDODOODOODOODOODOOOOOY

° COVDOOVOV: CQOVODOOVOOVOVODOVODODODODODODODOD OOV DODODODOOOOOO
QOOODODODODODODOOOOOOOOVODODODODODODOOOOOOOOOOOOOOOODOOOO
QOOROOOVOOVOODOODOOOOOY

OO

OOV VOVDOOODDOOVDOVOODOOOOVOOV[OVODOOV] DDV OVODOVOD VOOV OOOOOY

QOOOOOOODOY URI QOOODOOOOOODODODOOOOOOOODOD[OOODOD] OOOOOOOOOY
QOOOOODOVOOOOODOVDOODY OOOOODOVDOOOODOVODOOOODOVODOOOODOOOOY
QOOOOODOOOODODODODODY COVDODODOOVODODODOOOODODODODODOOY OO

QOOODODOOOOOOOOOODOOOOOOOODODODOOOOOOOC

OO

QODOOOOOOVOOVOVOY (OODODODOOOOVOOD COVOOVD) COVOOOOV[OOOOOD] OO
QOOOOY OOV OODODOOOOOOOY URI QOO0 OOOODODOOOOOODODODOOOOO
QODOOVOOOOVOVOVODOD OOVDODODODODOOVODODVODODOODODOOODODOD OO
QOOOOOOOOOODODODODOOOOVODODODOOOODODODOOOOOODOOODOOO

QCOOOOOOOOOY

QOOOOODOVOVOOODOODODOVDOOOODOVODOOOODOOD[OVODOOOOVOOOOD] OOV
QOO DODOOOOOODODODOOOOOY URI QOO0 OODODD OO0 [OOOOODODOOOOY
O COOOVOVDOOOOVOVDOVOVDOVDOOOVDOVODODOVDOOOODOVODOOOODOOOOY

QOOOOODODVOOVODODODODY COVDODOOVODODODODOOOODODODODODOOOOO
QOOOOOVOY [OOOOOD][OODOOD] DOVOODOOOOOOOV

QODOOOOOOOODOV[OODOODODODOD] COVOOD [COOD] OOODOODODODODOOOOOOY
QOOOOOOVOD VDOV VOVD [OVDOD] OOV ODOOOOOOY

QOOOOODOOOOOOOODODODOOOOOOOOOOY

OOOOOOOOY

QOOOOODOVOVOOOODOOOODOVDOOOODOODOOOODOODOOOODOOOOY Skype OO
QODOOODOOVODODODODODOODODODODODOOVODODODOOOODODODODOOOOOC
QOOOOOOOOOOOOOODODODOVOODODODODOOOOOD GOV DODODODOOOOOOOOO
QODOOOOOOVOODODODODOODOOVODD OOODODODOOOODOOOOOOOY
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QOO OO

QOO QOO ODODODODOODOOODODOOOOOODODOOOOY

° COVDV: COVDOD COVODODODODODOOOOOO
° DOVOV OOV DODOOOOOOOOOODOOOOOY

° DOV OOVOVVOVYD: OOV COOVDOVDOVDOVODOVODOODOVOVODOVDOVODOVOOODOOOOY
QOVOOODODODODODOOOOOOOOOOOOY

QOO

fnitiatoar of
the video call

Two other participants
of the video conference:
The video of the user
streaming video is
displayed here-

QCOOOOY OOV DOVOODOVOOOOOOOV[OVDOOOD] DOV ODOOODD GOV DOOOOOOOY
QOOOOOOY URI QOODOOOODOODOOOODOODOOOOOOO[ODOOOOD] OOOOOOOOOOD
QOOOOOOOOOOOODODOOOOY

QOOOOOOVOOVOVODODODODOOVODODODODOODODODODOOOODODODODODOY OO
QOOOOODOOOOOOOODODOOOOOODODODODOOVOODODODOOOOOODODODOOOOOC
QOOOOODOVODOOOODOVDODO 1 OOVOOOOOOODOODY 1 QOO OOOODOODOOOOOOY
QOOOOODOOOOVOD COOOOODODODODOOOOVODODODOOOOOOOODOOOOY

