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CX for Agents
Getting Started

Introduction

CX Hub is your access point to receive agent contact center calls, make outbound calls,
and manage digital campaigns based on your role and your company’s configuration.
The purpose of this guide is to provide how to login to CX Hub, a tour of the agent
dashboard, and how to use your dashboard based on your role.

Getting Started
To access CX Hub, you are required to use Google Chrome. To have full functionality, the
following Chrome settings must be implemented:

e Third Party Cookies - set to “Allow third-party cookies.”

e Use graphics acceleration when available — Toggle off. You will need to relaunch
your browser after this action.

e Verify your version of Chrome is up to date — In the Chrome settings, select “About
Chrome” which will check your version and update it in necessary. If an update is
initiated, relaunch your browser upon completion.

Once your Google Chrome settings are configured correctly, the site permissions must
also be configured correctly:

e Navigate to https:;//cxagent.crexendovip.com/login.

e Select the site “View site information” icon % and select “Site settings.”
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e Ensure the following options are set to “Allow”:
o Microphone
o Notifications
o Pop-ups and redirects

o Sound

How to Login to CX Hub

1. Navigate to https://cxagent.crexendovip.com/login

2. From the login screen, make sure you are on the “Agent Tab.”

Login

3. There are two options to use when logging in as an agent: SIP and Phone. Your
administrator will instruct you which one to select.

Login Login
. Agent Admin
Agent Admin
siP (Phane )
Phane
Account ID
Account ID Cxlab
CXlab
Agent ID
Agent ID agenttraining
agenttraining Phone Number
16716
Password
Enter Password ) Password
Enter Password @
Remember Me
Remember Me
Login .
Login

4. Enter your login credentials as provided by your administrator and select “Login.”
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The Agent Dashboard

o~
Agent Modes Primary Options | [@resdy oot0ss | > & [ O (&8
B —— i = co Dashboard < Internal Calling
DE Manual Digital Blended
O Total agents Busy agents - Waiting agents Paused agents 5 Calls in queue
vashooard | g L 3 2 o O 153 OJETS © opo
2% Manual &0 Call Backs
H —— — —
Campaign * Queue Counter 7
Performance Please choose a Campaign v Skills Calls waiting Longest wait time Agents available
MNumber *
% Agent List Y
History Please choose or Dial Phone Number
e Agent Skills State Duration Modes
Agent Training Dummy_Veicemail, ReshanWorking, +6 READY 00:10:53 MANUAL
gﬁ AgentTraining2 SMS_Training4808857025, Support AUX 2952:36:58 MANUAL
My CRM
CroweCrowe Rock_Marketing, Test Coffe Break 1178:54:02 PROGRESSIVE
S

Agent Navigation Pane

Primary Options

(i) Ready 00:31:01 ) o 8 [ L (ar
1. Status Update: When logging in, your status defaults to Not Ready. Click the “Not

Ready” button again to switch to the 'Ready’ state. To go to a Not Ready state
again, select the “Ready” button and select the reason.
[@ Ready 00:02:32)

Search Pause Reason

Lunch
Need caffeine
Meeting

Break
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2. Internal Calling allows you to call another available agent. The drop-down list will
only show other agents that are logged in “Ready” state and they are in
inbound/blended mode. Select the name of the agent and select “Call” to call the
agent.

[@ Ready 00:09:14) >|2|E 4 .

Dashboard Internal Calling (¥ X

& Internal Calling

Agent*

[ Please select agent's name A ]
Close

Agent Training

3. SMS allows you to send text messages to customers. If you are NOT part of an SMS
campaign, you will not be able to send/receive a message.

Dashboard Internal Calling EIMenaoe x

[] Message

Message type*

(D sms

Phone number*

5551234567

Campaign Name *

SMS_Training4808857025 W

Recent

No Recent Sms Chats Available

Thank you for your interest in our services. m1 °

4. Notifications: this area allows you to view any messages from your administrator
such as emergency notification.
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5. Account Settings allows you to refresh your session, customize your audio settings,

and logout of CX Hub.

Agent Training

View Profile

AT

Refresh
Audio Settings

Logout

Agent Modes

200
Q e = ® B8 CO
Inbound Manual Progressive Preview Digital Blended

1. Inbound: Answer incoming calls.

2. Manual: Make manual outgoing calls. This mode does not allow inbound
interactions.

3. Progressive: Automatically makes outbound calls from a list of numbers uploaded
by your administrators.

4. Preview: Provides a preview of the contact or lead you will be calling before making
the actual call including any lead details previously saved.

5. Digital: Manage digital channel campaigns including Webchat, inbound SMS/text
messages, social media, etc.

6. Blended: Handle any channel, including inbound/manual/digital interactions, all in
one mode. For example, in blended mode, you could receive an incoming call and
then place an outgoing call if enabled to do so.
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Agent Navigation Pane

a
ad
Dashboard

The Agent Navigation Pane provides easy access to your agent
S dashboard, your individual performance statistics, your call history,
and any CRM integrations that your organization may have.

History

&

My CRM

e Dashboard: provides live updates for your call queues and agent status updates.

Total agents Busy agents Waiting agents Paused agents
e 2/2 @ 0/2 E® 1/2 @ 1/2

" T
@ Calls in queue
0/o
Queue Counter Y
Skills Calls waiting Longest wait time Agents available
Agent List v
Agent Skills State Duration Modes
Agent2Agent
Agent Training gentzAgent, READY 00:47:32  INBOUND

Rock Marketina. +4

e Performance: provides insight into your statistics including Top performing agents,
Interactions status, Login details, and your Pause Reasons.

