: Noetica
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User Management

o Noetica Synthesys Management

Welcome brigitte logaut
Users Search... [
Username Title First Name Surname Home Team Rale Is Active Passwaord Expiry Date
blend0ot  mr blend test Blend Agent True Passward never expires
blendoz  mr blend t Blend Agent False Password never expires
blend03  mr blend t Blend Agent True Passward never expires
blendod  mr blend blendod blend_02 Agent True Passward never expires
Bob Mr Bob Buiilder BookingLine Agent True Passward never expires
brig Ms Brig Reimer BR Aug2014 Account Manager True Passward never expires
brigitte Ms Brigitte Reimer Brigitte Administrator  True Passward never expires -
BrigitteR Miss Brigitte Reimer Global Account Manager True Password never expires
brtest1 Mr BRTest1 Br-NewUserl StandBy Account Manager True Passwaord never expires
4 4 |Page (!
User Details | Personal Details i [ skins |
User Details rd
Title Ms

First Name Brigitte
Surname Reimer
Role Administrator

Home Team  Erigitee

Team Leader Fred
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INTRODUCTION

Depending on the permissions assigned to a user, individuals with access to the
User Management page will be able to:

e View details of existing users

e Add new users

e Assign permissions to individual users

e Assign specific skills and attributes to users

e Modify details and permissions of existing users

New user skills and attributes are initially added to the CS_USERS table via the
Entity/ CRM control. They are then assigned to the individual users in Synthesys
Management, using the Skills tab of the User/ User Details dialogs.

Using Active Directory integration, users will be created and managed directly
through Active Directory, rather than via Synthesys User Management. Please
see the section on Active Directory for more information.

Synthesys.Net User Management 3
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STARTING SYNTHESYS USER MANAGEMENT

In the Synthesys Management main page:

e Click the User Management tab at the top of the screen.

e The Users page will be displayed, showing the first ten Synthesys users in
alphabetical order.

User Management tab, to open the Users pages
Users section, listing users set up in Synthesys Search option

Username  Title first name | surname | |Home Team

......
blend t Biend
blend t Biend
biena 02

Bookingline
BR Aug2014
Brigiza

nnnnn

W 4[page[7  Jorai]» m

'd

User Petails section with Personnel Details, Permissions & Skills tabs

Add User button, for entering new user details

Please see the following pages for a description of the options available in the User
Management page.
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Viewing User Details

In the Synthesys Management main page:

Click the User Management tab at the top of the screen, to display the Users
page, initially showing the first ten Synthesys users in alphabetical order.

To display further users on subsequent pages, enter a specific page number,
or use the arrow buttons ®/4/7s=2__Jet7 21 15 move to the next page.

o Noetica Synthesys Management

Select a specific user in the Users section, to display additional details in the
User Details section, including user name, the Role, Primary Team and
current user state.

Click the Personnel Details tab, to view further information associated with
the user.

Click the Permissions tab, to view the access permissions assigned to the
user.

Click the Skills tab, to view skills and attributes assigned to the user.

User Dzals | Fersona Deta \S‘Pevmmns |5k\”5‘ sk s 3 e A E
ek 0 sl
Personal Information
o
et
ieas
Address .ine | Suites 43-47 ande T e
18 s xn |
‘ddress _ine 2 The Hop Exchange i Gl xn H
i o o "
ddress e 3 24 Southwar Strezt Eulte %
i e i e
Address e 4 London il oy iy e
g s e e
Address e 5 SE1TY : it oy i "
i fpined E r
Teleannz +44 (0) 85 0181070 R
ki v g e
Wil ";1 i e s
e w By
habl oo o
S i L e = sl n et
Emal officemarager@noetica.com
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Locating individual Users

e
mes

Noetica

To quickly look up details for a user or users assigned to a specific role, use the

Search option in the User Management screen.

e On the top right of the Users page, click Search.

WelcomNrigitte

Users Search... [
Username it First Name  Surname Rol Is Active  Password Expiry Date
lan mr lan mithy True
Al mr Alfred Smith True
mi s Ami Testy True
aaaaa s Ami Group ager True
s Ana Smith er True
nat Anat Anat PGtest
a2 s Anaz Test
AndrewM  Mr Andrew Middletc
ne s Anne Fisher
| W «|page[s  Jof31|» M| |7
User ersonal Details | Permissions | Skills |
User d
Title me
First Name alan
Surname smithy
Role A
Home Team 11z

This will open the Search dialog.

e Enter your search criteria, as required, into the relevant field(s).