OO
QOO QOVODOVDVOOOOVY (COOODOVDOOOODD QOO R) OOV OV[OVOOOOOR] O
QOOOOODD OOV DODODOOOOOOOODLY URI QOO0 DODOOOOOODODODODOOOOOQ

QOOOOODVOOOOOOOODODD GOVDODODODOOOOOOOODOOOOOOOODODOOOOOY &
QODOOOOOOVOVODODODOOVOVODODODOODODODODOOOOOOOOOOY

QOO OOOODOOO

QOO COVOOOOODODODODOOOOOODOOOOOOOOOODOOOOY

[OOOOODODODOD] DODODOOVOD OOV OOOVODODODODOOOD UR| QOOOOOOOOD &
OOV [OODOVODOOOODOOD] COOODOOOODOVODVOD OODOOOODOVODOOOOOOROOOY
QODOOODODOOVODODD DOVDODODODODOOOOO

QOOODODOOOOOOOODD GOV OODOOOOOY
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QOO QOO [OVO] COOOD [OOD] COOODODODODODOODODODODODOOOOOOOOOOOY
QOOOOVDOVOOOOODOVOOOOOOD [OOODDOD] OOOODOVDODOODOVDOOOOOOY
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DOV Facebook &0

Facebook &>

SOOOOOOY Workspace &OOOOOOFacebook & Web 00O QOORDDD OO OOOORDOOOO®
QOROOOOOOOOO®Workspace Desktop Edition @00 @00 QOOOOOOOOOR

OO

QOOOOVDOVOOOOOD OOV OOOOOOOOOY Facebook OO OO
QOO OOODOODOOOOOOOD

QOOOOOOOOOOOOOODODOOOOOOOOY

° COVODOOOOVOVOVODODOOD [OV] ODOOOOOO®
° DOVDOOOOOOOOOODODY OODOOOOOOOOOY
° DOVOVY VOVOV OVDOVODOOOOOOC

° COVDODOOVOOOOOD

Facebook OO GOOOOOOOOOY

[006000] B ©000POEPOOPOOID POVIOD GIVPOIPOIPOPPOBPOBPOBPOGOOOD
QOOOOOOOOOY Facebook OOOOOOOOOOOOOOY

QOPOOPOOPOD GOVOPDOPPOPPOGPOGPOG000d K 00000 £ QOOOOOOOOOOY
OO

QOO OO

[OOD OOV] (OOODD) OODOOOVDODDODOVDOVDOOOODOODOOOOOOOOOOOOOOOY
QOOOOODOVDOOOODOVDOOOODOVDOOOOOOOVO

Facebook &"&O"&OOOOS

©000000000 Wl 6666000OEPOOOOODD
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DOV Facebook &0

QOOOL QOOOOOOOOOOY

[OO] COOOPOOROOOOOOOOOOD[OV] QOO OOOOO[OOV] DOV ODOOOOOOOOOO
QOOOOODOVOOOOOD COOV [OOOOD] OOV [OODOODOD] OOV OOODOOOOOOOOOY
QO[OVOOODODOOOOOY

