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This document outlines the basics of the new Keep My Place In Queue (KMPIQ) Callback
request feature and related add-on functionality that can be configured and made available
(when purchased) for specific Unity users that have a current Unity Agent, Unity Reception/
Agent, or Unity Supervisor/Agent license running version 8.6.3+ and are associated to a Call
Center that is configured with appropriate ACD and media stream queues by their Admin.

This document has been prepared as a helpful overview to introduce the new features and
settings, and provide examples that highlight how these features behave in Unity for users.

Note: Experience working with the general setup and usage of call center functionality settings
and configuration in BroadWorks, Unity, and the Kakapo Partner Portal (including queued calls,
ACD states, hunt groups, DNIS, and disposition codes) is assumed in some areas of this
document (where administration is mentioned).

1 ABOUT KEEP MY PLACE IN QUEUE (KMPIQ)

Keep My Place in Queue (KMPIQ) is an add-on media-stream (omnichannel) feature for Unity
Agent, Supervisor, and Reception license holders that allows queued ACD calls to be kept in queue
if a request for callback is made by the caller before the remote party has released the call, and
then based on configuration either prompts the Agent to make the callback or initiates the callback
to the party when that call becomes the next call to be "answered" in the queue.

Unity will keep an internal virtual list of queued calls along with the calls where the caller has
requested a callback (referred to as a “KMPIQ Callback Request”). Every time the Agent is ready to
accept a new call center call (when they are joined to the call center, not on Do Not Disturb, their
ACD state is “Available”, and they are not already involved in a call), then Unity will check this
virtual list to determine if the next call to be processed is a currently queued call or a "KMPIQ
Callback Request" call.

> If the next call to be answered is a normal queued call (not a KMPIQ Callback Request) then it
will be passed from the call center to the Agent, where it can be answered normally.

» If the next call in queue is a KMPIQ Callback Request, then depending on the configuration for
KMPIQ that the organization implemented, Unity will either prompt the Agent to make the
outbound call to the number or will make the call automatically. Before prompting the Agent or
automatically performing the callback, Unity will also change their ACD State to “Unavailable”,
thereby ensuring that other queued calls in BroadWorks won't presented to the Agent through
the call center and they are free to return the call as the caller requested.

All Unity clients/license types communicate with each other in order to support different KMPIQ
features.

Real-time updates are sent between Unity clients as KMPIQ Callback Requests are processed by
an Agent, so that they are removed from the virtual queue in all other Unity clients. This will ensure
a KMPIQ Callback Request isn’t processed twice by different agents.

Supervisors are provided with a complete view of the KMPIQ performance in their queues just like
any other queue to which they are assigned.
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2 KMPIQ - AGENT

This functionality is available in Unity Agent, Reception, and Supervisor, assuming the logged-in
user is also an Agent for one or more call centers that offer one or more KMPIQ callback queues.

When the next call to be processed is a KMPIQ Callback Request, Unity may be configured to
show a prompt to the Agent, as illustrated below. Unity will perform a contact lookup based on the
phone number used to call the call center, which includes all BroadWorks directories, Outlook (if
configured) and any integrated CRM platforms.

Keep My Place In Queue Callback Pending

Queue: Kakapo Support
Name: Misha (Home)
Number: +4477717
Duration: 00:00:15

[ . call |

If the contact was found in an integrated CRM platform, the Agent will also be able to pop
the contact in the CRM platform, which will open as a new tab in their default browser.

Keep My Place In Queue Callback Pending

Queue: Kakapo Support

Name: Lizzy Barnes (Salesforce Contact)
Number: +447900575

Duration: 00:00:12

| & Pop CRM ||  Call |

e The prompt shows the name of the call center that the KMPIQ Callback Request is for, as well
as the caller name (if successfully found) and number.

e If the call routed through a DNIS that will also be shown with the call center name.

e The duration shows the time since the callback was requested.
For example if a caller calls into a queue and waits for five minutes before requesting a callback,
then the duration shown in the prompt will not include that first five minutes.

e The KMPIQ callback prompt will display on top of all windows and applications, so although
applications (including Unity) can be activated and used, the prompt will continue to be shown
until the KMPIQ Callback has been made, either by this Agent or another Agent, or if the Agent
is no longer available to process call center calls either through ACD state, joined state, or hook-
state.

