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Amazon Connect Functionality Overview
Selecting your Headset (Windows 10)

1. Open Sound Settings by right-clicking on the sound icon on the windows tools
bar. A screen should appear showing your output and input devices.

Open Sound settings

Open Volume mixer
Spatial sound (Off)

Troubleshoot sound problems

o o A 7/30/2020

2.  Click on the “Choose your output device” field and select the right device from the drop
down.

3. Do the same with “Choose your input device.”

— X

Sound
Output Related Settings

Bluetooth and other devices
Choose your output device

e Sound Control Panel

| Headset Earphone (Jabra EVOLVE 30...

Microphone privacy settings
Certain apps may be set up to use different sound devices than the one
selected here. Customize app volumes and devices in advanced sound Ease of Access audio settings
options.
Device properties

Have a question?
Master volume

Fixing sound problems
) ' 92 Setting up a microphone

A Troubleshoot
Get hel

Manage sound devices @ Gethelp

& Give feedback
Input

Input
Choose your input device
a | Headset Microphone (Jabra EVOLVE... Jack Mic (Realtek AUdlo)

Certain apps may be set up to use different sound devices than the one Headset Microphone (Jabra EVOLVE 30 1)
selected here. Customize app volumes and devices in advanced sound
antion Microphone Array (Realtek Audio)

A
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Amazon Connect Functionality Overview

Overview

Once you have logged in to the MO ACTS Platform, the Amazon Connect Phone
can be found at the bottom of your screen.
The Amazon Connect phone is integrated within MO ACTS.

* The Google Chrome browser is recommended.

’X‘ alw Search Cases and more... *I- 264 A H
231 ContactTracing  Cases v 00001006 v x

B Actions & Recommendations -

Outreach Underway Monitoring and Support

Actions  History

Case

+ Follow C Edi Printabl
Guided Script - Contact Tracing - i "
Status Case Record Type Case Owner Enterprise Id

[£) contact Details - Awaiting Outreach Contact Outreach " Test User
Name Email
Vilma Berlanga test@test.com Details Other Actions

Birth Date

Age

Mobile ) Awaiting Outreach
1, (616) 568-4113

Phone

Mailing Address

79 S Howell Ave
Puxico, Missouri 63960
United States.

Date/Time Opened 7/27/2020, 12:29 PM

Date/Time Closed

Employer Letter
Requested?

r tcome
-
O Omni-Channel (Omlr\ell % Phone IJ& Demo Helper

o

Note: Do not open multiple browser windows of MO ACTS. Opening multiple
browser windows of MO ACTS will result in the creation of duplicate tasks when
auto logging and lead to incorrect call task mapping to cases.
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Amazon Connect Functionality Overview

Phone Functionality Overview

When you click the Phone button, the phone pop up will appear.

1. You can minimize this by clicking the line in the upper right-hand corner of the pop
up.

2. Clicking the Quick connects button will display pre-set speed dial lines, such as
Translation Services.

3. Clicking the Number pad will allow you to dial a phone number.

% Phone _ (@ ~' v Q Search. *% 20 A Q‘

Available v < ER v 00001009 v %

Welcome User

Status: Outreach Underway

Dtest.com
! |
Date
Case N
+ Follow Change Owner Edit Printable View
ﬂ Status Case Record Type Case Owner Enterprise Id
uage Outreach Underway Contact Qutreach M TestUser
ish
hn ks & Minor Details Other Actions
Does contact Speaking with
P " know about their Household
8 Quick connects exposure? Member
-~ Last Exposure Status Qutreach Underway
i Number pad Date
Is Healthcare Closed Reason
Worker?
Connected to Closed Reason: If
- Congregate Other, Please
S = . Setting? @ Specify =
O Omni-Channel (Offline) R Phone # Demo Helper
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Amazon Connect Functionality Overview

Status Overview

There are different statuses you can use:
1. Available: Use this status while making outbound calls for appropriate productivity
reporting.