OOOOOOOOOOOOOOOOOOOY

[OOOOR] OOV link= COOOOODOVODD QOVDOODOOOOD[OV] OOV DOOOODOOOOY
SOOOY

SOVDOVDOVOVOOOVOVOOOVODOVODODVODOODODOODOOOODOODOOOOOOOOOY
QOOOOOOOOOODOOVOOD OOV DODOOOOOODODODODD SOVOD GOOOOOOOY

Facebook QOOOOOOOOODOOOOOOOOOOOOOOOOC

Facebook @O OOOOOOOOODODOOOODODOOODOODODODODODOOOOD QOO Y
OO DODOOOOOOOOO

¢ DOOOVOOPO— GOVOOVOVO0000 FOo0e000e {(@@@@@@ ¥~ OO

° SOVDOO— OOODODODOOOVC @®®®®®® ® 0606060000 Doooooe ©- OO

QOOOOOOOOOOOOOOOOPGenesys Knowledge Management @000 OOQOOOOOOOOD
SOOOOOOR

QOOOOOOOY Facebook OOOOOOOOOOODODOOOODOOOOODOOOOOODODOOOOY
Facebook €O QOODOOOOOOVODOOOODOVDOOOOOOVDOOOOOOODOOOOOOOOOOY

QODOOOOOOOOOOOOY Facebook QOO DODOODOODODOOOOOOOOOODODODOOOOO
QOOOOODOOOOOOOODODOOOOOOOOOODOOOOY

Facebook OOODOOOOOOOOOOOOOOOOOOOOOOOY

QOOOOODOOOODODODODODOOVODODODODOODODODODOOOODODODODOOOOO
QOOODOOOOOOOODODOOOOO

OOOOOOOOOOOOOOOY

[OOO] OO [OORIODD] OOODODODOOOODODODODOOOODOOODODOOOOOOOOOOD
QOOOOODOVOOOD link= QOVOODOOOODOOOOOOOOOY
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https://jpn.docs.genesys.com/Documentation/ES/latest/KMUser/SentActContAn
https://jpn.docs.genesys.com/Documentation/ES/latest/KMUser/sentAct

DOV Facebook &0

OOOOOOOOOOOY Facehook & OO OO

QOOOOVOODODODOOOVO[OOOOD] DODOODOODODOODOVDODOOOOODODOOOOOOOY
QOOOOODOVOOOOODOVDOOOODOOD[OOVOD] OO OOODOVODOOOODOVOOOOOOOOY
OO[ODOOODOVO] OOV OOODODODOODODODODOOOOVOOOOOODOOO[OO] OOV
&OWorkspace QOO OOODOOOOOOOR

Facebook @O0

QOOOOODOOOODODODODODOODOODODODODOODODODODOOOODODODODOOOOOC
QOOOOODOVOOOOODOVOOOOOD[OV] QOO DOVOOOOOODOVOOODOVDOOOOOOOOOOY
OOV

QOO COOOOOOOOOOOOOOOOOOOOOOOOO

QOOOOY QOVDVD POVOVOODOVODOOOODOODOOOODOVDOOOODOVODOOOODOOOC
QOOOOOOOOOODODODODOOOOOOOOOOOY
° DOV Y

e [&000R] ©&& [FBPM Inbox URL] €000 Q000D OOOOOOODOOOOODOOOOOOOOOOOY
QOOROOOVOODOVODOODOVOOODOODOODOOOOY

OOOOOOOOOOOY

QOOOOODOVDOOOODOVDOODOY (OVOOOODOVDOOOOOOV)OOOOOOOOOOOFacebook
(OO OOV)OOY Facebook OOV OOOODOOOODOOODODOOOOOOOODOOOOY

OOOOOOOOOOOOOOD [OOOD] OO

¢ DOVOODOOD [COOD] OODOODOODOODOODODDODOODOODOODOVDOODOOOOOOOOY
QOOROOOOD [OV] OOV Y frame|center|COOOOOOOOOOOOOY

¢ DODOODDOOROOOOOOOOOROOOOY [Facebook SO QOOODD] @OODOOOOOOOOR
frame|center| @O Q OOV OOOOOODOYD OOV DDODODRDDOODOODODODOOOODOOOOOOOR
& frame|center| OO QOO OOOOOOOOOOOY

° OOV OVODOVOVOODOY [OV] DOVOOODOOOOOOY
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DOV Facebook &0

