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1 OVERVIEW 

This design document is for SCR CA-226672 and outlines the addition of a new 

page  to the Contact Center Enhanced Contact Control Panel (E CCP) 

application  (SCR CA-226844). This new page  allow s Contact Center 

administrator s to  configure Contact Cent er features for their County . 

1.1 Current Design  

This functionality does not currently exist  - currently Administrators make 

support requests to the CalSAWS Contact Center Operations Team to 

make these changes on their behalf. The Operations Team make s these 

configuration changes  by interacting with Amazon Web Services ( AWS) 

Connect directly.  

1.2     Requests 

Develop a new Administration page that allows Contact Center administrator s 

to configure  the  following features  for their County : 

¶ Emergency Open/ Close 

¶ Queue Hold Messages  

¶ Courtesy Callback  

¶ Scheduled Callback  

¶ Queue Limits  

¶ After Call Work  

¶ Roll-on/off or Upda te Agent  

¶ Emergency Message  

¶ Informational Message  

¶ Supervisor Email Notifications  

¶ Create/Delete /Edit  Team  

¶ Quick  Connects  

¶ Display Hours of Operation  

1.3     Overview of Recommendations  

Add a new Admin istration  page to the Enhanced CCP application  to allow 

Con tact Center Administrat ors to configure  Contact Center features  for their 

County.  

 

1. Add a new Admin istration  page to the Enhanced CCP application that 

allows configuration of the following . 

a)  Emergency Open/Close  

b)  Emergency Messages  

c)  Queue Hold Messages  

d)  Courtesy Callback  
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e)  Scheduled Callback options  

f) Queue Limits  

g)  After Call Work limits  

h)  Roll-on/Roll -off and update Agent details  

i) Informational Messages  

j) Supervisor Email Notifications  

k) Create/delete Team(s)  

l) Quick Connects  

m)  Display Hours of Operation  

 

2. Integ rate access to the Admin istration  page with CalSAWS role -based 

security and Single Sign On (SSO ).  Access  is restricted  to only users who 

have the ôContact Center Admin Pageõ role. 

3. Implement a ôcool downõ period that requires a 1minute delay between 

change s to the same configuration option.  

 

1.4 Assumptions  

1. All features on the Admin istration  page are customizable by  County . An 

Admin user with the required role to access the Admin Page can view 

and change the configuration options only for their County.  

2. Access to the new Admin istration  page will be via Single Sign On (SSO) 

using existing CalSAWS security functionality.  

3. The following Administration page functions will be disabled for Regional 

Call Center only counties:  

a)  Emergency Open/Close  

b)  Emergency Messages  

c)  Queue Hold Messages  

d)  Courtesy Callback  

e)  Scheduled Callback options  

f) Queue Limits  

g)  Informational Messages  

h)  Supervisor Email Notifications  
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2 RECOMMENDATIONS 

This section outlines  recommendations to add a new Admin istration  page to the 

Enhanced CCP application . 

2.1 Administration Page  

2.1.1 Overview  

Add  a  new  Admin istration  page  to  the Enhanced CCP application . This page 

allows the user to customize features of  the Contact Center  for  their County . 

2.1.2 Description of Changes  

1. Add a new icon/menu item to the Enhanced CCP application , that when 

clicked , displays the new Administration page . 

2. Add a new page to the new  Enhanced CCP application  that display s 

available configuration  options  as a navigation menu . 

3. Clicking on items in this menu displays a panel with the configurable 

options for that selected item. Each of these options is described in the 

below  sections.  
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2.1.2.1 Administration page  Mockup  

 
Figure 1 Administration page  menu options  

2.1.2.2 Administration Page  Security  

The Administration page  is a new page added to the Enhanced CCP 

application . Access to the Enhanced CCP is controlled using the CalSAWS 

Identify Provider . 

 

Create a new CalSAWS role ôContact Center Admin Pageõ in the CalSAWS 

system. 

