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Communication Panel
content and usability
enhancements




Open Conversations Indicator

® Sinch Communication Panel @ X +

Cc 0O # login-eu-w3.ccsinch.com/qal/ecf/latest/communicationpanel/index.html

—
(v ( J}I Ready
Home Conversations

My Conversations

@ e, mancun... ¥
Pending (0]
Viewing (0)

[« show Less |

0Jo

Inbound call.

Open conversations
indicator showing other
conversations from same
contact.

V) Available - Yy
0258
B (J
Call Active g
2=}
+358403510898 @
2
Helin, Markku the Customer
%
= x
8 Sinch Communication Panel @ X + e
CcC 0O & login-eu-w3.ccsinch.com/qa’l/ecf/latest/communicationpanel/index.html m Or & ¥ » = 0O m H
I: v \:\ Ready 7) Available &
Home  Conversations
03:40 Conversation History
@’0 Conversations o n
=
& ® @
Call Active
IR 3/9/2023 5
% +358403510898 | inprocess 515139 AL
+358403510898 e ®
B +358403510898 In Queue Sy @
Helin, Markku the Customer 8:45:25AM
1o =
E +46765146730@sinchsms.com IHandIed gifgﬁ\ﬂ &
191
[ allsmall@sinchsms.com I Handled ;i;gii\”
3/9i2023,
% +358403510898 I Handled 8:38:58 AM
3/9i2023,
@ +358403510898 | Handted 69740 AL
(3] [conrerence | [ son | [ row J[ mue | '
- . 3/9i2023,
» = markku@helin.fi In Queue 83724 AN
Q + @

Clo Accepted: 8:48:33 AM

F%EV

Conversation history showing one queueing SMS conversation and one queueing email.

Agents are now better aware of open
conversations related to the current
handling customer.

For the Conversation History extension, a
yellow indicator is now shown when there
are related openconversations for the
current conversation in the main view.

Indicator shown for conversations in the
states of;

* InQueue
* InProcess
* Pending
Wrap-up
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Profiles Listed In Priority Order

& Sinch Con System Co QA — O b
File Personalize Help Saved Searches (7| Go search T |
[ Presence Management : Profiles [ Back J!
¥ (& Home |
Show Search
» (&5 System Senvices o
> [ﬁ System Management {Name |'][L|Ke |-] O
> Call Switchin
> ERepnmng ? {Type |VJlEquaItu |'“ ‘v] S|
"| Scripting Management - ~ _ O
> [%D\repclari Managemem LRE&SO” I'JlEqual — I'J — @' Ready @ Available -~ o |
v [E Presence Management {Default Benavior |'JlEquaI to |'J L — |
Profiles Home Conversations (._// Available
| settings A
> (5 queue Management search || Clear Search Queues Meeting Q W T
» (&5 VR Management . P,
» (& Outbound Management [ AddNew I copy | i Deiste | % R . 2 (i) Conference Call s 3 o P &
» (B User and Role Management [z} | Priority v,“.'m..e Lunch
> [ system Tools il 255  Available Filtered by: Grouping {Queue Groups, Blended Queue:;, C n |
L | 100 Meeting A\ Smoking / Tea break [
] 98 Conference Call B Queue Group: G1_Phone (3) >
[ 96 Lunch A Away [
] 94 Smoking J Tea break Queue Group: G2_Email (3) >
I 92 Away A\ Business Trip [
= 90 Business Trip Queue Group: G3_WebChat (3) >
: 88 Vacation A\ vacation [
] 86 Leave of Absence Queue Group: G4_Social_Chat (11) & >
] 80 Profile 1(G1Phone) ) Leave of Absence I
78 Profile 2 (32 Email) Queue Group: G5_Mix (5) — >
] 76 Profile 3 (G3 WebChat) ) Profile 1 (G1 Phone) [
| Queue Group: G6_ Empty Queue Group — >
|| 74 Profile 4 (G4 SocialChat) (¥) Profile 2 (G2 Emalil) [
N 72 Profile 5 (G5 Mix)
] 70 Profile 6 (Empty Q Grp) Queue Group: G7_ 23Q Blended QGP (3) |:.:/: Profile 3 (G2 WebChat) >
Campaign Queue: 23Q1 Blended Queue Dialer Que 7 Profile 4 (G4 SocialChat) > B
Campaigns (3) () Profile 5 (G5 Mix) >
(¥) Profile 6 (Empty Q Grp)
Q + &
o Bev

Display profiles peryour organisational
needs.