2. Others:
* In Call: When you start a call, the system will automatically set you as “In Call”.
* Meeting: Use this status while you are in meeting.
* Lunch: Use this status when you go out for lunch.
» Break: Use this status when you go out for a break.
* Restroom: Use this status when you go to the restroom.
Offline: Use this status when you finish your shift.

. Phone -

(1 Es iy [ - §

Others
Restroom
Meeting
—

Lunch

Break

" N offline

B Quick connects

Number pad

O Omni-Channel (Offline) & Phone  # De

Note: If you select the status Meeting, Lunch, Break, or Restroom, you will have to
manually change your status back to “Available” when you are ready to make calls
again.
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Amazon Connect Functionality Overview
After Call Work

When you complete a call, you are automatically placed in “Busy” status.

Once the call is disconnected, a counter starts for “After Call Work” time, during which
you can complete call logs and update the case. After 5 minutes, you will automatically
be switched to the “Available” status.

A @ 2ea

. Phone T Al w Search

& oF
®© 00:30
E ) :

+1 504-289-7774
© 00:06

Outreach Underway Menitoring and Support Closed

Status: Outreach Underway

Case

+ Follow Change Owner Edit Printable View
Status Case Record Type Case Owner Enterprise Id
uage Outreach Underway Contact Qutreach B TestUser
ish
v Details Other Actions
of Kin Nar
Status Outreach Underway
Clear contact of Kin Phone Number
Closed Reason
Closed R I
- Other, Pl
« » | | pecif 1I-B
Pmni-Channel (Offline) & Phone % Demo Helper icn_downloaded |
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Making a Call
Begin a Call

1. From the Contact Details panel on the Case page, click on the Contact’s phone
number (displayed in blue).

« REMEMBER: You can also use the Number pad to make a call.

M Al w

O Omni-Channel (Offline) % Phene  #& Demo Helper

Search...
ses . -
22z Contact Tracing Home v 00001006 v X
E Actions & Recommendations
Awaiting Outreach QOutreach Underway
Actions  History
Status: Awaiting Outreach
Add
Case
. . . + Follow
Guided Script - Contact Tracing hd
Status Case Record Type
E Contact Details v Awaiting Outrea.. Contact Qutrea...
Name Email ) R
Vilma Berlanga test@test.com Details Other Actions
Home Phone Birth Date
Does contact
L, (616) 737-3085 know about
Mobile Ags their -
exposure
,(616) 568-4113 )
Last Exposure
Phone Language Date
English

Is Healthcare

Monitoring and Supp...

D@2 aa

-~
'

(84

Closed

~ Mark Status as Complete

Change Owner Edit Printable View

Case Owner

B Test

Speaking with
Household
Member

Status

Closed Reason

User

Awaiting Outreach

Enterprise ...

Note: If the number is grayed out and the phone icon has a slash through it, open
the phone to make sure you are logged in. If you continue to have issues, contact

your supervisor for help.
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Making a Call
Begin a Call (cont'd)

2. When the call is connecting you will see the phone number in the green call status
bar.

+1 844-804-7102

Connecting

Outreach Underway Monitoring and Support

Status: Outreach Underway + Mark Status as Complete

est.com
|
Case
+ Follow Change Owner Edit Printable View
Status Case Record Type Case Owner Enterprise &
Qutreach Underway Contact Qutreach B Test User
Details Other Actions
n Nar Member
Status Outreach Underway
# Endeall e Closed Reason
Closed Reason: If
- Other, Please
s Specify .
ani—o»annel (Offine) %, Phone 3§ Democ Helper ml

Call is Connected

3. Once the call is connected, you will see the call status bar is now blue and has a
timer to indicate the call duration.

From this screen you can:

* Place the call on hold

*  Mute the call

+ Connect with a support resource — such as the Translation Service

. Pphone o'

+1 844-804-7102
© 00:00 Connected call

Il Hold

¥ Mute

#H Number pad

B Quick connects

S Endall
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Making a Call
Ending a Call

4. Click End Call when you finish the interview to disconnect the call.

L. Phone

[
+1 555-555-5555

© 00:02 Connected call

1l Hold

¥ Mute
i Number pad

B Quick connects

o~ Endcall —o

Clearing a Contact

Note: After every call you need to click "Clear Contacts" in order to make a
new outbound call.

