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Cisco	Finesse	for	Contact	Center	Express	12.0	is	an	Agent	and	Supervisor	Desktop	that	is	completely	web-based.	No	additional	program	is	needed	on	the	PC	other	than	a	web	browser.	Cisco	Finesse	will	not	require	client	upgrades	as	in	the	previous	desktop	application.	Additional	improvements	over	the	previous	web	client	include:	The	ability	of
Agents	to	use	Cisco	Jabber	with	the	Cisco	Finesse	Contact	Center	on	both	Windows	and	macOS	machines.	Note:	Cisco	IP	Communicator	is	still	available	for	use.	An	upgraded	look	of	the	Cisco	Finesse	web	client	to	help	increase	usability.	Important:		See	Cisco	Finesse	12.0	Agent	Desktop	for	UCCX	to	watch	the	Cisco	Finesse	training	video.	Additional
information	on	the	software	release	can	be	found	on	the	Cisco	website.	Browser	Support	The	Cisco	Finesse	web	client	will	work	on	supported	browser	versions	of	Microsoft	Edge,	Firefox,	and	Chrome.	Getting	Started	Sign	in	Click	the	appropriate	login	page	link	for	your	campus	cluster	on	U-M’s	Telephone:	Contact	Center	Cisco	Websites.	Enter	your
username	in	the	Username	field.	Enter	your	password	in	the	Password	field.	Enter	your	extension	in	the	Extension	field.	Click	Sign	In.	Note:	After	login,	you	may	be	asked	to	accept	security	certificates	for	the	two	contact	center	servers.	Click	Accept.	Change	status	You	must	be	in	a	Ready	state	to	receive	your	contact	center’s	calls.	To	change	your
status	from	Not	Ready	to	Ready:	At	the	top	of	the	Cisco	Finesse	screen,	click	Not	Ready.	Select	Ready	from	the	drop-down	menu.	You	should	now	be	available	to	accept	calls.	Not	ready	codes	Your	status	will	change	based	on	the	activity	you	are	doing	with	the	customer	at	that	time.	If	you	need	further	instructions,	please	consult	your	Supervisor.	Sign
out	Ensure	your	status	is	set	to	Not	Ready.	(See	“Change	status”	above	for	steps.)	In	the	upper	right	corner	of	your	screen,	click	the	user	icon	and	select	Sign	Out	from	the	drop-down	menu.	​Important:	Agents	and	Supervisors	should	sign	in	at	the	beginning	of	their	shift	and	sign	out	at	the	end	of	each	day.	Make	a	new	call	Ensure	your	status	is	set	to
Not	Ready.	(See	“Change	status”	above	for	steps.)	In	the	upper	right	corner	of	your	screen,	click	the	phone	dial	pad	icon.	(Clicking	the	Manage	Call	tab	provides	the	same	functionality.)	From	the	dial	pad,	enter	the	desired	phone	number	(e.g.,	9124898372882).	​Important:	You	must	add	“91”	to	the	beginning	of	the	5-	or	10-digit	number.	Note:	Your
desk	or	softphone	will	still	be	available	for	use.	Call	Functions	Instead	of	using	the	on-screen	functions	within	Cisco	Finesse,	you	may	continue	to	use	your	desk	or	softphone	for	any	Answering,	Holding,	or	Consulting	features.	Answering	a	call	When	a	call	comes	into	the	queue,	click	Answer	in	the	lower	right	corner	of	your	screen.	You	are	connected
to	the	caller.	To	end	the	call,	click	End.	Note:	You	can	receive	a	call	from	another	Agent	while	you	are	in	the	Not	Ready	state.	​Important:	It	is	a	best	practice	to	periodically	check	to	ensure	your	state	returns	to	Ready	after	completing	a	call	or	stepping	away	from	your	computer.	Some	factors	will	affect	the	automatic	switch	to	the	Ready	state,	such	as
your	department's	After	Call	time,	whether	or	not	you	missed	a	call,	and	who	ended	the	call.	Holding	a	call	To	place	a	call	on	hold,	click	Hold	on	the	call	bar.	Consult	transfer	and	conference	These	functions	will	appear	when	on	an	active	call.	The	functions	will	allow	the	Agent	to	ask	others	a	question	or	add	others	to	the	phone	call.	While	on	an	active
call,	click	Consult.	The	call	control	area	will	expand	to	show	the	keypad.	Select	the	contact	number	you	wish	to	consult	and	click	Call.	The	customer	is	placed	on	hold,	and	you	are	connected	to	the	Agent/Supervisor	you	called.	Click	Consult	again	when	you	are	finished.	Agent	Reports	Home	The	Home	tab	contains	two	Live	Reports,	which	can	be
sorted	by	column.	Agent	Contact	Service	Queues	(CSQ)	Statistics	Report	CSQ	Name	-	Displays	the	queue	name.	Calls	Waiting	-	Displays	the	number	of	calls	waiting	in	each	queue.	Longest	Call	in	Queue	-	Displays	the	longest	call	in	the	queue.	Agent	Team	Summary	Report	(State	Information)	Agent	Name	-	Displays	the	other	members	of	your	team.