Profiles are now listed per their priority
setin System Configurator > Presence
Management > Profiles
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Chat and messaging
Improvements




SMS Sender ID can be define

| File Personalize Help

¥ (& Home
» [ System Senvices
L [ﬁ System Management
» (i Call Switching
» (& Reporting
|| Scripting Management

> [ﬁ Directory Management
Lo [ﬁ Presence Management
v E Queue Management

. Queues

|| Queue Groups

|| Calendars

| Schedules

|| Prompts

|| Prompt Files

|1 skills

|| Reply Templates

|| Third-Party Extensions
L [ﬁ VR Management
» (& Outbound Management
> [ﬁ User and Role Management
L [ﬁ System Tools

Queue Management : Chat Queue : SMS sinchconversation +467851467 30

Saved Searches | ¥| Go Search T

Back
[E] zave Save and Close T Delete | [ Add New [ Copy | ) Reset 3£ Close Show D | Be K ¥t
A
¥ Basics )
Name SMS sinchconversation +46765146730 Serving Mode | Auto-Allocation YJ
Description +4G765146730 1D COFF1ACEDFG7434E82FF4910DEEADA1S
Ordinal Script | vJ a
Prompt Language | Opening Type
TR I | [/] Directory Synchronization
* MNumbers/Addresses =
i | Address A | Priority | Extensio... | Skills | Country Code | M3 Sender ID
01GMQYPOSKE3IX2GXHOJHWWF434@sms.sinchconversation.com +358 +46765146730
|
[ b Contact Management = l
[ ¥ Reporting and Monitoring = l L
| I

| History | | ™ Connected

Defining SMS Sender ID in System Configurator / Queue Management/ Queues / Numbers/Addresses

With 231 it is now possible to define a
sender ID for outbound (MT, Mobile
Terminating) SMS messages.

The definable senderID is useful in SMS

configurations. It is a must when sending
outbound (MT) messagesto +1, that is,
US and Canadian recipients.
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SMS Sender ID Is now case sensitive

File Personalize Help

% Sinch Contact Pro System Configurator - QA1

- O X

Saved Searches \¥| Go search T

LI

¥ (& Home
» [ System Senvices
L [ﬁ System Management
» (i Call Switching
» (& Reporting
E| Scripting Management

> [ﬁ Directory Management
Lo [ﬁ Presence Management
v [E Queue Management

Queues

[ queue Groups

EI Calendars

E] Schedules

[ Prompts

[ Prompt Files

[ skills

[ Reply Templates

[ Third-Party Extensions
L [ﬁ VR Management
» (& Outbound Management
> [ﬁ User and Role Management
L [ﬁ System Tools

Queue Management : Chat Queue : SMS sinch +46765146730

Back

E Save Save and Close m Delete | |—_, Add New |D Copy | &) Reset 3 Close

Show D | 8x M M

- z
~ Basics

Name SMS sinch +46765146730 Senving Mode [Auto—AIIocation |v]
Description +4GTE51467230 D B57CA1CFI141489D8EADSDOD15E9AZES

Ordinal Script | | v] Open

Prompt Language l

|'] Opening Type

Time Zone l

|'] [2] Directory Synchronization

* MNumbers/Addresses

I | Address

= J +46765146730@sinchsms.com
; ] ALLCAPS@sinchsms.com

= ] allsmall@sinchsms.com

= ] DdeMoS@sinchsms.com

[ |

Create SMS

From:

SMS sinch +46765146730 : allsm...

SMS sinch +46765146730 : +46765146730@sinchsms.com

SMS sinch +46765146730 : ALLCAPS@sinchsms.com

SMS sinch +46765146730 : DdeMoS@sinchsms.com

SMS sinch +46765146730 : allsmall@sinchsms.com

[ b Contact Management

Jm
)

SMS sinch +12067467058 : +12067467058@sinchsms.com

[ ¥ Reporting and Monitoring

SMS sinchconversation +46765146730 : 01GMQVPOSKESX2GXHOJHWWF4S4@sms.si...

[

Defining SMS address in System Configurator /
Queue Management/ Queues / Numbers/Addresses

Agent choosing the From-address when creating a new SMS

Contact Pro follows now case sensitivity
configured for SMS channel address and
allows you to follow brand guidelines.