e If multiple agents are prompted to perform the same KMPIQ callback, the first Agent to click the
Call button will be assigned the callback [and make the outbound call] and it will be removed
from the virtual queue for other agents, including closing the prompt. Those Unity clients will
then look for the next call to be processed, which may be a KMPIQ Call-back Request or a
normal queued call.

e Unity may also be configured to change the ACD state of the Agent to “Unavailable” to ensure
queued call center calls aren’t routed to the Agent. This is defined in Unity Settings (as outlined
in future sections below), and is strongly recommended as it ensures queued calls won’t be
presented to the Agent while they are currently processing a KMPIQ Call-back.

e Unity will check for the next call in the virtual queue even when the ACD state is set to this ACD
state, if the next call to be processed is a normal queued call Unity will automatically change the
ACD state to “Available” so that the call can be routed to the Agent by the call center.

e Once the user presses the Call button in the pop-up dialog, KMPIQ Call-back Request will be
assigned to that Agent and Unity will perform the callback. It will then be removed from the
virtual queue for all other Unity clients.

e |f Unity is configured not to show the prompt this will occur immediately rather than the prompt
being displayed.
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When the callback has been assigned to an Agent it will appear in the Activity list, as shown here:

Activity From To Duration Status
L ocal Lizzy Bames (Salesforce Contact) Kakapo Support 01:36 KMPIQ Callback Request - Assigned to Chris Tutt |

The KMPIQ call displays in the activity view very much as an inbound call would, where the “From”
party is the caller who called into the call center, and the “To” party is the call center.

e If the call was received through a DNIS that isn’t the primary DNIS for the call center then this
will also be shown in the “To” column.

e The duration is the amount of time that has passed since the caller requested a call-back (by
escaping) while in the call center queue.

e When the call-back is in progress the display updates to show the call as an outbound call and
the status will also be updated to show the call-back is in progress including the state of the call.

Please note that the call status information will immediately update when it is first reserved by an
Agent, whether that is after the prompt for the call has been accepted, or automatically when the
Agent is available (depending on the configured behavior in Unity Settings).

Activity From To Duration Status

call Kakapo Support Lizzy Bames (Salesforce Contact) 00:37 (00:00) KMPIQ Callback in progress - Ringing

The duration column initially displays the duration since the original call was escaped from the call
center queue, and then once the callback call is active that column will also display the duration of
the current callback call until completion.

Adiivity From To Duralion Status.
Q@ cal Kakapo Support Lizzy Bames (Salesforce Contact) 01:03 (00:18) KMPIQ Callback in progress - Active - Not recording

Once the call is active, it can be controlled the same way as any other call in Unity, including
assigning a disposition or account code, or for performing call control actions (like hold, retrieve, and
transfer (blind or announced).

If the initial queued call was made to a DNIS that supports outbound dialing, then when the KMPIQ
Call-back call is made, Unity will first configure BroadWorks so that the call is made from the
outbound DNIS rather than the agent’s CLI. And, in this case it is an ACD call in BroadWorks, which
means additional features are supported such as escalation to supervisors and disposition codes.

Acivity From To Duration Status

oI _______ |o1:33(00:45) KNPIQ Callback in progress - Active - Not recording

Copy number

M Instant message

Escalate to first supervisor

Instant conference/emergency escalate to first supervisor

[ supenisors > Aliza Hassan »

Assign disposition code v Amanda Dawsan >\ ICa\I/esca\ate |
eme

Benedict Hutton Instant cor

Reset column widths

Show gridlines

1 Transfer call to extension

5 Instont message

»
»
»
»
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If an outbound DNIS is not used to make the call-back then escalation is not available, however the
call can still be blind transferred to a Supervisor. The example below shows a KMPIQ call-back that
does not use an outbound DNIS. If configured in this way, Unity will show that the call is being
made from the Agent rather than from the call center.

To Duration Status
Larry Redman (0015) 01-09 (00-20) KMPIQ Callback in progress -Active - Not recording
Copy number

Chris Tutt

B Instant message

[ Supenisors » [ AmandaDawson [ Transfer callto extension
Reset column widths Steve Tutt ' |m  Instant message
Show gridlines

Please note that if the KMPIQ Call-back Request needs to be made through an outbound DNIS, then
there may be a short delay to perform the callback. This is because Unity must make a request to
BroadWorks to use the outbound DNIS for this Agent and wait for the response.

e Unity won’t dial the remote party until a successful response is received from BroadWorks.

e As soon as the call-back is alerting (ringing) the Agent, Unity will clear the outbound DNIS for the
Agent - and if a previous outbound DNIS was in use this will also be cleared.

e When the outbound call is released by the Agent, it may be automatically closed, if configured in
Unity settings.

e When a KMPIQ call-back is closed it is removed from the display of the assigned Agent and any
supervisors that have been configured to include assigned KMPIQ Call-backs (see section 3).