QCOOOOOOVOOOOOOD [OOOO] OO
POOVPOOVPOOOVDD [GODD] POVDPOOPOOOOOOOODD

¢ DOVOVOVODOVODOOOOODOOOOOOOOOO DY [Facebook SOQOOOOD] OO

° [OO] COOODOODOODOODOVDOVDOVDORDOVODOODOOOOOOOOVY link= COOOOOOOP
QOVODOOODODODODODOOOOOO

QOOOOOOOOY

e DOVOVOOVVOOOOOOOODFacebook (GO OOY) &Y Facebook QOO OOOOOOOOOOOOR
QOVODODOOODOOOOOOOOOO

¢ DOV VOVDOODOODOOOOOOOODOY Facebook OO DO DOOOOOOOOOOOOOOOY

QOOOOOOOOOOD

Workspace &0 &&® Facebook @O0 OOOOOOOOOOOSegoe Ul Emoji Q000000000
QOOOOODOVOVOOODOODODOVODOOOOOOOOOY

&&OWorkspace & Unicode 6 Q00000000000 @ OEHOOOO ' OOOOOOOOOOOOOY
QODOOOOOOVODODODODODOOVOVODODODOOOOOR

OOOOO®

° COVDOOVOVOVOVOVOVODODODODODODOOVOOVOVODODODODODODODOOOOOOOY
QOVODODODODODOOOOOODODODODOOOOC

¢ DOVOVDOVDOVDOVDOVOVOVOVDOVDOODOODOVODOVODODDODOODOOOOOD (OO
SOD....) COOOOOROY

OOOOOOOY

QOOOOY ODOVOODODODODOODODD DOVOODODODODOOOOOOOOY

1. [©000Q] 00O O[Facebook] OO0 OOOOOOOODODY OOODOOOOOOOOY
2. COVOVODOD OOVDODODODOOOOOO

OO

QOOOOOOOOOOOOOODODOOOOOOOOOOY

QOOOOOOOOV[OOOOD] OOV link= QOO DODOOOODODOD COVODODODOOOOOOY
QOOOOODOOOOOOOOOOOOD QOO DODOOOOOOY
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DOV Facebook &0

OOOOOOOOOOOC

NZORACRORUICRORURORORCROR A CAAURORUACRORURORAURORUACRORURCRORURORACRORULCRORUROM Roded IRCRORURORACRORURCROR S
QOOOOODOVDOOOODOVDOOOODOVDOOOODOVDOOOOOOODOOOOOY

[COORD] COOODOOOODODODODOODODDODOVDOVDODOVDODODODOVDOVODOOOOOOY
QOOOOODOVOVOOODOVDOODODOVDODOODOVDODOODOVOOODOODOOOOOOOOOY
QOOOOODOOOOVOODODODODOOOOOODODODOOOOOOOOY

QOOOVODOVOOOOOD COVODVODOODODOODOODODOODOOOODOODOOOOOOOOOY
QOOOOOOOOOOY

OOOODOOOOOOOOOOOOOOY

Facebook @O OOOOOOOOOOODOD # OOV OOODODODODODOOOODOOODODOOOOOQ
QOOOOODOOOOOODODODOOOOOODOVODODOOOOOODODOOOOOODODODOOOOO
QOOOOOOOOOOOOY Facebook OO OOOOOOY

OO

QCOOOOOD OOV OOOOOOO

QOOOOVD OOVVOOODODOVDOODODOODOOD OOV DOOOOOOOOOOY 25px|link= &
QOO

QOO OOY
aotodtedeioiodototodototodel Rodod IRCRReRuRoRofododcs

OO

QODOOODODOOVODODODODOOOODODODODODOODOODODODOOOOOR
OOV

SOOOOOOOOOODOD Facebook QOO

QOOOOODOVOOOOOD SMS COOVDOVOOOOOODOODY |OOOOOO DY Workspace OO
QOOOOODOOVODODODODOODOODODODOD QODODOOOOOC

QOOOOODOVOOOOODOVDOOOODOODOOOOOOOOOOOOY (Facebook &OOOR) OOV
QOOOOOD [OO] OOV DODOOOODODODODODOOVOODODODODOOVOOOOODODOD OO
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DOV Facebook &0