For example:

« +46765146730
« ALLCAPS

« allsmall

« DdeMoS

© 2022 Sinch All Rights Reserved



Integrations
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Microsoft Teams Integration

Status change from Contact Pro to MS Teams

Agentgot busy withacall in

Check if the Agents Teams status is
Available, then change it to Busy in Call.

In case agent status is anything other than
Available, don’t change it.

Yes

Communication Panel f_]
:l Busy |

Agentended the call in

Communication Panel r )
R

A 4

PSI

Yes

> eady

contact

by sinch

A 4

»| Busyin Call

i

Check if the Agents Teams status is Busy
in Call and it has been changed by
Contact Pro to Busyin Call, thenrevertit
to Available.

In case agent status is anything other than
Busy in Call, don’t change it.

\ 4

Available

Microsoft Teams
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Microsoft Teams Integration

Status change from MS Teams to Contact Pro

Agent gets busy w ith call or

conference in MS Teams f_]
> Busy

Check if the Agent’s status in Contact Pro
is Ready, then change it to Not Ready.

Yes

 —

Agentends the call or

conference in MS Teams r )

A 4

PSI

Yes

» Available

Microsoft Teams

:{ Not Ready \

A 4

Check if the Agent'’s status in Contact Pro
is Not Ready and it has been changed to
Not Ready by integration module, then
revertit to Ready.

\ 4

Ready

contact

by sinch
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Microsoft Teams Integration Configurations <*

% Sinch Contact Pro System Configurator - QA1

= O X
File Personalize Help Saved Searches 2 Go Search TJJ
Mot System Management : Messaging Services - MS Teams Back
e senies SRR IR A R B ShowD | & % ¥ Microsoft Teams tenant details are

" (& System Management - Basics configured in Messaging Services:

= Numbe.rRe.mge ) Name MS Teams wm

|| Authentication Policy

|| Modules Type Microsoft Teams

Messaging Senvices o

5 Crommer Service Connection  5950¢78e-7cc-451c-0509- * Specifythe Teamstenant ID

|| Personal Data Retention Times|| ||| Authentication URL hitps:fice-notification-eu-w3.cc.sinch.com/PSi

|| System Languages - O CO ntaCt P rO Web hOO k
> ﬁ Call Switching Authentication Scope ) . ) )
> [ Reporting « Authentication credential required to

|| Scripting Management * Authentications = .
» (& Directory Management conne Ct tO MICI’OSOft TeamS .
> [ﬁ Presence Management —
> ﬁ Queue Management :4 | Authentication 1D 4 | Password
» [ IVR Management 23bab106-3fe5-4337-a53a+ i
» ([E5 Outbound Management n _onmicrosoft com
L [ﬁ User and Role Management
» ([ System Tools
< AL
| History | | ™ Connected

System Configurator / System Management/ Messaging Services / Microsoft Teams
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Microsoft Teams Integration Configurations <2

I Sinch Contact Pro System Canfiguratar - QAT - O X
File Personalize Help Saved Searches |_ v Go Search T
Mot Presence Management : Settings Back
M %éoglet Seni E Save | &) Reset Humber Viewer | #
ystem Senvices 2 . .

+ & System Management (- scvenced sotngs Presence synchronization are configured

» (i Call Switching

» (i3 Reporting [ ¥ Numbers =

|| Scripting Management
> [ﬁ Directory Management
v ﬁ Presence Management

Bl

| ¥ Microsoft Teams Integration

» Update User Presenceto Teams from
Contact Pro

: iIn Presence management Settings.
|
|

‘ @ Update User Presence to Teams @ Update User Presence from Teams

|| Profiles

Setings » Update user presence from Teams to

» [ Queue Management
Lo [ﬁ‘IVR Management CO ntaCt PI’O
L [ﬁ Outbound Management

> [ﬁ User and Role Management
» ([ System Tools

[3] Loaded successfully | History | | ™ Connected

System Configurator / Presence Management / Settings / Microsoft Teams Integration
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Microsoft Teams Integration Configurations <*