The remote party can be re-dialed (for example through the Call Logs tab), however calls initiated
outside the KMPIQ will not be recorded as part of the KMPIQ Call-back - including any disposition
codes that are assigned.

Regardless of whether the auto-close setting is configured to be active, Unity will not close the
KMPIQ call-back request if the outbound call was not answered. The assumption is that the Agent
will attempt to contact the customer again. That said, an assigned KMPIQ Call-back can be
always be manually closed.

Activity From To Durabon Status

B Sendmobilemessage ¢

Reset column widths

[B] showsritines

If Unity is forcing disposition codes to be assigned to call center calls, then one must be assigned
when closing the KMPIQ Call-back, if a code has not already been assigned.

. Call number
Capy number

X Close
]

Reset.

[B] shomgritines

Hew Custarmer Enquiry
Sales Call

If a KMPIQ Call-back has not been closed, then a call-back can be manually initiated either by
double-clicking on the entry in the Current Calls view list, or by right-clicking and selecting the Call
Number option.

If a CRM contact was matched to the KMPIQ Call-back, then additional options related to CRM
integrations are available when right-clicking the KMPIQ Call-back request.

GoMomentum.com/support 5 888.538.3960
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Rlca Lze aniact __ rgrzrpwe—
Copy number

X Close
Show CAM centect

£ Add CRM call g emry

B Sendmobilemessage b

The user can open the record for the CRM contact in a new tab in the default browser, or add a call
log entry which will be logged against that CRM contact.

. alw  Q seach

231 Sales  Home Opportuniis n  leads ~  Tasks ~  Fies o Notes v Accounts »  Contacts v Campaigns . Dashboards s Repoms w  Chatter  Groups ~  Calendar s People

Task.
E KMPIQ Call-Back Request

Details Related

~ Task Information

Suymct
KMPIQ Call-Back Request

Due Date
207092021

Reloted To

Add activitylog entry x

Keep My Fiace In Queus call-zack request o Kavapo Suppen ABC Company

Requestfor new brachurs, sent iz smail ::

A Cisss log smiry sty

2

omments
Keep My Place In Queue call-back request to Kakapo Suppert

‘ Request for new brouchure, sent via email,

~ Additional Information

I ShowCRM Contact | X Ganesl oK

Prionty
Hormal
Status
Completed

If Unity is configured to force agents to assign a disposition code to a call center call, this will also
apply to KMPIQ Call-back Requests. In this case when the KMPIQ call-back ends and Unity is
configured to auto-close, then the Agent will be prompted to assign a disposition code.

ssign Disposrion Code - B:02 remaining x

Coge |Compiaint <]

oK

Please note this only applies if the call-back was answered by the remote party and if Unity is
configured to automatically close KMPIQ call-backs. Otherwise the disposition code must be
assigned by the agent when closing the callback call.

status

scavy o e Duiten
I laena Giome) (447771720311 08 Gt e aspo s 221220

Copy number

*  Close » Brachure Request
@ » Complaint
Information Request
= = |
[¥] show grisiines 9 CoN
MNew Custorer Enquiry
Sales Call

Whenever a KMPIQ call-back is released, Unity will perform any configured post-call actions and
check the virtual queue for the next call - performing as usual/normal for the call queues'
configurations.

Unity will check the virtual queue when these events occur:

The Agent joins a call center

The Agent's ACD state is changed

A call is released by the Agent

Do Not Disturb is deactivated by/for the Agent
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21  KMPIQ AGENT CONFIGURATION/SETTINGS

The default KMPIQ Callback request settings for Agents are shown here:

