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Click Save to save the schedule view. ([{£fF] %2
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[BIsz1]
Use the create command to create a user in the File Access Manager. You can also
use the web interface to create the user.
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[#I3z2]
1. In the Home tab, click Submit to create an invoice.
2. You can see the final invoice on the Invoice tab.
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- In the Home tab, click Submit to create an invoice.
- Click Back to go back to the previous page and edit the invoice.
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WHY DOES THE SOCIAL WEB MATTER TO THE CONTACT CENTER?

Your customers are talking about their experiences and opinions of you—to other customers and prospects. Social media sites like
Facebook and Twitter have drawn a critical mass of consumers. Their comments about your products and services are easily
shared and visible to more and more people which can carry a lot of influence. In short, the social web empowers everyone to be an
author. Social media has emerged as a prominent platform in the Web 2.0 revolution and has a direct impact on how companies
engage with their customers. Contact centers must acquire an organizational skill set to tap into and respond to this powerful new
channel. Contact centers can embrace social media to get closer to customers, spot trends, identify influencers, and create customer
advocates, but they must align with social media norms that reflect an understanding that their organization does not own these
sites. A recent survey by Nielsen Online showed that social networks and blogs are now the fourth most popular online activity,
ahead of personal email.

This marks a shift from companies and customers having one-to-one interactions to customers having simultaneous, public
conversations with each other. People are increasingly looking to friends and family as trusted advisors. Today, it’s critical that
contact center managers empower frontline agents with access to these conversations and provide working guidelines to drive
their response to customer issues. The voice of the organization in these conversations is just beginning to be heard.
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