% Sinch Contact Pro System Configurator - QA1
File Personalize Help

LI

User and Role Management : Users : Jones, Victoria

O

X

Saved Searches ¥| Go Search T

Back

¥ (& Home

» [ System Senvices

E Save Save and Close ﬁ Delete | U} Copy |—_, Add New | &) Reset 3 Close

Show ID | Number Viewer | S ki bt

L [ﬁ System Management

» (i Call Switching
» (& Reporting
|| Scripting Management
> [ﬁ Directory Management
Lo [ﬁ Presence Management
Lo [ﬁ’ Queue Management
> ﬁ VR Management
» (& Outbound Management
v E User and Role Management

|| User Roles

| User Groups

|| User Settings Template

|| Update Wizard

» ([ System Tools

A
¥ Basics ™
First Name Victoria User Settings Template lCCAgent TJ[ Open J
Last Name Jones Mumber 742 +
Title test person for docu graphics Chat Address Vicky@chat.com
Location Chat Name Vicky
Time Zone [AfricaiElamako TJ E-Mail Address victoria jones@example.com
User Interface Language | English (US) T] |_J Use E-Mail Address in Sender's E-Mail Replies
=] Mobile Number
Prompt Language | English (US) 'J 1234567 J
¥ Directory Information Zl
¥ Authentication iy ]
Logon Mame Jones Presence Synchronization 1D
Password Expiration 10 Mar 2023, 15:35:12 External ID
Password Settings |_| SetSIP Password
SIP Password
|| SetPassword
B |_| SetPIN Code
FIN Code
Confirm Password
R — L Business Objects
S51gn EXpirato e T0r o envice ACCou L
Expiration of Service Account st CRM Logon Name v

| History | | ™ Connected

System Configurator / User and Role Management / Users / Authentication

Agent’s Microsoft Teams accountld is
configured in the field Presence
Synchronization ID in Users screen.
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Chatlayer Agent Bot supporting URLS CR

Chatlayer as Agent Bot now supports
CA) Chatlayer hyperllnkS.

— Rich text Bot message in Chatlayer
allows entering URLs, which work on

Configure Link

Link to Set URL

e

‘ URL v ‘ [ https://webshop.sir J

e , Contact Pro Chat Visitor Client as
@ Hello | am a service bf:t.@ CIICkabIe IinkS.
gzyou can navigate ¢p % i

@ What would you like to do?

Account balance
Service Disruption

Transfer to agent

Chatlayer Bot Message configuration with Rich Text

Type a message here q

@ End Chat

V7

Contact Pro Chat Visitor Client
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Dashboard




Home view with Tabs

Q Serving Status Service Levels Sales Call Q's Campaigns

CZ Dashboard
. Ho i Hew Tab | [m Tan | - [iAdd chart
®
@
) 1
.]""/ 2 .
=4 0, 2
)} ]
14y =
= /A m
L7, ,
s S m;
Mot
@ @ @
., G
NG
\Q 2 N

Dashboard’s home view now takes the
approach of tabbed viewing.

Create defined tabs with charts according
to your preference!

* Freetext naming of tabs
* Addcharts and scale

+ Lasttab viewed is maintained when
switching betweenviews

« Lasttab viewed is maintained for log
out/in

* Maintain up to 10 tabs

« Tabsand charts editable after
creation

© 2022 Sinch All Rights Reserved



Dashboard improvements

Chat Transferred Event

The Conversation Details table now shows an event when a chat is
transferred.

Agent name or queue name

Agent
3/1/2023, Chat was (destination): Que:SMS: +46 gent, queus or

00:00:00 00:3&:01 system name (sender):

1:56:48 AM transferred WA: +44

Sys:Contact Center
Sinch Conversation ¥

Original ID of Transferred Chats

Conversation Details > State 1 of the new chat to queue event
shows also the original chat ID for transferred chats.

Conversation Details

) . Duration Cumulative
lime <= &

Duration

V0B 5660000 00:00:00
11:56:48 AM
32023, 6560000 00:00:00
T:56:48 AM

Event =
Subject of

conversation

Chat (new) to
queue

State 1

Subject: Hello | Hello

Chat type (such as text chat
or video chat): whatsapp
Original chat |D: 594A1C9E-
B812-11ED-AB82-
02B4C76E288D

© 2022 Sinch All Rights Reserv ed 18



Outbound
Campaign




New dialer mode for campaigns - Admin

File Personalize Help

¥ (& Home
L [ﬁ System Services
L [ﬁ System Management
» ([E5 call Switching
» (5§ Reporting
|| Scripting Management
L [ﬁ Directory Management
> [ﬁ Presence Management
» ([ Queue Management
Lo [ﬁ‘ VR Management
v E Qutbound Management
. Dialers
|| Campaigns
|| Templates
|| Filters
| Call Result
|| Call Transfer Lists
|| Blocked Numbers
|| Settings