@ Services & Settings X

Services Sottngs
[ & Incomng Cats
Anonymous Call Rejaction
Call Forward Alays
Call Forward Busy
Cal Forward No Answer
= Ter
-

oo’ State

>

' Configure CONAct center agent settngs such as ACD state

Gk Conversations

- Statistics [C] Automatically answer contact cantsr cals when Tm avakbia
Courms 4 inchude contact canter cals n my Gl bgs
N
) c,mu 2,0,,,, ] Dsplay queved contact canter cals
Avatable: In Office rcksde cal priorty
Avalable: Out Of Office
Busy [ Dsplay previous radractons and ovarfiows
Unavakibke
Do Not Disturh When listing supervisors
Persond Assetant @ Incode al supervisors n the contact center
£xtemnal Gling Una 1D Delvery
Intesnal Caling Live 10 Delvery () Inchude only those supervsors that are aurently supervsng me
Simukanaous Rni
= Outgoing Cals . When processing Keep My Place In Queue calls
lcal!oo‘u\e ID Debvery Blockng L] promgt me to perform the cab-back first
= Gl Contr
Broadworks Anywhere 4 Automaticaly dose the cal-back once the Gl & complete
Call Transfer -
Ol Pk Ratrieve [[] shaw my assgned cab-backs when not joned to the queue
Cal Recording
Gl Waring
Aexible Seating Guest
Hotelng Guest
Remote Office
Shared Cal Appearance v

¥ Canced oK

Note: These settings are available to pre-define in User Templates as well if the customer uses those.

2.1.1 Automatic Callback on Assignment

If the Prompt me to perform the callback first setting is activated, then when the next call to be
answered is a KMPIQ Callback request, Unity will change the ACD state to Unavailable and show
a prompt to the user, as shown below. This window will be shown on top of all windows and
applications, so although other applications (and Unity) can be used, the prompt will always be
available to the Agent.

Keap by Place In Cueue Callbeck Perding FEeep My Flace In Queue Collbeck Perding
Gwews: Kakapo Suppoal Oweus: Kokapo Supgoal
Hame: Misha (Home} Hame: Lizzy Barmes | Salesforos Comtact)
Humbsar; +4477 71720141 Rumbsar, +447TR005T5685
Durahom: (D F4 [urastica: 00k
Lcal | @roporw | 1, cal |
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The prompt is just an offer to initiate call-back. The call-back is not assigned to the Agent until they
click the Call button.

If another Agent is being prompted to perform the same call-back and they are first to click Call, then
this agent’s Unity will look for the next call in the virtual queue and either show a new prompt for the
next KMPIQ Call-back, or set the ACD state to Available so the next queued call center call can be
routed to them.

If this setting is not checked then Unity will still change the ACD state, but rather than prompting the
Agent the KMPIQ call-back will automatically be assigned and the call-back will be initiated
immediately.

2.1.2 Automatic Closure of KMPIQ Callbacks

If the “Automatically close the call-back once the call is complete” setting is checked then once the
call has been released Unity will close the callback request and it will be removed from the agent’s
activity list, as well as the lists of any Supervisor clients showing the call-back. Once a KMPIQ call-
back has been closed no additional disposition codes can be assigned.

Please Note: If the outbound call is not answered, then Unity will not automatically close the KMPIQ
call-back, as it is assumed the organization will want their agents to try to perform the call-back at a
later time.

If the outbound call was transferred to another party (either using blind or announced transfer) then it
is assumed that the call-back is complete so it will be closed, even if Unity is not configured to
automatically close KMPIQ callbacks. The assumption is that if the call-back has been answered and
transferred then it is no longer current/active.

2.1.3 Show Assigned Callbacks when not joined to the call center

Unity can be configured so that any open/assigned KMPIQ call-backs can be managed even when
the Agent is not joined to the call center. Any call-backs will still be made through the outbound DNIS
(if applicable) but the Agent will not receive any new KMPIQ call-backs or queued calls for that call
center. This is a useful tool to ensure an Agent can close all KMPIQ call-backs at the end of their
shift without being alerted of any new calls.

KMPIQ Call-back Requests are stored in the Unity cloud, meaning if an Agent is unable to close a
call-back when their shift ends, they will be able to continue processing the call-backs in queue in
their next Unity session.
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2.1.4 KMPIQ ACD States

As previously mentioned, when Unity is prompting the agent to perform a KMPIQ call-back or
automatically makes the outbound call, it's important that their ACD state is set to Unavailable,
thereby ensuring that no queued calls are routed to the agent. This is configured as shown below

D Service: & Setting: *
Services | Settings

= incoming Cals ~ [ Confiuire conact center agent sextings uch 38 ACD state.
Anonyrmous Cal Rejection
Call Forvard Abways
Cal Ferward Busy
Call Forward No Answer