¢ Click the Search button, to display the relevant information.

Welcome brigitte

Hide Search

Users
Search
Usemame  brigitte Home Team | -
Title Role | -
First Name Is Active () True () False @) Not Specified
Surname Password Expiry Date Not Specified
User Locked () True (©) False @ Not Specified 28/11
Password never expires
1| showan L
Username Title First Name Surname Home Team Role Is Active Password Expiry Date
brigitte Ms Brigitte Reimer Brigitte Administrator  True. Password never expires
| 4 «|Page[t  Joft|b M|
User Details | Personal Details | Permissions | skills |
User Details &
Title Ms

First Name Brigitte
Sumame Reimer
Rele Admini

Home Team  Eric,

Team Leader Fred

e To edit user details, click the pencil icon g on the right.

e To show the list of all users again, click the Show All button.

Synthesys.Net User Management
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Modifying User Details
To edit information for existing users:

e Click User Management in the Synthesys Management main page.
¢ Inthe Users page click on Search in the top right of the Users page

e Click your right mouse button on the user and select Edit User... from the list.

Users tiide Searc
Search
Username  joe Home Teom |
Title [ YO e ———————
First Name IsActive O True () False @ Not Specified
Surname Password Expiry Date (¥ Not Specified
User Locked () True () False (®) Not Specified
Password never expires
[ search | [ shawan ]

Home Team  Role Is Active  Password Expiry Date

BRAug2014  Agent True Password never expires

1 4|page[t _Jof1|» »l

I 4

¢ Inthe User Details dialog now displayed, make any changes to the existing
details, as required.

e To change existing permissions, click the Permissions button.

e To change existing skills, click the Skills tab.

User Details i

User Details | Permissions | Skills |

User Information
Title mr Address Line 1 Suites 45-47
First Name Joe Address Line 2 The Hop Exchange
Surname Bloggs Address Line 3 24 Southwark Street
Username Joe Address Line 4 London
Role [ Agent + | Address Line 5 sg1 17y
Home Team | BR Aug2014 x| Telephone +44 (0) 845 0181070
Team Leader Brigitte Reimer Mobile
User is Active @ True Date of Birth 1p/10/1984
) False
Email officemanager@noetica.com
Home Team Manager: Brigitte Reimer

oK | [ cancel |

Click OK to save the information, or Cancel to cancel the action without saving the
changes.

Using Active Directory integration, a user’s details will be modified directly through
Active Directory, rather than via Synthesys User Management. Please see the section
on Active Directory Integration for more information.

L4
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Alternatively, edit details by selecting the user in the Users screen

e Click the pencil icon & to open the Edit mode.

e Exit the Edit mode by clicking on the pencil icon again, before selecting
another tab.

= Nostica Synthesys Management

Resetting an existing Password
To reset an existing user password:

e Click User Management in the Synthesys Management main page.

¢ Inthe Users page, click your right mouse button on the user and select Reset
Password... from the list.

e Enter and confirm the new password, then click OK

Reset Password i

MNew password:

Confirm new pazsword:

oK || cancel ||

Using Active Directory integration, a user’s password will be changed directly through
Active Directory, rather than via Synthesys User Management. Please see the next
section on Active Directory Integration for more information.

Synthesys.Net User Management 8
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Unlock User

To enable a user to log back into the Synthesys Portal after being locked out for
using an incorrect user name or password
e Click User Management in the Synthesys Management main page.

e Inthe Users page, right click on the user, and select Unlock User from the
drop down list.

Users Search...
Username Title First Name Surname Home Team Role Is Active Password Expiry Date
Admin Administrator Global Account Manager True Password never expires
ben Mr Ben Smith Ben Agent True Password never expires
T T Smith Bob Executive True Password never expires
Edit User...
qitte Reimer Brigitte Account Manager True Password never expires
Reset Password
ris Murphy Chris Account Manager True Password never expires
Unlock User
BRI vid Ong dave Administrator True Password never expires
EIf Global Administrator True Password never expires
Add User...
— — ~=had Bashir Global Account Manager True Password never expires
james James Heys James Administrator True Password never expires
14 4 |Page |1 of 3[ bk M

Logoff User

Using the Logoff User option users can be ejected from the system. This is useful if,
for example, a user is logged out following a system crash and unable to log back in.