State	-	Displays	each	person’s	current	state.	Reason	-	Displays	a	system	reason	code.	(You	can	ignore	this	column.)	My	Statistics	tab	The	My	Statistics	tab	contains	two	additional	Live	Reports,	which	can	be	sorted	by	columns.	Agent	Statistics	Report	Calls	Offered	-	Displays	the	number	of	calls	offered	to	you.	Calls	Handled	-	Displays	the	number	of
calls	you	handled.	Talk	Time	(Average	/	Maximum	/	Total)	-	Displays	the	time	you	spent	talking	since	your	last	logout.	Hold	Time	(Average	/	Maximum	/	Total)	-	Displays	the	time	you	spent	holding	customers	since	your	last	logout.	Ready	(Average	/	Maximum	/	Total)	-	Displays	your	time	in	Ready	since	your	last	logout.	Not	Ready	(Average	/	Maximum	/
Total)	-	Displays	the	time	you	spent	in	Not	Ready	since	your	last	logout.	After	Call	Work	(Average	/	Maximum	/	Total)	-	Displays	the	time	you	spent	in	After	Call	since	your	last	logout.	Recent	State	History	Start	Time	-	Displays	the	timestamp	for	the	change	in	state.	State	-	Displays	the	subsequent	state.	Reason	-	Displays	the	system-generated	reason
code	that	applies	to	the	Agent.	Duration	-	Displays	the	time	spent	in	each	state.	Have	an	account?			Personalized	content			Your	products	and	support	Log	in	Don't	have	an	account?	Sign	up	Forgot	your	password?	About	Cisco	accounts	The	documentation	set	for	this	product	strives	to	use	bias-free	language.	For	the	purposes	of	this	documentation	set,
bias-free	is	defined	as	language	that	does	not	imply	discrimination	based	on	age,	disability,	gender,	racial	identity,	ethnic	identity,	sexual	orientation,	socioeconomic	status,	and	intersectionality.	Exceptions	may	be	present	in	the	documentation	due	to	language	that	is	hardcoded	in	the	user	interfaces	of	the	product	software,	language	used	based	on
RFP	documentation,	or	language	that	is	used	by	a	referenced	third-party	product.	Learn	more	about	how	Cisco	is	using	Inclusive	Language.	The	documentation	set	for	this	product	strives	to	use	bias-free	language.	For	the	purposes	of	this	documentation	set,	bias-free	is	defined	as	language	that	does	not	imply	discrimination	based	on	age,	disability,
gender,	racial	identity,	ethnic	identity,	sexual	orientation,	socioeconomic	status,	and	intersectionality.	Exceptions	may	be	present	in	the	documentation	due	to	language	that	is	hardcoded	in	the	user	interfaces	of	the	product	software,	language	used	based	on	RFP	documentation,	or	language	that	is	used	by	a	referenced	third-party	product.	Learn	more
about	how	Cisco	is	using	Inclusive	Language.	Page	2	The	documentation	set	for	this	product	strives	to	use	bias-free	language.	For	the	purposes	of	this	documentation	set,	bias-free	is	defined	as	language	that	does	not	imply	discrimination	based	on	age,	disability,	gender,	racial	identity,	ethnic	identity,	sexual	orientation,	socioeconomic	status,	and
intersectionality.	Exceptions	may	be	present	in	the	documentation	due	to	language	that	is	hardcoded	in	the	user	interfaces	of	the	product	software,	language	used	based	on	RFP	documentation,	or	language	that	is	used	by	a	referenced	third-party	product.	Learn	more	about	how	Cisco	is	using	Inclusive	Language.	Some	links	below	may	open	a	new
browser	window	to	display	the	document	you	selected.	Cisco	Agent	Desktop	-	Browser	Edition	Quick	Start	Guide,	Release	10.0	(PDF	-	201	KB)	Cisco	Agent	Desktop	-	Browser	Edition	User	Guide,	Release	10.0	(PDF	-	627	KB)	Cisco	Agent	Desktop	Quick	Start	Guide,	Release	10.0	(PDF	-	219	KB)	Cisco	Agent	Desktop	User	Guide,	Release	10.0	(PDF	-	1
MB)	Cisco	Desktop	Administrator	User	Guide,	Release	10.0	(PDF	-	4	MB)	Cisco	Finesse	Agent	and	Supervisor	Desktop	User	Guide	for	Cisco	Unified	Contact	Center	Express,	Release	10.0(1)	Cisco	IP	Phone	Agent	Quick	Start	Guide,	Release	10.0	(PDF	-	285	KB)	Cisco	IP	Phone	Agent	User	Guide,	Release	10.0	(PDF	-	458	KB)	Cisco	Supervisor	Desktop
Quick	Start	Guide,	Release	10.0	(PDF	-	324	KB)	Cisco	Supervisor	Desktop	User	Guide,	Release	10.0	(PDF	-	1	MB)	Cisco	Unified	CCX	Web	Chat	Agent	and	Supervisor	Desktop	User	Guide,	Release	10.0(1)	Cisco	Unified	Contact	Center	Express	Report	User	Guide,	Release	10.0(1)
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