General Caks  Conversations

[ Prevent me from manually changing my ACD state when on a contact center Gl

Post Gl ACD stata

J Comm POt Express bt b
Avalsble: In Ofice [ Eerce me ko assign a depastion code
Avabble; Out Of Offce —
Susy L
Uravalsbie

Then automaticaly change rmy ACD state to Avaiable
Do Mot Disturs
Persunal Asserant
Extamdl Cabng Lne D Debvery ACD state when promoting or processing Keep My Place In Queue Gl
Tntemal Calng Line ID Debvery Unavadable - KMPIQ Caboack !
Smutanaous Rng
= Gutgong Cak
Caling Line 1D Dedvery Blocking
& Cal Contral
Brozdvoris Anywhere

Cal Racordng
al Wating
Faxdble Seatng Guest
Hatelng Guest
Remate Office
Shared € Apgearance v

X Cancel oK

e Only Unavailable ACD states can be selected from the above drop-down.

e Unity will automatically change the agent’s ACD state to that set when prompting the agent or
automatically making the KMPIQ callback.

e |tis strongly recommended that a separate Unavailable Reason Code is created for this specific
purpose.

e Unity will continue to prompt the agent to perform the callback while their ACD state is Available
or the ACD state selected here, effectively meaning this ACD state will be similar in use to the
“Available” ACD state.

e |f the agent is in this ACD state and the next call is a queued call then Unity will change the
ACD state to “Available” in order for the next queued call to be routed. Therefore if this ACD
state is also used for another purpose (for example “Unavailable — Lunch”) the agent will be
prompted to perform a callback [or a queued call will be routed] when they shouldn’t be.

e The agent’'s ACD state will not be changed while the callback is in progress, but once released
the normal post-call ACD state will be used.

e |[f the post-call ACD state is set to “Wrap-Up”, a Wrap-Up timer may be used to automatically
change the agent’s ACD state to Available, as is the case with inbound call center calls.

D Services & Sexings x D Services & Settings: b3
Serves Settings | Sarces Sattngs
= hcomng Cals ~ | [Canfigura contack canter agent settngs sach a5 ACD state. & Incoming Cals | [Eanfure contact cener agent stttngs such a5 ALD ate.
Anorimous Cal Regecton Ananyrnous Cal Rejection
Call Forward Always Cal Forward Alwars
Cal Forward Busy Call Forward Busy
Call Forward No Answer Call Forward No Answer
Contact Center ﬁeﬂmEIcomm I-Chmtact Cankar Generdl |cak  Conversations
Agas & Agas
= ...... [ Pravent ma from manually changing my ACD state whan on 3 contact center Gl i When deplayeg ACD state
el Post call ACD stte Colmng Show duration -
Repartng 1 Repurting
. Comm Pit Express virap-Up ~ & Coerers Pioe Express Startup & deskto unlocked ACD state
#wakabla: In Office T1 Force me to assgn & depostion code. Avalsble: In Office Mot Set ~
Avatable: Out Of Office . = #valable: Out OF Office
Busy 20 ’ Busy Dasktop locked ACD stata
Unavadabie Then automaticaly change my ACD stata to Avalable Unavaiable Hot Set -
Do ot Diturb Do Not Dsturh I — =]
Persansl Assetant Parsonal Assstant 0-up s
A stata whan prompting or processng Keep My Place In Quaue Gl
Extermal Caling Lne 10 Delvery “ Extemal Caling Line D Delvary ||z |
Intemal Caling Lne I Delvery Unavaiabla - KHPIG Cabtack. s Intemal Caling Live ID Debvery
Smuttaneous fing Semukaneous Ring [ iy shaww the cument ACD state button
= Dutgaing Gk & Dutgong Cals
Caling Ling ID Ditvary Blocking Caling Line 1D Debvery Blockng [ Activate sgr-ouit ACD state when Unity & dosing.
= Call Control = Call Control
Broadworks Anywhere Eroadworks Anywhere
Cal Transer @l Transfar
Call Pirke Retriee 3l Park Ratriave
Cal Recordng Gl Reconding
Cal Watng al Wating
Flexhle Seatng Guest Flaxibie Seating Guest
Hotalng Guast Hoteing Guest
Ramote Offica Rernote Office
Shared Call Appsarnce > ‘Shared Cal Appearance -
* Cancal oK * Cancel oK
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BroadWorks/call logger reports will provide information on the total duration that the agent spent in
this ACD state, which can be combined with the number of KMPIQ call-backs made to indicate agent
efficiency.