% Phone =3 Al v Q Search. ﬂj 26 A ".c,“'

Available v n o

+1847-648-1422
© 00:02 After call work

i 00001006 F Guided S VX

- aiting O ach Qutreach Underway Monitoring and Support Closed !
| I N ..o
-
Case N . .
+ Follow Change Owner Edit Printable View
Status Case Record Type Case Owiner Enterprise Id
Awaiting Outreach Contact Outreach Test User
Details Other Actions
Does contact Speaking with
know about their Househald
re?
Clear contact exposure? Member
N, Last Exposure Status Awaiting Outreach
Date
Is Healthcare Closed Reason
Warker?
o T Connectedto Closed Reason: If T 5

O Omni-Channel (Offline) & Phone & Demo Helper
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Conferencing

Conferencing in another Person

If you need to conference in a supervisor or other support during a call:

1. Tell the person you will be placing them on a brief hold.

Place the call on hold by clicking the Hold button. +1555-555-5555
® 00:15
o-._l 1l Hold I
¥ Mute
' Number pad
E Quick connects
~ Endcall
2. The call status bar changes to orange and a new timer |
begins showing how long the caller has been on hold. e
A IMPORTANT: the status bar color does NOT change % Mute

when you are on Mute, so remain aware of whether
or not you are muted while on the call.

i Number pad

B Quick connects

3. Click Quick connects and enter the phone number of the person you need to call.
Click Call.

n a Quick connects X
B . 555-555-5555 —e

» Resume

W Mute

i Number pad

e_- E Quick connects = m__o
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Conferencing

Conferencing in another Person

4. The second phone number appears below the first n o
call.

+1847-648-1422

Connecting

¥ Mute

5. Once connected, in-call action options appear
as buttons.

» Join: will merge the two calls, so all three of you
can talk together

+1 555-555-5555
> .
© 01:.08 Connected call

» Swap: will move you back and forth between this
call and the original call

1l Hold All ¥ Mute

Click Join to conference in the other person.

e_— 2. Join 0+ swap '__e

i Number pad

6. After you press Join, both call bars will become & Phone
blue (because your original outbound call is no

L
longer on hold, and all 3 calls are connected). ﬂ e ‘
+1 555-555-5555 11|

® 00:04 Joined

+1 555-555-5555 o
®© 00:04 Joined

A IMPORTANT: You can exit the call by

clicking the End call button after the Il Heldal
supervisor has been conferenced to the line S e
and the call will continue between the

supervisor and the caller. i Number pad

-
o o Leave call
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Using the State Language Line

Get Connected with a Translator

You can connect with the State’s translation service during a call — or use any
local resources you have in place.

1. Note the caller’s phone number, and tell them you will be calling

+1 555-555-5555

back with a translator momentarily. Disconnect the call. ® 0015

11 Hold

% Mute

' Number pad

E Quick connects

o_'—l v Endcall I

2. Click Quick connects and double click on the Translation Services option to initiate
the call.

@ Change status v

Available

Quick connects X

BE + Enter for a quick connect or number

Translation Services 2

3. Listen to the prompts, and enter the following codes using the Number pad:

 Account number: 25488

e Division number: 3350
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Conferencing

Conference with Language Line

5. Following the prompts, request a third-party call in the appropriate language.
Language Link will give you 2 options:
* Press 1 to enter the contact’s phone number to make the outbound call yourself
* Press 2 to have the translator connect the call
You should choose OPTION 2.

6. Language Link will then call the client with you and the interpreter on the line.

REMINDER: Once you have completed the interview, click on Personal
Details to change the person’s preferred language.
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Thanks!

Contact the MO ACTS Helpdesk with questions:

Telephone: (573) 526-9533
Email: MOACTS@health.mo.gov
Hours: 8:00 am — 8:00 pm, Monday - Sunday
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