Top performing agents Interactions status
Total interactions ® Connected (NA)
® Failed (NA)
NA
Login details(First login: 08:42 AM) Pause reasons

Total interaction time
00:00:00

® SIP disconnected
B

® Total Idle time 00:11:12

Total login time 01:4513 Total Pause timel gﬁg}ngggiﬂefed
17 Total Break time . . 20
02:17:50, 00:32:37 00:32:37, © Lunch
@ Total Wrapup time 00:00:29
1w
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e Call History shows all your call history and details including the call recording if

enabled. channel
Call
3 3

10/25/2024, 01:32 PM EIETEE Details ~ 10/25/2024,12:35 PM [EIEEEE  Details v

Agent ID:  AgentTraining

Ca"er |D: LR R

Skill Name: 0

Call Type:  Manual

ucClID: 1122172988836631
Status: Success

uul

Start time: 10/25/2024, 01:32:46 PM
End time:  10/25/2024, 01:32:55 PM

Audio R2
G -
e My CRM: if your organization utilizes this section, your administrator will instruct

you how you will use it.

How to Answer and Manage an Inbound Call
1. If your phone is not set to auto-answer, select “Answer’” to be connected with the

callr: " (oeane )

2. Once you are connected with the caller, you have several options available:

Transfer Call

Conference !A N :! Recording On/Off
I =
Hold / Un hold g I Dial pad

9
Dispose a call [—’/’"——’ , \ Mute / Unmute
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a. Mute: temporarily mutes your microphone
b. Hold: places the caller on hold

c. Transfer:. moves the call to another agent. This action can be done through a
Blind Transfer or a Warm Transfer.

i. Blind Transfer - moves the call to another agent and removes you from
the conversation.

ii. Warm Transfer — you can transition the call to another agent by
introducing the new agent before removing yourself from the call.

d. Conference: adds another agent to participate in the call with you.

e. Recording: you can disable audio recordings for sensitive information and
enable it as needed.

f. Dial Pad: can be used for navigating menus during outgoing calls.

g. Disposition: used to record the results of the call including any prepopulated
codes, comments, or schedule call back date and time. This can be edited
during or after the call.

3. Once the call has completed, based on your organization’s setup, you will complete
the disposition or go back to a ready state for the next call. Your organization may
have a wrap-up time (ACW) to complete any notes on the disposition screen. If you
save the disposition before the wrap-up time is complete, you will go back to a
ready state.

How to Make an Outbound Call
1. Select either Manual Mode or Blended Mode.

Q¥ ® B CO

Inbound Manual Progressive  Preview Digital Blended

2. Select the campaign from the drop-down menu that you will be calling from.

3. Enter the number you want to call in the blank. ¥ | B ) =| e | B | o

Inbound Manual  Progressive Preview Digital Blended

4. Select “Call” to place the call.

E§E Manual ;& CallBacks

NOTE: Depending on your organization’s setup, you may  cumain-

Servicel v
need to select “Answer” to be connected to the outbound
call you are attempting. R ———
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Transfer Call

—_
-—
How to Transfer a Call

If you need to move the call to another agent, this action can be done through a Blind
Transfer or a Warm Transfer.

e Blind Transfer moves the call to another agent and removes you from the
conversation. This option is NOT available during outbound calls.

e Warm Transfer allows you to transition the call to another agent by introducing
the new agent before removing yourself from the call. When performing a warm
transfer, you have two options available:

= CANCEL Transfer will cancel the transfer to another agent if they are
unable to take the call which will allow you to try another agent.

= COMPLETE Transfer will transfer the caller to the other agent and
remove you from the call.

When making a transfer, you can choose to transfer a call to specific groups or numbers:

DD Inbound Manual Blended
ald

AR < EEE Manual Dialing

V>

+—  Transfer Call X

Performance

Skill Agent Phone IVR

% Skill transfer™
History
’ [ Skill_Tosca v ]

® Availabel Agents: 0

1. SKill: Used when customers need to be rerouted to the correct group or queue.

2. Agent: For transferring a call to a specific agent. Only available agents in an
inbound mode and in a ready state will be shown.

3. Phone: For transferring a call to a number outside your organization.

4. IVR: Transfers the call to an Interactive Voice Response system or auto attendant.
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Digital Interactions
All digital channels can be found in the Chat option, regardless of the customer's entry
point (SMS, Webchat, Twitter, Facebook, etc.) You can handle multiple sessions at the

same time if enabled by your administrator.

¢ o

. ﬂ g -
Inbound Manual  Progressive P Digital Blended

B 14803302... E] 191972372... E] 14806866...
00:26:35 00:26:12 00:23:09

Today

Hello Gotham City! 4:12 PM

4:21 PM How is the weather in good old Gotham?

It's Raining!! 4:22 PM o
Type a message... e b &

1. Tointeract with digital interactions, you must be in either Digital or Blended mode

2. If you have multiple digital interactions at the same time, you can toggle between
them as needed.

3. Available digital interaction options:

a. Download: you can download the conversation or chat history for
documentation purposes.

b. Transfer: you can transfer the digital interaction to another queue or agent
that is in ready state.

c. Disposition: once the interaction is complete, choose the disposition icon 4
to give a disposition reason and any comments as needed.
4. Digital Interaction Body: the active conversation

5. Message Input




	Introduction
	Getting Started
	How to Login to CX Hub
	The Agent Dashboard
	Primary Options
	Agent Modes
	Agent Navigation Pane
	How to Answer and Manage an Inbound Call
	How to Make an Outbound Call
	How to Transfer a Call
	Digital Interactions