2.1.5 Forced Disposition Codes

The KMPIQ feature works seamlessly with the feature to force the agent to enter a disposition code
for all call center calls. If forced disposition codes are enabled and KMPIQ call-backs are configured
to be automatically closed [or are transferred] then Unity will prompt the agent to enter a disposition
code when the call ends, similar to when releasing an inbound call center call.

Assign Disposition Code - 00:02 remaining X
Code N
Brochure Request
Complaint
Information Reguest

Marketing Call
Mew Customer Enquiry
Sales Call

e |f KMPIQ call-backs are not automatically closed then when manually closing the KMPIQ call-
back, Unity will force the agent to assign a disposition code if one hasn’t already been assigned.

Copy number

X Close » Brachure Request

= B Complaint
fest Marketing Call ‘
[#] show gridines s
Mew Customer Enduiry
Sales Cail

e When assigning a disposition code to an active call-back it will also be recorded in BroadWorks.

e |f the call-back is no longer in place when a disposition code is assigned then it will be recorded
in Broadworks if the KMPIQ call-back was the last ACD call for the agent.

e In all cases it will be assigned to the KMPIQ call-back in the Unity cloud.

Please Note: If multiple callbacks are performed for the same KMPIQ Call-back Request and
disposition codes are assigned during each call, they will be assigned to different calls in BroadWorks
and any call logging platforms being used. This is because they are separate calls in BroadWorks.
However they will be recorded against the same KMPIQ Call-back Request in Unity and will be shown
for the same call in the KMPIQ reports (as outlined below), this is the case even if the KMPIQ Call-
back Request was processed over several Unity sessions or days.

If the call-back was not made through an

. . " . | @ Services & Settings w
outbound DNIS then if a disposition code is | s smn
assigned it will not be recorded in [[Fremme A
BroadWorks, because the call is not treated || | Siioes s
. . 1 all Forward Mo Answer
as an ACD call. However it will be [ || o contact comar Genea Cab | Converstomn
associated to the KMPIQ Call-back LE= [ Prevn e o st chingng ey ACD Sate wh 4 3 ontac cent b
Request in Unity and will be shown in the Rapatng e Frs
B Corm Piot Eapress [virap-vp ]~
KMPIQ reports. it g [ Farce e to assgn & depeskion code
ww for saconds
When forcing the agent to assign a i 2 Then sutamatualy chings my ACD dtate to At
disposition code, the post-call ACD state %cﬁnz:ﬂm e e L
: . " 3L 0 Dabary E v
will only be set once the disposition code | gyimknecus g
prompt has been closed [either because L clam B
the agent has assigned a code or the alert Gttt
H . . y 3l Park Ratrieve
duration has elapsed] and Unity isn’t lacoing
configured to change the ACD state to ot o
. Femate Office
Available. || Shavet o Appsarance v
. Cancal oK
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3 KMPIQ - Supervisor

Like agents, Supervisors must have the appropriate license and their agent settings
configured to work with KMPIQ.

Unlike agents, Supervisors are also able to see any unassigned KMPIQ call-backs, as well as
those currently open and assigned to an agent

Actty From o Duraton status
. cal Lany Redman (0015) Kakapo Suppert 0226 KIUPID Callback Reques - Assigned o Charles Bemy

call Lizzy Barmes (Salestorce Comtact) (+447900575695) Kakapo Support o118 KMPIO Caliback Request - Dueusd at position 1 - highest prioity
call Amanda Dawson (0006) Kakapo Support 0022 Cueued al position 2 - highest griarity

In the example above, Unity shows three calls:

e The first on the list is a KMPIQ Call-back Request that has been assigned to an agent. The
Supervisor can see the duration since the callback was requested by the caller.

e The second call is an unassigned KMPIQ call-back request, the Supervisor can see that this is
the next call to be processed.

e The third call is a queued call to the call center where the remote party is waiting on the phone.
Unity shows this call as queued at position two, even though it's actually queued at position one
in BroadWorks. Queue position is calculated by Unity based on call priority and entry time into
the queue, or the time that the call was promoted by a Supervisor (see below).