QOOOOODODOOOOOOOQ

QOOOOODOVOOOOODOVDOOOODOVDOOOODOVODOOOOOOOD " OVOOOOOOODOOO
SOOI OOV

OOOOOOOOOOOOOOOOOOY

QOOODOVOOOOOODOVODOOOODOODOOOODOVODOOOODOOOO[OVOOOOOOR] OO
25px|link= @ O OO O

OOOOOOOOOOOOOOOOOOOOOOOOOY

[OOODOOOODOOD] OO 30px]|link= QOO OOODOOOOOOODOOOOOOODOOOOOOOOY
QOOOOODOOOOOOOODODOOOOOOOC

OOV OOVOOOOOOOOOOOOOOOOD OOOOOOOOOY
&

[&@] 25px]|link= QOO OOOODOOOODODOOODOOOODODODODODODOODOOOOOOOOY
QOOOOOOOOOOY

OOOOOOOY

[OO] COOOOODOOODOOOOOOOOY Facebook QLD OOOOOOOOOY

OOOOOOOOOOOOOOOOOOOOOOOOOO0

QOOOOODOVOOOOODOVDOOOVDOVDODOVDOODODOVDOOOVDOVDOOOOOOOOOY
QOOOOOOO[OODODOO] O [OOOOODOD] OO OOODODOOOOY

OO

Workspace Desktop Edition &&&@ & @ (OO0 Q) & OWorkspace OO QQDOOOOOOOR
(O3 RCRRCR ORI LR OROROROROROROS

¢ Handle A Facebook Interaction (Facebook @@ 000 & Q)
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QOO Facebook &0

Blend Different Media Into A Single Conversation (1 @ O QOO OOOOODOOOOOROD)
* Main Window Basics (&&& &000000Q)

* Workspace Windows and Views (Workspace &&00000000)

¢ Basic Use-Case Summary (000000000 0d)

SOOOOO

LIRCROROROR0S
¢ DOV OODDOROOOOORR
* Workspace Desktop Edition @&

OO0 10 &0

Workspace Desktop Edition €&
SOO DOV

SO VOV

QOVOO OOV

SOOOOR

SOOOR

OO OOOOY

SOV

QOVOROOOOROY
SODOOOODOOOODOOOY

© © N o U A WN e

=
©
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QOO Twitter QOO OOO

Twitter QO OO

OO OOOOY Workspace &0 0000 Twitter & Web OO OO QOO OOOOODODOOOR
QOO

QODOOOOOOOODODODODOOOOOOOOY

° COVDOD QOVOD OOVOOOOOOOOOOY

¢ DOVOVVOVDOVODOVODD OOVDOODOD [OV] OO
° DOVOVOOVDOVDOVODOV OOV OOOOOOOY

¢ OO OOV

° DOVDOOOOVOOOOOD

¢ POV OOROD "[OV]" OOVOOOOP

Twitter SO0 COOOOOOOOO

[006000] B ©00000EPOEPOOID VOVDOIPOIIOIIOIIOGIOGIOGIOGIOOOOD
QOOOOOOOOOOR Twitter QOGO OOOOOOOOY

Twitter QOO

[OOOOOD] OOV link= QOO OOOOOOODODOOOOO

TWitter QOO OOOOOOOO

Twitter SOV OOODOVOOOOOODOVODOOOODOOOOOOODOOODOVDOVODD OOV OOOOOOO®
SOOOOOOOOOOY

¢ DPOOVOOVO— GOVOOPOOO0D000 Foo00e00e y@@@@@@ ¥~ OO

¢ GPPOOI— BBOOPPOEO00d D 600000 B 0000006 Deeeese O- OO®
QODOOODOOOOVODODODODOOVOODODODODODOODOODODODOOOOOR

QORDOOOOOVOOOOOOOOGenesys Knowledge Management Q0000 OOQQQ0O0QOOOQ
QOOOOOOD
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https://jpn.docs.genesys.com/Documentation/ES/8.5.1/KMUser/SentActContAn
https://jpn.docs.genesys.com/Documentation/ES/8.5.1/KMUser/ScrRules