 

Access to t he Administration page  is restricted to CalSAWS users who have this  

new CalSAWS role  assigned for their County.  

 

 

There is only one level of security for the Administr ation page : 

¶ If a user has the ôContact Center Admin Pageõ role they are able to 

access the Administration page . A user that has access to the 

Administration page  is allowed to perform all Admin actions on the page.  
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¶ If a user does not have the ôContact Center Admin Page õ role the  menu 

icon for the Administration page  does not display and the user is unable 

to access the page.   

 

2.1.2.3 Administration Page  API Security  

User actions on the Administration page  result in API (Application Programming 

Interface) calls to background s ervices with in the Contact Center AWS account . 

These services are accessed usi ng API Gateway . Access to these calls is 

protected by confirming that the  user of the Administration page : 

a)  Is currently authenticated  with their CalSAWS credentials  

b)  Is assigned the ôContact Center Administration page õ role  

2.1.2.4 Administration page  Security ð access without role  

If a user does not have the required ôContact Center Administration page õ role, 

the Administration page  icon is not displayed in the navigation menu.  

2.1.3 Assumptions  

1. User must be a CalSAWS user and must be signed on via the CalSAWS 

Identity Provider (Single Sign -on)  to access the  Enhanced CCP . 

2. The user must have the ôContact Center Admin Pageõ role to access the 

Administration page . 

 

2.2 Administration Page  Configuration Change ôCool-downõ  

2.2.1 Overview  

When the user changes a ny of the configurable options from the Administration 

page , there is a 1 minu te ôcool-downõ period before they can make an 

additional change. This is to prevent  the user from making changes within a 

short period of time.  

 

2.2.2 Description of Changes  

If the user attempts to change a configurable option less than 1 minute since 

the last c hange, a dialog is displayed , as shown in the following dialog mockup 

section  (see section 2.2.3 figure 3 ). 
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The user is prevented from making the attempted change until 1 minute has 

elapsed since the last successful change.  

 

2.2.3 Configuration Change (ôCool-downõ) Dialog Mockup  

  
Figure 2 Configuration Change Warning Page Mockup  

2.3 Emergency Open/ Close 

2.3.1 Overview  

The Emergency Open/Close  feature  allows a user of the Administration page  

to  temporarily  close the Contact  Center  for their County in case of an 

emergency . While closed, all incoming calls to the Contact  Center will play 

the currently selected Emergency Message  to the caller (see section 2.9) . 

 

The Emergency Message only plays while the Contact Center is closed  using 

this Emergency Open/Close feature . When the Contact Center is re -opened, 

the  automatic  message playback will discontinu e. 

 

The Emergency Open/Close does not change which Emergency Message is 

currently selected . The selected Emergency Message can only be  changed 

by an Admin user  (using the Emergency Message feature described in 

section 2.9 . 

2.3.2 Description of Changes  

2.3.2.1 Emergency Open/Close  page mockup : Contact Center is 

open  

This page displays  when the Contact Center for the userõs County is currently 

open and they click the ôEmergency Open/Closeõ menu option.  
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Figure 3 Emergency Closure - Perform Closure Option  

2.3.2.2 Emergency Open/Close  page mockup: Contact Center is 

closed  

This page displays when the Contact Center for the userõs County is currently 

closed and they click the ôEmergency Open/Close õ menu option.  
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Figure 4 Emergency Closure - Re-open Option  
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2.3.2.3 Emergenc y Open/Close ð Contact Center closed warning  

mockup  

 
Figure 5 Emergency Closure warning dialog  

2.3.2.4 Emergency Open/Close ð Contact Center closed warning  

If the Contact Center is currently closed  due to an emergency  and  the user 

click s on  any of the Administration page  menu items other than ôEmergency 

Open/Closeõ, a dialog in Figure 6 is shown to the use r. The dialog  shows the 

following message:  

 

òThe Contact Center is currently closed due to an emergency. All Administration 

page  features are currently disabled until the Contact Center is re -opened. To 

re-open, use the Emergency Open/Close pageó. 