As KMPIQ callbacks are assigned to agents they will no longer be considered queued, and the queue
position will be updated for any unassigned KMPIQ call-backs and any normal queuing calls.

The Supervisor can also see when an assigned KMPIQ call-back is in progress. Here's an example:

Activity From To Duration Status.
 cal Kakapo Support Larry Redman (0015) 00:16 I KMPIQ Callback Request -Assigned to Charles Berry (Callback in progress)

The Supervisor can promote queued calls before they are escaped, and the same applies for KMPIQ
Call-back Requests. If an agent is being prompted to perform a KMPIQ call-back and the Supervisor
promotes a different KMPIQ call-back to them, then the agent's KMPIQ prompt will immediately be
updated with the newly promoted call-back because it was given priority by the Supervisor.

Activity From Teo Duration Staws
call Lany Redman (0015) Kakapo Support 01:08 KMPIQ Callback Request - Quzusd at pasition 1 - highest priorty

Call Charles Bemy (0010) Kakapo Support 00:41 KMPIC Callback Request - Qusued at pasition 2 - highest priornity
Copy mumber
Show CRM contact.
Reset column widths
Show gridiines

To Duration Status

Kakapo Suppant 0245 KMPIQ Callback Request - Qususd a pasilion 2 - highest
Kakapo Supgort 02:21 KNPIO Callback R t- Oueued ition 3 - highest
Kakapo Support

KMPIQ Call-back Requests cannot be closed by a Supervisor or transferred to an
agent. This feature works on a first-in/first-out queuing policy that cannot be overridden.

GoMomentum.com/support 11 888.538.3960
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3.1

KMPIQ Supervisor Configuration

QUICK REFERENCE

The settings that determine whether KMPIQ Call-back Requests are shown in the Activity list.

If configured to display, then Supervisor functionality such as call promotion and visibility of

active call-backs is available by default.

) Services & Settings
Sendces  Settings

it

B Incosming Calls

Anpryrnous Call Rejection
Call Forward Alvays

Call Faraard Busy

Call Forward Mo Answer
Contact Cenber

E- Agent

ﬁlw Heomianng

= StatEs
Columns
Threshodd Alerts
Reparmng
Abandoned Calls
Comen Pilot Expiress
Byalable: In Office
Bvalable: Out Of Office
Buigy
Unrdaiable
Do Mot Disturh
Personsl Assstant
Extemnal Caling Line 1D Delvery
Intemal Caling Line ID Debvery
Smutaneous Ring

- Qutgoing Cals

Caling Lne D Delbvary Blockng

=+ Call Control

Broadworks Amywhers
Call Transfer

Call Park Refriews

Call Facoiging

Call Waking

Configure contact center supervisar settngs. Indiidual alerts can aiso be set when overal
guewe threshokds are resched. The Cient Cal Control service must be assigned to the

COntact Center in order to show queved calis.

General [Cak | Conversations
A Automaticaly add al agents to my supervised agent st
[ Dispby queued contact center calks
1 Include call prorty
[ Inclde Keep My Plsce In Quese cal
A Indude answered Keep My Place In Queve ks

] Disoly presious redirections and overflows
Only mclude my supervised agents in the staffed ratio
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4 KMPIQ and Personal Wallboards

QUICK REFERENCE

All Unity clients can offer KMPIQ statistics in the Personal Wallboard that are updated in real-time.
These statistics are available for personal metrics, overall call center metrics, or through the
Agent Activity tab in Unity Supervisor. As is the case with all statistics that can be displayed in
Unity, threshold values can be defined to easily indicate key performance milestones or alerts.

Wy Statistics Overall Queve Statistics &
Name Total Calls KMPIQ Assigned Call-  KMPIQ Closed Call-  KMPIQ Average Call- Total Calls Total Queued KMPIQ Unassigned  KMPIQ Assigned Call-  KMPIQ Closed Call-  KMPIQ Average Call-
backs backs back Duration Call-backs backs backs back Duration
@ Kakapo Sales 0 0 0 00:00:00 0 - 0 0 0 00:00:00
@ Kakapo Support 2 1 kS 00:00:16 7 1 1 1 7 00.08:26
2 1 3 00:00:16 7 3 1 1 7 00:09:26
Contacts  Activity Logs  Voicemail Abandoned Calls AgentActivity My status: avallable in office
Name | Kakapo Support v| @ queues O Agents o0 c
Name Status: ACD State Total Calls KMPIQ Assigned Call-backs KMPIQ Closed Call-backs KMPIQ Average Call-back Duration
© Amanda Dawson Sign-Out 0 0 0 00:00:00
%4 Chris Tutt Wrap-Up 2 1 3 00:00:16
Charles Berry Sign-Out 1 0 S 00:18:37
Summary 3 1 7 09:26

Please Note:

The “Abandoned Calls” statistic in the Personal Wallboard will be incremented as queued calls
are escaped (the caller hangs up to exit the queue rather than taking advantage of KMPIQ).
This is because BroadWorks treats these calls as abandoned calls, and that behavior is outside

the control of Unity.