To force the simultaneous logoff from all Synthesys.Net modules, including
Synthesys Management, the Synthesys Interaction Studio and the Synthesys Portal
e Click User Management in the Synthesys Management main page.

e Inthe Users page, right click on the user, and select Logoff User from the
drop down list.

Usors ——
thamers  Téa Pk Hems  Semama e Toam Rz hdctive  Pmswessd Bxpary Dude
e Lo e Foram Ly Team ddmardnirptne Tran PFuwesd raver e Eea]
dgerm b oy Adearabrpinr Globel ] Frryarmed rower pezerey
o — gan Armdn Lty T ey Trem Fvyeged rrers pagemy
] AT L1 [ et o e
ey = ool e T e Tous Faidmidil Fabedd upardd.
hocey Edit User... LAt e o
wrthes Ly Tasm Admaratrator

Reset Password
wdn == Fragrpmemar
Barry inkock Liser Cerrarntration Agend
Logoff User
Add User...

¢ A message will inform you that you are about to eject the selected user from
all Synthesys.Net modules.

Synthesys.Net User Management 9



.l Noetica
Adding New Users

Details for new users are added via the User Details and Permissions tab headings
in the User Details dialog.

Using Active Directory integration, new users will be created directly through Active
Directory, rather than via Synthesys User Management. Please see the section on
Active Directory for more information

To add details for new members of staff using Synthesys Management:

¢ Click the User Management tab at the top of the Synthesys Management
screen.

e Inthe Users page, right click on a user and select Add User... from the drop
down menu, or alternatively click the Add Users button at the bottom left of
the User Details section.

In the User Details dialog subsequently displayed

e Enter the personal details and login details for the new user and select a role,
a primary team and date of birth, as required.

User Details L

User Details | Permissions | Skills

User Information

Title mr Address Line 1 Syjtes 45-47
First Name Jge Address Line 2 The Hop Exchange
Surname Bloggs Address Line 3 24 Southwark Street
Username Joe Address Line 4 |ondon
Role | Agent » | Address Line5 sE11TY
Home Team | BR Aug2014 x| Telephone 144 (0) 845 0181070
Team Leader Brigitte Reimer Mobile
User is Active @) True Date of Birth 1p/10/1984

() False

Email officemanager@noetica.com

Home Team Manager: Brigitte Reimer

oK || cancel |

e Click the Permissions tab, to assign the required access permissions for the
user.

Please see next page for more information.

Synthesys.Net User Management 10
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Assigning User Permissions

When adding new users, the users are assigned to a role, reflecting the tasks that
they will carry out within Synthesys.

Each role, i.e. Agent or Account Manager, has a set of standard permission
associated with the role. Additional permissions can then be assigned to a selected
user via the Permissions dialog.

e Click the User Management tab in the Synthesys Management screen.

e Inthe Users page, locate and right click on the user, whose permissions you
wish to edit.

e Select Edit User.. from the drop down menu.

Users

Username  Title  First Name | Surname Primary Team  Role Is Active
Admin Administrator Global Account Manager True
al Edit User... Automatic Global Programmer True

Al Add User... ndrew Middleton Global Agent True

¢ Inthe User Details dialog, select Permissions.

e The existing user permissions are displayed in the Role Permissions section.

To add additional permissions

e Select the permission in the Available Permissions section.
e Use the arrow > to move it into the Assigned Permissions section.
To remove additional permissions

e Use the arrow < to move the permission from Assigned Permissions back into
the Available Permissions section.

User Details =

User Details | Permissions

Role Permissions
CRM Launcher

Hold Calls
Park Calls
Take Calls

Administrator = Live Monitor
Edit WebFlows

Manage Entities

Manage Outbound

(313

Manage Synthesys

Manage Teams

Manage Users

oK || cancel |

e Click OK to save the information.

e Click Cancel, to cancel the action without saving the changes.

