[bookmark: _GoBack]Unity Contact Center - queue Template 

Please populate this template with your desired configuration for your Unity Contact Center Queue.

Business times

	In Office Profile
	Name
	Monday
	Tuesday
	Wednesday
	Thursday
	Friday
	Saturday
	Sunday

	
	Office Hours
	09:00 – 17:00
	
	
	
	
	
	

	
	Weekend Hours
	-
	-
	-
	-
	-
	
	

	
	New Year’s Eve
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	




	Holidays
	Name
	Start Date
	End Date
	Is Single Day
	Recurs Annually
	Closed

	
	Christmas Period
	24th December
	26th December
	No
	Yes
	All day

	
	New Year’s Eve
	31st December
	-
	Yes
	Yes
	15:00 – 23:59

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	





Queue

	
	
Requirement

	
Example
	
Text

	Queue
	Identifier (If this matches a BroadWorks call center ID then Unity can combine statistics in the Personal Wallboard)
	boltsales@kakaposystems.com
	

	
	Name 
	Bolt Sales
	

	
	Language
	English (UK)
	

	
	Restrictions
	Agents can leave queue
	Yes/no

	
	
	Conversations can be transferred
	Yes/no

	
	
	Conversations can be escalated
	Yes/no

	
	
	Supervisor can block remote party
	Yes/no

	
	
	Agent can block remote party
	Yes/no

	
	
	Supervisor can take queue offline
	Yes/no

	
	Time-zone
	Dublin, Edinburgh, London
	

	
	In Office Profile
	Always Online
	

	
	
	Pre-configured In Office Profile
	

	
	Supervisor can take queue offline
	
	Yes/no





QUEUE CONFIGURATION

	
	
Prompt

	
Example 
	
Customer Required Text

	Availability & ACD State management
	ACD State Change
	When on a webchat/callback change agent ACD State to available/wrap up/unavailable – webchat (reason code xxx)
	Media Stream Type
	ACD State

	
	
	
	Web Chat
	

	
	
	
	Callback
	

	
	
	
	Email
	

	
	
	
	Twitter
	

	
	
	
	Facebook
	

	
	Simultaneous conversations
	Maximum 3 conversations to be processed by a single agent at one time.
	Media Stream Type
	Maximum Number

	
	
	
	Web Chat
	

	
	
	
	Email
	

	
	
	
	Twitter
	

	
	
	
	Facebook
	

	
	Agent availability restrictions
	Agent State
	Is available for conversations
	Agent State
	Is available for conversations

	
	
	Available
	True
	Available
	True/false

	
	
	Call
	False
	Call
	True/false

	
	
	Wrap-up
	True
	Wrap-up
	True/false

	
	
	Unavailable - Lunch
	False
	Unavailable – XXX
	True/false

	
	
	Unavailable – Web Chat
	True
	Unavailable - XXX
	True/false

	Reply repository
	Type replies that will be available to all agents in this queue
	Hi there, how can I help you today
	

	
	
	I’m glad that’s resolved, is there anything else I can help you with?
	

	
	
	Thanks for contacting us
	

	
	
	Please give me a minute while I look into that
	

	
	
	
	

	
	
	
Is this what you mean?

	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Resource repository (These resources will be available to all agents of this queue)
	Type (Description + URL or file)
	Latest Unity Features
	URL: http://www.kakaposystems.com/latest-features/

	
	

	
	
	Kakapo Resources
	
URL: http://www.kakaposystems.com/resources/

	
	

	
	
	Browse to URL guide
	See attached file – browseurlguide.docx
	
	

	
	
	
	
	
	

	
	
	
	
	

	
	
	
	
	