QOO Twitter QOO OOO

Twitter SO OOOOOOOOOOOOOOOOOOOOOOY

QOOOOODOOOODOODODODODOOOODODODODOOVODODODOOOOOODODODOOOOO
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Snowden: U.S. ‘'not going to be able to cover this up by jailing or murdering me'

Edward Snowden, America's most-wanted whistle-blower, says the truth about the
government spying program he revealed will eventually come out, regardless of what
happens to him. “All | can say right now is the US Government is not going to be able to
cover this up by jailing or murdering me,” Snowden wrote in a live [..]
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QOO COOOOD [COOODOOOODOD] OOV DOOOD QODODOOOODODODODODOOOOOOY
QOOODODOOOOOODODODODOOOVOODODODODOVOOOOVVOOVOVODODOOOOO

[COOOODOODOOD] ODOODODOD COVODODODODODOODODODODODOOOOOODOOOOY
QOOOOVDOVOOOOODOVDOOOVDOVDOOOODOODODOVDOOOOOOVDOOOOOOODOY
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E-mail Address « | Contains

1
x

Search

QOOOOODOVOOOOOV[OOODOD] DOVDOOOODOVODOOOODOVODOOOVDOOOOOOOOOOY
QO X OOOOOOOOY

QOOOOODOVOVOOODOVDOOOODO[OOORROOOR] COOODOOOOD 1 OODOOOOOOOY
SO[OODOOOODOR] OO

QOOOOODOVOOOOODOODODOOOOOY

QOOOOODOOOOOOOVOD SOOIV DODODODOOOODOOD SOOIV OODVVODOOOOOOOC
QOOOOODOOOODODODODODOOVOOODODOOOOY

QOOOOODOVDOOOODOVODOOK COOODOOOY

OO

QOOOOOOVOROODODDOOVDODDDDOVDODDDDDOOVDODDODOVDODDDDOODODDDOOOVOOOOD
Workspace OO0 ODDDODOOOOOOOODODDOODDDDDDDODOOOPOOOOOOOOOOOOD[®
®:8.5.112.08]

OO

Genesys OOODDDOV CODDDDOVOOODOD OO OOOVOODODOOOOOOOY

OO
QOOOOODOOVOVOOY () OOOOOOOOOY
QOOOOVDOVOOOOODOVDOOOVDOODY (OVVVODY DOVOVDOVDOOD SOOOOOOOOY

Workspace Desktop Edition Help 180



QOOOOODODOOOOOOO OOV OOV

)@

OO

QOORY CORVVDOVVPROY 2 QQOVVVOD 1 COVODOOVOOOODOOOOOY
OOV OOV (IE) OOV OOY (ER) OOV OOO OOV (©©:8.5.105.12)

Contact X
Mail.dom X @
2 = 0 -~

v Mark Avram Lo = - g -

» Al Mai ‘.. - - D -

v Ravi Pache Lo = - g -

v Vanessa Wang LU S = - g -~
Page 1 | of1 1-4o0f4 10 = perpage

BODPHHOOODD GOO (MER) GHOODDDDDD BODD GO GOBPDPHHOODE
DOV OOOODD

QOOOOVDOVOOOOODOOOOOOVDOOOOOOOO

PODDDODOOOOODOOOOOOOOOD OO (P) POOOOOOOD

¢ DOOODDODDOODOOVOOOOOOOOD (4) POOOOOOOD
POOPPDDDOOPDODDDOODDDOOOODODDE (M) ¥V OOD
PODDDOOOODOOOOOOOOOOODDODDOOD (M) 00000000
QOORODOOOOOVOOOVOD[OOD QOO D OOV OOOOY

[COQ] OO

DOOOD PODDDDVOOD VYYD DDDDOODDDDDOOOD HPODDVVDOOD (IZ) HOVOOOOOD

[OOO] QOVDOODODOD OOOOODOVODOOOODOVODOOOODOVDOOOODOVDOOOOOOOY
OO

QOOOOODOVDOD OOV DVOOODOODOOOODOVDOOOODY (OOOVDOODOOOOD OO
QODOOODOOVOD) OOVODODODODOOOODODODODOOVODODODODOOOOOODOOOOY
QCOOVOOOOODODOOOOOY

