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Multimedia Profile

Profile Details
Name Volce_Emall_Chat

Descripticn

Media Details
(® Blended Blended Real-time Exclusive

Thiz mode allows agents to handle multiple contacts of different channel types simultaneously. Define upper limits for each channel type.

Voice 1 - Cha 1 - Email 1 - Social Channel o

2. hob pdd cpuosoo Isuwlish IJpogsss el wldpuwetse poluig Iy wlddiss.
pdlebo: I3l e wdysu pdBd wiuosue [Jsuwlisb [Jpegsss Vs JJ pu i&,_,ulp
IJewo e SIJ9)s8: Olu odosu Idpuwese soibs pdd og)s9 Idyuwlshb
lJpwgsse JJW)s8 1Uds suvwgseo ldoyulpe Jouwesd 1U>g9d lJso Agent
Desktop.lJpu g p:

Agent Settings

Site TACSIte v
Teams ® TACAgentTeam
Skill Profile Select v
Agent Profile Agent-Profile ®r
Multimedia Profile Voice_Email_Chat .
IJ ) )S \.9 .
Advanced Se11.|;1gs
ON [t}
Capacity o
Skill Profile Select
Multimedia Profile Voice_Email_Chat

3. 8p wluuwle $lises lowbl) w)ss [JIe,90s 9léolo 1JS,s6.

Queue

General Settings

Hame Email Queve
Description
Type Jueue
Channel Type Email
Contact Routing Settings
Queue Routing Type Longest Available Agent

Email Distribution Add a Email Distribution Group to associate one or more teams with this queue. Add multiple groups to distribute emails 10 more teams as time in queue progresses.

+ Add Group

Groupl -

Teams

Team Name Site Mame Status Team Type

In Service




4. logsle 0 8bs 52l wyss [JIey9us.

Entry Point

General Settings

Name Email Entry Point
Description
Type
Channel Type Emal
Advanced Settings
Service Level Threshald o hours
Time Zone (Routing Strategies Only) Default (Tenant Time Zone)

=0 =) (B

5. 8p vluuile [wesloszss wozse Judbs b¢ld 1dosyss IUlJIde gus Ides wp wdssuol
WO 1Jgbgo [Juwlew8o. wgely Add Email Account 9o 9>8p wdluosd euwle [Jw) s>
IJIJIe 908 Jel §>p0l 1dpu99d. Hlze leable Microsoft POP g IMAP 9 SMTP JJze9J
eds pis> pu ldpedspele. pold
ouvdsd:



https://support.microsoft.com/en-us/office/pop-imap-and-smtp-settings-8361e398-8af4-4e97-b147-6c6c4ac95353

Add Email Account
Email Address oitiook com| -
Inbound Server Settings (IMAP or POP3)
nceming Protoco IMaR -
Incoming Hast outlook_office3ss.com
Inbound Encryption 551 -
Inbound Port Number k]
Dutbound Server Settings (SMTP)
SMTP Server smip.officed65,.com
Dutbound Encryption STARTTLS -
Outbound Port Number 547
Sarver Authentication
Usemame
Password | - Show
Advanced Email Account Settings
Maximum Artachment size 25 MB |
Amnachment Limit 3 L
Mail Delay 60 Seconds i
Maximum Messages/Cycle 10 0
=D €=

6. Bp wluplds Bless IJoszse I9 18)lu Blises lucbl Iwsss IIJJessus wdless wozso
Iuéo_Jlub..gé 929b | woloszss IJoszso.

ted wsing keywords or phrs ting Rules that map

gl Queues. Rules are

+ Add Routing Rle

Order Rule Name IF Email Subject Contains THEN Queue To Action

There are no Emall Routing rules. The default Rule will be used for now.

Default Routing Rule

A Default Routing Rule is required to handle emails that don't satisfy any Aule

Default Routing Rule will Queue To Emall_TAC_Test_Queue X

IJoedd pu lJuoes
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IJI2 ool Microsoft.

Jizeoh louald 1desss IUIJe,90s 1dobs e IMAP Email 19 POP Email lgueobl IJs IJodsso.
Jigeol) logald Idesss IUIdIde9us Iduols)e 1o, outbound SMTP Email.

@ Exchange Online Custom Domains DNS Connectivity Test

Cutlook and Exchange Oniine.

&> Office 365 Single Sign-on Test

o log on to Office 36 Y-
a2 Active Diregtaey Federated Ser

Exchange Online Outbound Connector EDNS Connectivity
Test

@ Exchange ActiveSyn:

ey

@ Qutlook Connectivity

ulates the steps 2 mabie device uwses 19 connedt t2 an Exchange server using

@ Skype for Business Online DNS Connectivity Test

weill ehaeek the external damain nare tettings for your custerm domain uier

Synchronization, Notification, Availability, and Automatic
Replies

basic Exthange Web Sanvices tacks to confirm they're
9 trators who want to troubleshoot external access
wiing Entaurage BWS ar ather Web Services cherts

=1 inbound SKTP Email

Qutbound SMTP Email

Thiz test checks your outbound IP address for certain reguirements. This includes Reverse
DNE, Sender ID, and RBL checks.

2 pop Email
=

This test walks through the steps an email client uses to connect to & maitos using
[

2 map Email
=

This test walks throwgh the steps an email dlient wses to connect to & mailbox using
MAPA.

Free/Busy

@ Cutlook Mobile Hybrid Modern Authentication Test

e you B check i your on-premises E:
erestly 10 uie Hybed Modern Authanticatios

m Mailbox Provisioning Test

Thiis test verifies for a given email address if & user mailbay, recipient of urer object cxists
angd i the obgect i provisioned in Agure AD and Exchange Online.

bed IJodluosd 93880l Jigoul, oluosd Iw,909d9d sldpads sldzuwle 1dpdse6 9 0l

Busdel JJleuolJ.



https://testconnectivity.microsoft.com/tests/o365
https://testconnectivity.microsoft.com/tests/o365

IMAP Email

* indicates a required field.

IMAP server host name: *

IMAP Server

Enter the host name of your IMAP4

ou tlook.oﬁice365.cum|

server. In many cases, this will be

Connection security: *

something like mail.contoso.com or
imap.contoso.com.

‘ 35L

Service port number: *

‘ 993

Authentication type: *

‘ Maodern authentication (OAuth)

Modern Authentication (OAuth) credentials *

‘ Mo accounts found. Click the sign-in button to add one.

Alternate mailbox (optional)

|:| Ignore Trust for SSL

Verification

W,
N~

() New o9 Audio

Enter the characters you see *

Mote: The verification code is not case-sensitive.
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