> [ﬁ System Tools

[3] Loading

% Sinch Contact Pro System Configurator - QA1

- O *
Saved Searches | [¥] co searcn i
LI Outbound Management : Dialer : Campaign Dialer for Ad Hoc Campaigns l Back J
Save Sawe and Close ﬁ' Delete | |—_, Add New | ) Reset 3¢ Close Show ID | 8& LIRS
|' Basics |
Name Campaign Dialer for Ad Hoc Campaigns Max. Lines 300
Type |CampaignDiaIer TJ Expiry Time for Personal Redial | Minutes T
Address
l b Access Rights = ‘
[' Parameters Z]
=

L [ﬁ Userand Role I'v1anagementf

Admin creates
dialer type as
‘Campaign Dialer’
and defines the
number of lines
available to it

| File Personalize Help

LTI Ly

v E Home
I » ﬁ System Services
» (B System Management
» (£ Call Switching
» (B Reporting
| || Scripting Management
L3 ﬁ Directory Management

| L3 [ﬁ Presence Managemen

» ﬁ Queue Management

» (& IVR Management

¥ (& Outbound Managemen
|| Dialers

. Campaigns
| || Templates
|| Filters
|| Call Result
| || Call Transfer Lists [/
1 || Blocked Mumbers
i Settings
- R )' J »

Saved Searches | ¥| Go Search T

Outbound Management : Campaign : Customer renewals campaign [ Back J:
[E] save Save and Close [0 Delete | [ AddNew Copy | 9 Reset 3 Close Show D | 8 H
LA
~ Basics
Name Customer renewals campaign Dialer | Campaign_Dialer (one line) "J
MNotes 2301CD V2 Dialer Notes
Dialing Mode | Predictive v
Created 2 Mar 2023, 10:47:45 v
. Queue | 2201 Campaign Dialer "JL Open J
Import Error Visible ANUmbEr | qee Number ~
Import Status ~ |mported (embedded) All 2
Customer_Renewals_To_Agent_Paulo.bd [' Custom IVR Number rd
[ b Access Rights = l
¥ Userinterface Seftings = |
Script | Subscription Renewals TJ[ Open J Preview Settings
@ Open Script Automatically . [¥] Enable Skip Button b'

[ Histey | | ™ Connected

For campaign usage Admin selects the Campaign Dialer, Dialling Mode and Queue which the dialer uses

CcO

Campaign Dialer is based on the
Queue Dialer mode principal. The
difference being agents are allowed
to choose which campaignthey serve
in.

« Can be used with an existing or
new inbound call queue

» Admin defines which campaigns
are run under the dialling mode of
Campaign Dialer

« Agents require only serve rights to
the associated queue.

* Only active campaigns are shown
in agents Communication Panel
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New dialer type for campaigns - Agent

Queue Dialer campaigns listed under group header ‘Campaign Queues’

(v () Heady

Home | Conversatighs

Queues

LI

v
Campaign QueuefMarketing, Sales and Promotions Hotline (3)

% Customer retenflons campaign (Preview)
@  Marketing & Prdmotions campaign (Progressive)

& Sales confirmatipn call campaign (Predictive)

= Campuaigns (3)
v % Customer follow-up campaign (Preview)
% Customer renewals campaign (Predictive)

@ Customer wellbeing call campaign (Progressive)

Home view with grouping applied for campaigns

Open

Open

Open

Open

Open

Open

() Available ~

Campaign Dialer campaigns listed under group header ‘Campaigns’

&

40/40
40/40

18/18

40/40
40/40

40/40

Q

0/0
0/0

0/0

”n
0/0

0/0

)

LIy

» L

Campaign Dialer usage in
Communication Panel

« Agentsview active campaigns using
the home view ‘Grouping’ filter

* Only active campaigns are shown
under the grouping header of
‘Campaigns’

« Agentcan choose and serve only in
one campaign at a time

» Blended experience offeredin the
campaign modes of preview and
progressive from all serving queues

« Campaigns in the mode of predictive
require agent’s sole availability,
therefore mode will log them out of
other serving queues — non blended
experience
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Miscellaneous
Improvements




Skill based routing enhancement

| File Pergonalize Help

bt

v [E Home
| L3 [ﬁ System Services
L3 [ﬁ System Management
» (B Call Switching
L3 ﬁ Reporting

|| Scripting Management
LS ﬁ Directory Management
LS ﬁ Presence Management
v E Queue Management

