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1 Introduction

This document provides the detailed feature set of UniAgent™ 9.0. It also provides user screens
with a description and its working which helps users to work with UniAgent™ 9.0 and use its
features.

1.1 About UniAgent™ 9.0

e Consilium UniAgent™ is a web-based graphical user interface
e Itenables integration between CRM and Genesys Pure Cloud Telephony
e Agent can perform call control operations and work with CRM objects

1.2 UniAgent™ 9.0 Detailed Feature Set

UniAgent™ Soft phone Ul inside Zoho CRM

Agent State Control: Ready, Not Ready

Screen pop in Zoho CRM based on ANI

Click to dial from Zoho CRM

Embedded call controls: Answer, Hold, Transfer, Consult and Conference
Single Sign On (SSO)

Schedule a callback
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2 Login

Login to UniAgent™ using the following username and password.
Username -

Password -

Home Leads Contacts Accounts Deals Activities Tasks Meetings Calls Reports Analytics

Welcome Sukhadeo Prasad ¥  Sukhadeo Prasad'sHome ~

My Open Deals My Untouched Deals My Calls Today My Leads
18

My Open Tasks ) : W47 Meetirigs &2, Genesys Cloud

Subject Due Date Status Priority Related To Contact Name Consilium
Dem: Dec 15,2022 Not Started High ukhadeo Prasad [ Change Organization ]

Integration with Genesys Cloud

Telephony Platform

L
Forgot Your Password

T okta

3 Inbound Call & Screen Pop

Users can answer an inbound call by clicking the “Answer” button on the UniAgent™ menu bar.
Also, it opens the Contact page in Zoho CRM which matches with caller ID.

Home Leads Contacts Accounts Deals Activities Tasks Meetings Calls Reports Analytics
Mr. Sukhadeo Prasad - consilium
all n i
& S & AddTags m Callnow Edit
4 Related List Overview Timeline Last Update : 03:05 PM
Notes 3
Attachments 2 Contact Owner Sukhadeo Prasad

Deals Email ukhade @yahoo.corm

¢ 1
OpenActivities Phone an 2828900 @
Reporting Contacts

Mobile * 911 2828901 (B
Closed Activities 3

Department Engineering
Invited Meetings

Emails

Screen Pop based on
Campaigns

Next Action
social Caller ID
EZZTK oo

Add Related List

Links Hide Details

Add Link Contact Information

Contact Owner  Sukhadeo Prasad LeadSource  Advertisement

S B @ 9
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4 Click to Call

Users can click the dial icon next to a contact. UniAgen
customer.

t™ will initiate a call and connect to the

Home Leads Contacts Accounts Deals Tasks Meetings Calls

Y All Contacts ~ = - Create Contact Actions

Total Records 2 10RecordsPerPage v + 1-2

ctName Alv = AccountName = Email = Contact Owner =

1]
3
3
-]
£

Filter Contacts by Cx

Q James Shelton Consilium jameshelton@xyz.com o19: 13210(® James Shelton

~ System Defined Filters
= Betty Jons Consiljum betjons@xyz.com 917¢
Touched Records & =
Untouched Records

Record Action

Related Records Action

a1g. 210

Latest Email Status Click-To-Call e

Activities

Notes
Deals
Deal Amount
Deal Stage
Deal Owner
Deal Closing Date
Campaigns
~ Filter By Fields

Account Name
On Queue

L& b T 9

5 Call Records

For each inbound/outbound call, UniAgent™ created a call record in Zoho CRM.

Home leads Contacts  Accounts  De: Activities ~ Tasks  Meetings  Calls  Reports nalytics

Y All Calls ~

> Create Call Actions «

Total Records 10 10RecordsPerPage ~ + 1-10
Filter Calls by Subject All » = | CallType = CallStart Time = CallDuration = RelatedTo = Contac 3Z
Q Call Id - 1687426905560 Outbound Jun 22,2023 09:41 AM 00:58
~ System Defined Filters CallId - 1687426950644 Outbound Jun 22,2023 09:42 AM 00:07 Pranesh verm
Touched Records Call Id - 1687426639004 Inbound Jun 22,2023 09:36 AM 01:42 Sukhadeo Pra
Untouched Records
Callid - 1686737945769 Outbound Jun14,202310:18 AM 00:09 Pranesh verm
Record Action
Related Records Action CallId - 1686737889475 Outbound Jun 14,202310:17 AM 00:06 Pranesh verm
~ Filter By Fields Call Id - 1686737420530 Inbound Jun14,202310:09 AM 00:09
Call Duration Call ld - 1686737238714 Inbound Jun 14,202310:06 AM 00:15
Call Duration (in seconds)
CallId - 1686736881214 Inbound Jun 14,202310:00 AM 00:06 Sukhadeo Pra
Call Owner
Call Purpose Callid - 1686736732730 Inbound Jun 14,2023 09:58 AM 00:1 deo Pra
G St CallId - 1686736420023 Inbound Jun14,2023 09:53 AM 01:39 deo Pra
Callstart Time Call Records
Call Status
Call Type

Contact Name

Created By

L b Yo
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