 

If the user presses the òOKó button, the dialog is closed. Features on the current 

page are available in read -only mode.  Any features that perform a  create, edit 

or delete action are disabled until the Contact Center is re -opened.  

2.3.2.5 Emergency Open/Close   ð Contact Center is ôopenõ 

This flow describe s the Emergency Open/Close  page if the Contact Center is 

currently in the ôopenõ state: 

 

1. User selects ôEmergency Open/Close õ option from the  Administration 

page  
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2. System c heck s the date/time of last Emergency Open/Close . If last 

change  was less than 1 minute ago, then continue, otherwise the òcool-

down ó dialog is displayed as described in Section 2.2. 

3. If last change  was more  tha n 1 minute ago, u ser is prompted with a 

confirmation mes sage  to continue : 

 

 
Figure 6 Emergency Closure Confirmation dialog  

4. If user selects òNoó, the user is returned  to the Administration page  menu 

and no further action is taken.  

5. If the user selects òYesó, the steps in the following section òPerform 

Emergency Open/Close  Procedure ó are executed . 

 

2.3.2.6 Emergency Open/Close   ð Contact Center is ôclosedõ 

This describe s the Emergency Open/Close  page , if the Contact Center is 

currently in a ôclosedõ state:  

 

1. User selects ôEmergency Open/Close  option from Administration page  

2. Administration page  display s Emergency Open/Close  re-open dialog : 

 

 
Figure 7 Emergency Open/Close - Re-open dialog  
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3. The ôOpenõ button is displayed on the page.  

4. If the user presses òCanceló, no action is taken. 

5. If the user presses òOpen ó, the steps in the following section òPerform 

Emergency Open / Close  ð Re-openó are executed.  

2.3.2.7 Perform Emergency Open/Close  - Re-Open via Phone  

Update the existing Remote Admin by phone support  to all ow  an authenticated 

user to perform the Emergency Open and Close process  via phone.   

 

This feature complements the perform ing  of the Emergency Open and Clo se via 

the Administration page . 

¶ If the closure is performed via the Administration page , the Contact  

Cen ter can be re-opened  using the Administration page  or remotely by 

phone . 

¶ If the closure is performed remotely by phone,  the  Contact Center can be 

re-opened  remotely by phone or the Admi nistration page . 

2.3.2.8 Perform Emergency Open/Close  Procedure  

When a user selects the ôEmergency Open/Close  option, the system performs 

the following steps:  

1. Calls that are currently in progres s with an Agent or are in a queue , 

continue until they are handled and/ or completed.  

2. Scheduled Callbacks  during the period , when the Emergency Closure is in 

place will continue, but the callback messa ge will play the Emergency 

Message and ask the customer to callback at another time.  

3. Conta ct Center Emergency Open/Close  status is updated to ôclosedõ. 

4. The Call Flow for incoming calls check s the Emergency Closure status. If 

the  current status is ôclosedõ, the Emergency Message is played to the 

caller and the call is ended.  

2.3.2.9 Perform Re-Open Proc edure  

1. When a user selects the ôRe-openõ option, the system performs the 

following steps:  Contact Center Emergency Open / Close  status is 

updated to ôopenõ to indicate Contact Center is now open.  

2. The Call Flow for i ncoming calls check s the Emergency Open/Close  

status. If the current status is ôopenõ, the call flow will continue as normal. 
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2.3.3 Assumptions  

1. All Administration page  options will be disabled when Contact Center is 

closed under an Emergency Closure , apart from the Emergency Closure  

page and the button to re -open the Contact Center.  

2. There is no additional reporting or monitoring to show caller activity during 

the Emerge ncy Closure (e.g. incoming calls missed  while the Contact 

Center is closed ). This information can be retrieved if needed using reports 

in eGain.  