Workspace Desktop Edition Help 181



QOOOOODODOOOOOOO OOV OOV

&
o [O] COOOOD [ OOOOOOOODDDOOROOOOODDOOOOOOOOORORR John Daly &0 ®
QOOOOOROROROOROY John &Y Daly @R ODOOOODOR

o [CIV[CIC[OOOD]OOOR [OV] OODOODOODOODODOOOOOOOOOOOOOY John Junipero &
QOVOOOOOOOOOOOOY Johnny &&&<® 2001, Junipero Serra Blvd 000000000000

o [OOODORODDODD] OOODOODOORROORBR' DY Johnny ®OOOODD pero OOV PORDOOOOOOOOD
QOOOOY Johnny ©&®® 2001, Junipero Serra Blvd @000 00000

QOOOOOOOOOOOOOODODOOOVOODODODODOOOOOODOOOOOVOODODODOOOOO
QOOOOODODOD (AOVODODODODODOOOOOOV)O

OO

Genesys OOODDOOY COVDDDOOOODODOOVOODDODOOOODODOODOOODDOOOODOOOOOOY
QOOOOOOVOOODODDOOVODDDDOVODDDDVOOVOODDDOOVOODDDDOOOODODOOOODOOOOOY
O 2 OOVDDOOOOOOOD

QOOOOODODOOVODODODODOOVODODODOOOOVOODVDODOOOODODODODOOOOO
QOOODOOOOOOOODODODODOVOODODODOVOOOOOOOOY OOV

Contact X
Mail.dom X @
2 = 0 -~

v Mark Avram Lo = - g -

» Al Mai ‘.. - - D -

v Ravi Pache Lo = - g -

v Vanessa Wang LU S = - g -~
Page 1 of1 1-40f4 10 ~ perpage

[COOQ] OO

BOVOD POVOOPIOPDD POVOVPOGPOOPOOPOOBPOD GOVOGOOOD (B8) OOV OOD
OO

QOO SOVODDOOOVDODDOOOOD OOV DODOOOOOD (QOODOODODOODOY OOV Y
QOOOOODR) COOVDOVD (OOVOODOD OODOVDOVODOOOVDOO OO OORODOODOOO
QOOV)OODODODODO OOV DODODOOOODODODOOOOY

&

Workspace Desktop Edition Help 182



QOOOOODODOOOOOOO OOV OOV

o [S] OOROOD [S] DODDODDODDODOODOODOOOOODOOOOOOOOY John Pa OO QOO0
QOOOOOOY John Paul @&& Doe OO0 QOODOOOOQ

° [O] O [O] OOVODODODODODODODODOOOOOOOOY John Daly 000D DODODOOOOO
John &&& Daly &0 QOO OO OO

¢ [OROODODDODR] OOODOOVOOOOROOOOROROY Johnny OO OOD 2001, Junip @OOOOOODOOOOROY
QOROOOOY Johnny & & 2001, Junipero Serra Blvd 000000000000

QOOOOOOOOOOOVO[O] OOODODODODOOOODODODODOOOOOOOC
[OOOD] OODOOOODOVOOOOOODOODODOODOOOOOOODY

Contact X
*mail.dom X Q@
2 = I -~
Last Name - First Name Phone Number E-mail Address
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Last Mame * Pavram

Phone Number
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More Actions -
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Merge Avril Mai with...

Avril x @

Last Mame ~ First Name Phone Number E-mail Address

Mai Avril 5555555 A_Mai@mail dom
Mai Avril client2@cust.dev
Mai Avril +33.3250974686

Page 1 | of1 1-30f3 10 = perpage

Description: = Customer called from two separate numbers

Reason: omer gave different contact information on second call
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Shipment arrived broken
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I just received my shipment and it arrived broken.
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