Synthesys.Net User Management 11
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Available Permissions

Permission

Description

Administrator

The Administrator permission automatically allows access to all available
permissions.

CRM Launcher

Not applicable in the current version.

Edit Webflow

Permission to edit webflows in the Synthesys.Net Interaction Studio.

If the Use Team Based Webflow Edit Permission option is enabled, then
users without Administrator permission need to be a member or team
manager of the same team as the webflow, or of one of the parent teams
of the team containing the webflow, to edit/ publish webflows.

Hold Calls

Permission to Hold and retrieve held calls via the Synthesys Portal in the
Web Browser and to view call details of held calls.

Live Monitor

Permission to view real-time information of call centre activities in the
Synthesys Dialler Platform, with information about Queue distribution,
Agent State, Handled Call Results being visually represented in graphs.

Manage Outbound

Not applicable in the current version.

Manage Teams

Permission to add and delete teams in the Synthesys Management
module and to assign agents and campaigns to teams.

Manage Users

Permission to add and modify users in the Synthesys Management
module and to manage user permissions.

Parked Calls

Permission to Park and retrieve parked calls via the Synthesys Portal in
the Web Browser and to view details of parked calls.

Publish Webflows

Permission to publish webflows in the Synthesys.Net Interaction Studio so
that agents can take calls on the latest version.

If the Use Team Based Webflow Edit Permission option is enabled, then
users without Administrator permission need to be a member or team
manager of the same team as the webflow, or of one of the parent teams
of the team containing the webflow, to edit/ publish webflows.

Report Viewer

Not applicable in the current version.

Take Calls

Permission to handle calls via the Synthesys Portal in the Web Browser.

Manage Entities

Permission to configure the Entity control and Entity Input and Output
actions.

Manage Synthesys

Gives users the right to access Workspace Management and to manage
users and teams.

Manage Workflows

Not applicable in the current version.

Synthesys.Net User Management 12
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Assigning User Skills and Attributes

Skills and attributes are assigned to users via the Skills tab of the User Details
dialog.

New user skills and attributes are initially added to the CS_USERS table via the Entity/
CRM control. They are then assigned to the individual users in Synthesys
Management, using the Skills tab of the User/ User Details dialogs.

e Click the User Management tab at the top of the Synthesys Management
screen.

e Locate and right click on the user and select Edit User.. from the drop down
menu to open the User Details dialog.

Users

Username  Title  First Name | Surname Primary Team  Role Is Active
Admin Administrator Global Account Manager True
al Edit User... Automatic Global Programmer True

Al Add User... ndrew Middleton Global Agent True

¢ Inthe User Details dialog, select Skills.

e Inthe Skills page, all available user skills and attributes, as added to the
CS_USERS table via the Entity/ CRM control, are displayed.

User Details ty

User Details I Permissions | Skills

User skills

Double click on an item in the Value column to edit.

MName Type Value
GermanSpeaker 0-10 Decimal 10

Sex Enum Female
Coldcalls Boolean False
Happy Boolean True

Sleepy Boolean True

Grumpy Boolean False -
Experienced Boolean True v

New Boolean -

AfterFixskill Boolean False

Date_of_Birth DateTime 29/11/1982

Salas glill Enum Evallant
h [} »

e Assign the skills and attributes for the selected user, as required, in the Value
column of the Skills dialog.

e Click OK to save the information.

e Click Cancel, to cancel the action without saving the changes.

Synthesys.Net User Management 13
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SKILLS BASED USER SEARCH

Using the Search tab in Synthesys Management, contact centre managers or
supervisors can search for users based on their skills and attributes, and to assign
these users to the relevant teams.

Clicking the Search tab will open the Advanced Search dialog, where supervisors
can specify conditions for a new search or select a previously defined search.

Staff members that match the search criteria are displayed in the Search Result
dialog, from where they can be moved or copied to the appropriate teams.

New skills and attributes are initially added to the CS_USERS table via the Entity/
CRM control. They are then assigned to the individual users in Synthesys
Management, using the Skills tab of the User/ User Details dialogs.

Synthesys.Net User Management 14



: Noetica

Selecting existing search criteria

e Click the Search tab in Synthesys Management.
e Select Use existing (saved) search in the Advanced Search dialog.