Queue Groups
Calendars
Schedules
Prompts
Prompt Files
Skills
Reply Templates
|| Third-Party Extensions
L ﬁ IVR Management
L ﬁ Cutbound Management

L ﬁ User and Role Managemg
L ﬁ System Tools

EAS T

Queue Management: Phone Queue : 8281

Saved Searches | ¥| co search T

| Back |;

El save Save and Close Tl Delete | [ Add New [ Copy | ) Reset 3¢ Close

[Tt e s

Show ID | Mumber Viewer | & M ¥

=i
[ b Contact Management = ]
[ » Reporting and Monitoring =
[D Prompts =
[ b Queue Groups =
[ b Access Rights =
[» siis =]
¥ Skill Reduction =
4 | Time (s) | Skill Requirement v |
10 3
Use Absolute Waiting Time * | Not Defined TJ
| Extend Skill Reduction * |on v
(» Voicemail ana Notfication Cal Settings = |
[ b External Aoent = ]

l

History

J

%y, Connected

Extended Skill Reduction in System Configurator / Queue Management / Queues / Skill Reduction

Skill reduction can now be applied to skill
that are not listed for the specific queue.
Extended skill reduction is available for
all channels.

Example:

* Queue A has skills English and
Finnish

* Queue B has no skills, extended skill
reduction set

Conversation arrives to Queue A and is
forwarded to B.

By default, skills are carried over and skKill
reduction is affecting only skills
configured to queue.

With new parameter you can extend skill
reduction to skills that are not configured
for the queue.
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Java installed on workstation

Pre-requisite for using System Configurator

@ Sinch Contact Pro 5C x + V) = m| ®

C {Y & login-eu-wi.dev.cc.sinch.com/team3/scweb/sc/default.jsp = 4 » 0O m' H
Sinch Contact Pro SC(10.0.2302.776)

‘We will discontinue support for Java 8 in Contact Pro 23q2 release. For more information, see Discontinuation of Java 8 support - Sinch Community.

| Open Launcher for j..ding to JSR-567

https://login-eu-w3.ccsinch.com wants to open this application.

[0 Always allow login-eu-w3.ccsinch.com to open links of this type in the assaciated app

Open Launcher for .jnlp applications according to JSR-56

OpenWebStart

OpenWebsStart is released under the GNU General Public License,
Version 2, with the Classpath Exception. It is based on IcedTea-Web.
For more information please visit https://openwebstart.com

7 varakun

System Configurator Web Start

We are planning to discontinue support
for Java 8 in 23g2 release.

For more information, see

To prepare for that, we have self started
using OpenWeb Start.

It can be run on standard setup, that is,
using Java 17.

However, Java 17 is not completely
verified with 23q1, thus the
recommendationis to use Java 11.

The community article explains the setup
process.

© 2022 Sinch All Rights Reserv ed 24


https://community.sinch.com/t5/Contact-Pro/Discontinuation-of-Java-8-support/td-p/11160
https://community.sinch.com/t5/Contact-Pro/Discontinuation-of-Java-8-support/td-p/11160
https://community.sinch.com/t5/Contact-Pro/Discontinuation-of-Java-8-support/td-p/11160

System Configurator on macOS CR
avallable for customer - as an open beta

We invite our customers using Mac to try
System Configurator on macOS.

This is preview only release and we ask
customersto reportpossible issues via
tickets.

* Users can now launch System
Configuratorfrom macOS

« OpenWeb Start is prerequisite to be
able to openthe SC

« Javaversion 11is recommended,
but Java 17 can also be used.

Known issues:
« Skills exporting fails (CC365V1-6354)

» Summary of rights opens only once
(CC365V1-6362)



Further improvements and betterments -

For full list, see what's new in 23q1

Allocating chat conversations fixed, this was related to change of Presence profile with Queue Group linkage

Email attachments are now better shown in Outlook, when agent replying with attachments, there was a similar fix for Gmail re cipients earlier.

Chat Visitor Client and Launchpad got few improvements

« Launchpad opening on a mobile clientis optimized in full size view
« Dynamical resizing when mobile device orientation changes

* Messaging channels are scrollable

* Moving the chat visitor client with mouse is improved

Solving ‘connection lost’ cases due to browser power saving features
« Communication Panel only uses the agent's microphone when in use during a call and then releases upon hangup.

« Version22Q3 introduced Communication Panel's usage of the browser’s tab microphone indicator to further emphasize this.
This 22Q3 feature has had to be reverted until further notice in orderto maintain the stability of the UI.
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