5 KMPIQ Reporting

The following KMPIQ reports are available in Unity Supervisor only. They can be generated through
the Report window and can be exported as PDF or CSV file. Note: Reports section visibility is
generally disabled by default. Discuss whether this access would be useful with your Service Provider

Account Manager.

5.1

KMPIQ — Performance — Agent

This report shows all KMPIQ Call-back Requests for one or more selected agents.
The Wait Duration column shows the amount of time between the the time the KMPIQ call-back was
requested and the time that the first callback was placed.

Wait Closed

Queus Caller Name Caller Number Escaped Date Time Duration Duration Disposition Codes
Charles Berry

kb 10 e Kakapo Support Lizy Bames (Salesforce Contact) | +447900575 1010/2021 11:51:05 00:23:42 00:24:06  Marketing Call

contact in CRM (+447800575)
Kakapo Support Larry Redman (0015) 0015 10/10/2021 11:50:15 00:25:07 00:25:20 Marketing Call
Kakapo Support Charles Berry (0010) 0010 10/10/2021 11:50:40 00:25:35 00:25:43 Complaint
Kakapo Support Larry Redman 0015 10/10/2021 12:16:35 00:00:08 00:00:26 Marketing Call
Charles Berry: 4 Call-backs 00:18:38 00:18:53
Chris Tutt
Kakapo Support Larry Redman 0015 10/10/2021 07:38:53 00:00:38 00:05:17 Marketing Call
Kakapo Support Larry Redman 0015 10/10/2021 07:43:56 00:00:08 00:08:00
Kakapo Support Larry Redman 0015 10/10/2021 11:19:27 00:00:08 00:13:54 Marketing Call
Kakapo Support Larry Redman (0015) 0015 10/10/2021 12:35:03 00:00:12 00:33:01 Marketing Call .

Multiple disposition
Brochure Request codes assigned
Information Request

Chris Tutt: 4 Call-backs 00:00:18 00:15:18
Steve Tutt
Kakapo Support Larry Redman 0015 08/10/2021 12:10:46 00:00:12 01:05:02 Marketing Call
Steve Tutt: 1 Call-backs 00:00:12 01:05:02

GoMomentum.com/support
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5.2 KMPIQ — Performance — Queue

The KMPIQ - Performance - Queue report is grouped by the call center(s) selected.
Each record includes the Agent that performed the KMPIQ call-back, times, and codes

where applied.

QUICK

REFERENCE

Wait Closed
Agent Name Caller Name Caller Number Escaped Date Time Duration Duration Disposition Codes
Kakapo Support
Chris Tutt Larry Redman 0015 10/10/2021 07:36:53 00:00:38 00:05:17 Marketing Call
Chris Tutt Larry Redman 0015 10/10/2021 07:43:56 00:00:08 00:09:00
Chris Tutt Larry Redman 0015 10/10/2021 11:19:27 00:00:06 00:13:54 Marketing Call
Charles Berry Lizzy Barnes (Salesforce Contact) +447900575 10/10/2021 11:51:05 00:23:42 00:24:06  Marketing Call
(+447900575)
Charles Berry Larry Redman (0015) 0015 10/10/2021 11:50:15 00:25:07 00:25:20 Marketing Call
Charles Berry Charles Berry (0010) 0010 10/10/2021 11:50:40 00:25:35 00:25:43 Complaint
Charles Berry Larry Redman 0015 10/10/2021 12:16:35 00:00:08 00:00:26 Marketing Call
Chris Tutt Larry Redman (0015) 0015 10/10/2021 12:35:03 00:00:12 00:33:01 Marketing Call
Brochure Request
Information Request
Kakapo Support: 8 Call-backs 00:09:27 00:17:05
Total: 8 Call-backs 00:09:27 00:17:05
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