¢ Inthe Search name field, select the relevant search name from the drop
down list.

e To edit existing conditions created for the selected search name, click the
Edit Search button. Please see page 17 of this document for more details.

To view the results for the selected search click the Search button.

e — &

T nestica Synthesys Management

Creating a new search

e Click the Search tab, to open the Advanced Search dialog.

e Select Create search, click into the Search name field, and enter a new
search name.

e Click the Filter... button, to define the new search criteria, as required.

3 Synthesys Mansgement - ol )

= Noetica Synthesys Management

Please see next page for more information.

Synthesys.Net User Management 15
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Defining Conditions for a new Search

In the Create Search dialog you can add conditions to help search and manipulate
Users based on a specific selection criteria. You can create criteria for a new search,
and edit or delete the condition discs created. The condition discs can be displayed
in auto layout or via the text editor.

To define the first condition for the new search criteria

e Click the Add Condition button, to open the Create Condition dialog.

e Use the Data Field drop down list, to select the criteria on which to base your
search, e.g. Experienced.

e Select the relevant Operator and Operator Parameter from the respective
drop down lists, i.e. Operator = Equal and Operator Parameter = True.

e The Condition Name field shows the search criteria set: Experienced = True.

e Click the Save Condition button, to save the criteria for the current
conditions.

e Click Cancel, if you do not wish to create the condition.

Save Changes <+ Add Condition # Auto Layout Switch to Text Editor F

e Create any further conditions as required following the above steps.

Synthesys.Net User Management 16
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Edit, Clone or Delete a Search Condition

To edit, clone or delete a condition created

e Select the condition disc that you wish to edit.

¢ Click on the condition name and select Edit, Clone or Delete as required.
e Make the relevant changes in the Edit Condition dialog.

o Click the Save Condition button, to create the condition.

e Click Cancel, if you do not wish to create the condition.

Saving Changes to Conditions set

To save all search criteria defined for the new Search name

e Click the Save Changes button.

e A message: Success! Filter saved will appear at the bottom right of the
dialog, to confirm that the condition has been saved.

A Save Changes =+ Add Condition ¥ Auto Layout Switch to Text Editor

Experienced = True

Sales Skill = Exellent

e Click the CLOSE button at the top right of the screen, to return to the
Advanced Search page.

The next page describes how to view the search results for your condition(s) set.

Synthesys.Net User Management 17
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To return the users that match either a newly created or existing search

e Check that the Search name field contains the name of the relevant search.

e Click the Save Filter and Search button, to open the Search Result dialog.

Advanced Search

Use this tool to help search and manipulate Users based on a specific selection criteria

@ Create scarch

O Use existing (saved) search

searcn name:

Experiencer q x

Click the 'Filter..." button to specify the search criteria. If no fiter is applied all Users will be refumed by the search

Filter.

‘Save Filter and Search

e All users that match the particular skills and attributes defined under the
selected search name will now be displayed in the Search Result screen.

e The ID and Name columns in the grid show the user ID and username of staff
members displayed. The Active column shows True if a user is active, else
False. The Team(s) column lists the teams of which the users displayed are

currently members.

Callist  Applications

Search Result

The following Users were found based on the specified filter.

Id Name
27 brigitte
1230 zara
Bob
1307 jim

1347 zo0e

Oooooaogao
E

1423 KimConstantine

Active

Teams

Bargain Holidays
Zara Booking
English Offline work
Global

Brigitte

Bargain Holidays, BR Aug2014

Welcome brigitte

For information about assigning users to the required teams, please see the next

page.

Synthesys.Net User Management
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Assigning Users to Teams
Any user displayed in the Search Result dialog can now be moved or copied to the
appropriate team.

To move users out of their current team(s) into a selected team

e Tick the checkbox next to the user(s) that you wish to move.
e Click the Move button at the top of the grid.
¢ Inthe Move User page, select the target team from the drop down list.

¢ Click the Move button at the bottom right of the dialog, to re-assign the agent
to the selected team, or Cancel the action.