3. This functionality will be disabled for Regional Call Center (RCC) only 

Counties . 

 

2.4 Queue Hold Messages  

2.4.1 Overview  

The Queue H old  Messages feature on the Administration page  allows the Admin 

user to add , edit  and delete up to 10 custom Queue Hold messages  for their 

County . The content of the message is text , which is used to  produce a voice 

message using text to voice.  

 

The default language for each message is English . Each message can optionally 

have translated versions of the message in any of the supported languages. The 

callerõs preferred language determines which language version is played. If a 

translated  version for the callerõs preferred language is not available then the 

default English message is played.  

 

These messages are played while a caller is on hold  and can be used  to remind 

or inform the caller of upcoming events or other information relevant t o the 

County . 

 

Once a new message is added or an existing message is changed, it is 

available for playback during  the next call waiting in a queue, there is no delay 

before it can be used.  

2.4.2 Description of Changes  

2.4.2.1 Queue Hold Messages : No messages defined page mockup  

When a user clicks the ôQueue Hold Messagesõ menu item, if there are no 

Queue Hold Messages defined, the following page is display ed:  



© 2021 CalSAWS.  All Rights Reserved.  

19 

 

 
Figure 8 Queue Hold Messages - no messages defined  

2.4.2.2 No messages  defined  

When there are no Queue Hold messages defined, the only enabled option is  

ôAdd new messageõ. 

1. If the user presses ôAdd new messageõ, the ôAdd new messageõ dialog 

appears (see section 2.4.2.4 for mockup)  

2.4.2.3 Queue Hold Messages: Messages defined page mockup  

When a user clicks the ôQueue Hold Messagesõ menu item and there are Queue 

Hold Messages defined, the following page is displayed:  
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Figure 9 Queue Hold Messages - message display  

2.4.2.4 Queue Hold Messages: Add new  message page mockup  

If the user presses the ôAdd new messageõ button, the following dialog is 

displayed:  

 

 
Figure 10 Queue Hold Messages - Add New Message dialog  
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2.4.2.5 Queue Hold Messages: Language selection dropdown  

 
Figure 11 Queue Hold Messages - Language selection dropdown  

2.4.2.6 Add new  message  

1. The ôAdd new messageõ button is only displayed if there are less than 10 

defined messages. If the maximum of 10 messages is already defined, the 

ôAdd new messageõ button is disabled. 

2. If the user presses the ôAdd new messageõ button, the ôAdd new 

messageõ dialog is displayed.  

3. User enters a unique message name, up  to 60 alphanumeric  characters . 

4. User enters text for the message, up to a maximum of 260 words.  The 

dialog displays a count of the currently entered number of words  that 

updates as the user types, e.g.,  ò12 of 260 wordsó. The entry field  does not 

accept any additional text entry beyond 260 words.  

5. The English version of the message is required.  

6. The user can optionally enter translated versions of the text for any of the 

supported languages using the la nguage dropdown menu. The 

supported languages are:  

a.  English (default)  

b.  Spanish  

c.  Farsi  

d.  Vietnamese  

e.  Mandarin  

f. Armenian  

g.  Tagalog  
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h. Russian  

i. Korean  

j. Cambodian  

k. Hmong  

l. Cantonese  

m.  Arabic  

n. Lao  

7. To hear an audio preview of the message text, the user can press the 

ôplayõ button on the media control underneath the message text field. This 

will playback the audio for the entered text.  

8. If the user presses the ôSaveõ button, the message is saved, and t he page 

is updated to show the new message in the list.  

9. If the user presses ôCancelõ the dialog is closed and no action is taken.  

2.4.2.7 Queue Hold Messages: View/Edit message page mockup  

 

 
Figure 12 Queue Hold Messages - Edit Message dial og  

2.4.2.8 View/Edit message  

1. User selects a message by pressing the radio button beside a message. 

Only one message can be selected.  

