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CXone MAX Agent

A Reference Guide for Agents




Log In to MAX

You must use An email from
Google Chrome NGAgentEventLog@incontact.com
as your browser will contain password reset instructions

https://home-c18.incontact.com

1. Your user name must be in the form of an email address
2. Use the temporary password from your email
3. Check ‘Launch Agent Upon Login’

4. Click Sign In

password TWICE >9 digits, numbers, lowercase and capital
B |etters, special characters

' At 1st login, a box indicates log-in failed. Provide a new
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LS @ rnA eI Ccom

Enter Password

Fasswmord

¢ Launch Agent Upan Login

Forgot FPesswond?



mailto:NGAgentEventLog@incontact.com
https://home-c18.incontact.com

Log In to MAX

Once logged in to the web
page, click on the ‘Dial Pad’
in the top right corner

Ommmmm v @ NICE:inContact

MAX - Google Chrome = O X
# maxniceincontact.com @,

Select
‘Launch X Choose
MAX’ ‘Integrated
Softphone’

Phone Number Or Station ID

O Set Phone Number

@® Integrated Softphone

4 Check Remember Me
‘Remember Me’ |

Connect | | Close |

5 Click ‘Connect’
NICE - inContact



Log Out of MAX

Click anywhere in the
state bar

Select LOG OUT at the
bottom of the list

Click Log Out in the pop
up window to confirm.
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MAX - Google Chrome = O

Do not close the

n () UNAVAILABLE ~ 00:19
@ AVAILABLE webpage by

clicking the “X”

@ UNAVAILABLE 15 break in the top right

J) LEECDD corner. It will
::;:::smmuledwemstoday_ not Iog you

You have no recent calls logged. o ut
I }

@ UNAVAILABLE

A
Log out confirmation

Are you sure you want to log out?

h Log out ‘ Cancel

Agent Reports

&+

™= 1‘ I'l'l
Schedule Messages Launch

New More




MAX Interface

Personal Queue
Calls assigned or
transferred to you

Coming Up

Your scheduled commitments

Call History
Your last two calls will
show here
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MAX - Google Chrome = O

# maxniceincontact.com = Q@

(O UNAVAILABLE -~

&> AGENT LEG - INACTIVE

Personal Queue

Your queue is empiy.
Coming Up

You have no scheduled events today.

Call History

You have no recent calls logged.

Agent Reports

=+ ®= 11 I'l'l aee
New Schedule Messages Launch More

Agent State Bar

Click his bar to change your state

Available
Work can be routed to you

Unavailable

No calls will be routed to you

Log Out
To end your session

(O UNAVAILABLE ~

@ UNAVAILABLE

@ UNAVAILABLE Bio-Break
@ UNAVAILABLE Lunch
@ UNAVAILABLE Meeting

@® L0GOoUT




MAX Settings

Additional Features

MAX - Google Chrome = m|

MAX - Google Chrome

max.niceincontact.com

@ maxniceincontact.com [ ] &’ AGENT LEG - INACTIVE

Under Audio 5
— Click ‘New Contact’ .
< ANNotifi_cations to on Set Auto Accept ‘
= To beep when call is ‘on’ to automatically
connected be connected to an
New contact incoming caller

New agent message

1015502849
S_0B_Phone

015502849
i5_0B_Phone

New contact reply

Under Visual " integrated Softphone @
End chat or call .
Click ‘New Contact Select a pre-defined

New agent message to on RI n gto ne

TO Open a popup in bottom 6 to have a % Auto-Accept off
New contact rlght corner Ofyour screen continuous rng

when a new call comes in while call is being ]
: routed to you iFom oW
CI I C k M o re = > New Schedule Messages Launch

Settings ->
AV Notifications e 4 4. Click More -> Settings -> Integrated Softphone

Ringtone
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Call Handling - Incoming Call

. Intearated Softphone

Click ‘Accept’
. + to answer a call

-
Transfer / Conf Commit Launch

Mute
Caller

Hold
Caller

Hang Up
Hangs up

will hear
silence

will hear

! the call
music

E Unknown 013
(866) 965-7227

Ascent_CS_0B (4171450)

O] @

Mask - If available, white
noise will cover a recording

®

Hold Mute mask Record
-
- + it -
Transfer f Conf Commit Launch Hang Up

Record - If available,
call will be recorded

mr VR:

Commit — If available,

creates a follow-up reminder

NICE - inContact



Call Handling
Outbound Call

|/|A. - —— — - —— (’.-_ . — v — T ——

Q, Enter number, email, or search term Q, 8017155155

8017155155

External

Enter a

2a number,
email, or Agents

search term Or search by

here Address Book Agent Name or lick I’
by Skill Name clekCa

Skills

2b

My Personal List

Click ‘New’
to initiate
an outbound
contact

An outbound
skill is required

u u u

;+ ™= 1‘ l-I-I e
New Schedule Messages Launch More

w w w

;+ ™= “ I-i-l Ty
New Schedule Messages Launch More
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Call Handling

Transfer /| Conference

EH Unknown 0:05
(866) 9657227

Ascent_C5_0B (4171450)

Click
“Transfer/Conf’

Enter the Sklls

number Agente

Address Book

My Personal List

NICE - inContact

® H Unknown

(866) 965-T227

Ascent_C5_0B (4171450)

¥ @
0:28
Hold
-
-~
Transfer / Conf

B Q 8669657227|

Mute Mask
th -
Commit Launch Hang Up

8669657227

External

NICE inContact
Phane: (866) 965-7227

H Unknown
(866) 9657227

Ascent_C5_0B (4171450)

3b

Warm Transfer
Wait for the new
call to answer
and give some
information, then
click “Transfer’

Once the new call answers...

Original contact goes
on hold automatically

Click ‘Cold Transfer’
to immediately
disconnect yourself
leaving the other two

S

B Unknown
289552

H unknown
(866) 965-T227
Ascent_CS_OB (4171450

Hold

-Ascent Training Cust Svc 0B- (196811) SB 005 |

Launch

0:06

3c

i Unknow 0:26
© E_:..;_g.?s..—.'lf.—- ' Conference

Wait for the new
call to answer
and then

T | 8 click ‘Conference’

™ (Now you can
hang up either
call individually)



Call Handling

Disposition

Call ended acw IEXN
X Unknown 0110

N (866) 965-7227
Ascent_CS_0B (4171450)

< New commitment

Unknown

During or after a call, a el
disposition may be ® ® ©
required. When a call I A
completes, you will see the

list of dispositions.

Disposition

Disposition
1st Contact Resolution
Account Update

Sales Call

Select a disposition

2 Add optional notes and tags

3 Click ‘Save & Close’ | v

Disposition

Disposition complete
NICE - inContact



Troubleshooting Sound Issues

Tips and Tricks | Voo :
In Windows, search “Sound” e
Select a playback device below to modify its settings:

Under “Playback” ensure you see the @ Coreront 55 Audo

speaker for your headset. Make sure it is . e
If your MAX freezes or Sebies .
IS nOt reSpondlng preSS You can “right click to enable

€ ’ Make sure other playback features are
the F5 key on yOUI' disabled. Sometimes it can be conflicting
keyboard _ what device to play the audio on
Configure Set Default ‘V Properties

MAX itself doesn’t have a refresh button,
but you can refresh MAX from your o . R e —
keyboard. This will usually fix the e
problem. Ceect  recoring devic blow o modiy s stings

External Microphone

Internal Microphone
P Conexant ISST Audio

Ensure the microphone is listed here and

i enabled

g"ag E(iaszebxlzzx ISST Audio
Mcoptone Ensure the other microphones are disabled
on this screen as well

An easy way to test the audio is to have an
Agent place an outbound call through MAX
Contene Set Default ‘v S tO yOur Ce” phone

"] n
NICE - inContact —_— 11




Troubleshooting
Other Things

| cannot transfer the call; the Conference
button isn’t showing up!

The conference button is only available

when you have the second caller on the
line to transfer to.

Can | make MAX bigger?

Yes, you can hold down your CTRL key
and scroll up with your wheel on your
mouse. This will increase the size.

NICE - inContact

I’m having a hard time hearing the callers.

Turn up the sound in Windows as well as
on your headset.

My Hangup icon is greyed out!

You cannot hang up on a customer if
you have them on Hold or Mute.
Simply take them off Hold/Mute and the
hangup feature will be available.




Frequently Asked Questions

| cannot transfer the call; the Conference : . . .
., . I’m having a hard time hearing the callers.
button isn’t showing up!

: : Turn up the sound in Windows as well as
The conference button is only available
on your headset.
when you have the second caller on the
line to transfer to.

My Hangup icon is greyed out!
Can I make MAX bigger? You cannot hang up on a customer if

Yes, you can hold down your CTRL key you have them on Hold or Mute.
and scroll up with your wheel on your Simply take them off Hold/Mute and the
mouse. This will increase the size. hangup feature will be available.

NICE - inContact
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