Move Users

Please select a destination Team that the Users will be moved into.

| EETE——— |

To copy users to a another team, in addition to their current team(s)

e Tick the checkbox next to the user(s) that you wish to copy.
e Click the Copy button at the top of the grid, to open the Copy User page.

e Select the target team from the drop down list and click Copy to add the
agent to the selected team, or Cancel, to cancel the action.

The Search Result grid will update, listing the team(s) in which the users are now
represented.

Search Result

The following Users were found based on the specified filter.

O Id Name Active Teams

m} 27 brigitte true BookingLine

O 1230 zara true BookingLine

(m} 1296 Bob true BookingLine

O 1307 jim true Bargain Holidays

[ 1347 zo0e true Brigitte, BookingLine

[} 1423 KimConstantine true Bargain Holidays, BR Aug2014

Synthesys.Net User Management 19
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ACTIVE DIRECTORY INTEGRATION

If your system is Active Directory enabled you will have the ability to import users
directly from your companies Active Directory.

Running with active directory integration enabled does change the behaviour of
Synthesys User management as a lot of the management of users is managed
outside of Synthesys.

Using active directory, the following functions in Synthesys are not available or affected:

Changing passwords Is no longer managed in Synthesys User management but via the
windows change password mechanism.

Deactivating users This is no longer possible from within Synthesys. To deactivate a
Synthesys user they must be removed from Active Directory.

Synthesys will periodically scan Active Directory for removed or
deactivated users and will then deactivate them from within
Synthesys.

Reactivating users This is no longer possible from within Synthesys. If a user with the
same credentials (User name) is reactivated or recreated in Active
Directory the following behaviour can be enabled within Synthesys
when the user is reimported.

a. When the user is imported again Synthesys will reactivate
the user
b. When the user is imported again a new user will be created.

The behaviour described above is determined by the System
administrators, only one of the above behaviours will be enabled.

Changing roles This is no longer possible in Synthesys. The roles of a user are
determined by the import mechanism, as part of the original
configuration, the Active Directory Security groups will be mapped
to Synthesys user roles.

Synthesys.Net User Management 20
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Importing Users from Active Directory
In order to import users from Active Directory

e Click the Teams tab at the top of the Synthesys Management screen.

e Select the Import Users option from the drop down menu.

Welcome brigitte logaw
Teams ‘ Team Manager: Brigitte Reimer 7] Show Inactive Users
A * =
« B 2 2 P » P P ¥
4GB ATest snine wilma AmieTest BR Marketing BR OBTest  New BR Brigitte -
45 o6 Lists Team OBTest SFB
" DemoWF
L [ P
o y 2 B B
Cut
B i itte Brigite  Brigite  Brigitte
48 ety ust2011  August2011 Feb2012-  Feb2012 -
S Foetn kMand - cAM Add Webflow BR March WF
3 Add Hew User... ppound Inbaund Item
blent
Add Usegs...
i Book
Add Webflows...
WS ERE ;
Serd Add Outhound Lists...
“ Add Workfiows...
l Add EWPresenlatluns‘..
lera
my e
B Impart Users.
4 g Begi Set Team Manager...
L 1dle Timeout
@B erts  Delete Team
&8 BRTe Rename
B perresh
A Clea ot
4 @Bo
4 iR Elliot Test

When selected, a list of available users will be shown. This may take up to 60
seconds to display whilst it is querying Active Directory.

1
R
]

A RARE
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To import a user

e Select a user from the list and press the = arrow to move the selected user
into the Users to Import list

[ e T e T ) T T ™ A

W Bt il W e T - S e . W i el W Ml
T o S B A, R I VO . Ty 5 e B il S s By SR - Bk i

b

=
e
(8]
Fe
=
-

e e . B
e —— =
[

If you need to search for a user

e Enter the user’s first name, surname or username in the search box to. The
search will start automatically when the second letter is typed.
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When you have added all the users that you wish to import into the Users to Import
list

o Press OK to return to the team view, displaying the new users.

uuuuuuuu THE ik et

Teams & Vaam Wsnagan Tra Taam s not bose nigrad & slinager e i s
= 31131111102 PB
F 1] W e s e
s (BB & %0 B8 800
. g AR e 1
3 PP PP RPRBRPE P P
3B BB BBRBBES S
JJ{_JMJJ{JJJJ
g F 5 F B B F 8 ¥ &5 ¥
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