2. User presses the ôView/Edit messageõ button, and the ôEdit messageõ 

panel is displayed with the ôMessage Nameõ and the ôMessage Textõ fields 

populated with the current text of the selected message.  
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3. User updates the ôMessage Nameõ and/or the ôMessage Textõ fields. 

4. The English version of the message is required.  

5. The user can optionally enter translated versions of the text for any of the 

supported languages using the language dropdown menu. The 

supported languages are:  

a.  English (default)  

b.  Spanish  

c.  Farsi  

d.  Vietnamese  

e.  Mandarin  

f. Armenian  

g.  Tagalog  

h. Russian  

i. Korean  

j. Cambodian  

k. Hmong  

l. Cantonese  

m.  Arabic  

n. Lao  

6. If the user presses the ôSave buttonõ the changes are saved and the 

dialog closes.  

7. If the user presses the ôCancelõ button, no changes are made and the 

dialog closes.  
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2.4.2.9 Queue Hold Messages: Delete Message page mockup  

 

 
Figure 13 Queue Hold Messages - Delete Messag e dialog  

2.4.2.10 Delete message  

1. To delete a message, the user selects the message to delete by pressing 

the radio button beside the message and presses the ôDelete Messageõ 

button.  

8. The ôMessage Nameõ and/or the ôMessage Textõ fields are displayed as 

read -only fields, and ôDeleteõ and ôCancelõ buttons are displayed. 

2. If the user presses the ôDeleteõ button, the message is deleted. The dialog 

is closed. The list of messages is update d  to display the remaining 

messages.  

3. If the user presses the ôCancelõ button, the dialog is closed,  and no action 

is taken.  

 

2.4.3 Assumptions  

1. Deleting a message is a permanent deletion  and deleted messages are 

not recoverable.  The user can add back a message manually as a new 

message if it is deleted in error or is needed again . 

2. This functionality will be disabled for Regional Call Center (RCC) only 

Counties.  
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2.5 Courtesy Callback  

2.5.1 Overview  

The Courtesy Callback configuration page  allows the Admin user  to turn  this 

feature on or off for their County using the Administration page . 

 

When enabled, t he Admin user can configure:  

¶ Number of minutes before the call back option is provided to the caller . 

¶ Start and end time  range for each day of the week  during which the 

Courtesy Callback feature is enabled . 

 

If Courtesy Callback is not offered for a specific day, the Sta rt time and End time 

values are left blank.  

2.5.2 Description of Changes  

2.5.2.1 Courtesy Callback  Disabled  Page mockup  

  

 
Figure 14 Courtesy Callback feature currently disabled  



© 2021 CalSAWS.  All Rights Reserved.  

26 

2.5.2.2 Courtesy Callback Disabled  

If the Courtesy Callback feature is currently disabled , the only option available is 

to Enable the feature.  

1. User clicks the ôEnabledõ radio button. The Cancel button is additionally 

displayed.  

2. If the user presses Save, the Courtesy Callback feature is enabled, and the 

page is updated to show the Configuration options described in the next 

section.  

3. If the user presses the Cancel button, the change is not saved and the 

Courtesy Callback  feature remains disabled.  

 

2.5.2.3 Courtesy Callback Enabled: Page mockup s 

  

 
Figure 15 Courtesy Callback Enabled Page Mockup  
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Figure 16 Courtesy Callback Enabled Page Mockup  showing time selection dropdown  

2.5.2.4 Courtesy Callback Enabled  

If the Courtesy Callback feature is enabled, the Configuration Options dialog for 

this feature is also displayed. When the feature is disabled, this dialog is not 

displayed.  

1. If the Courtesy Callback feature  was last changed more than 1 minute 

ago, the User is allowed to make new changes. If less than 1 minute has 

elapsed since the last change (Cool -down period), display a dialog  

informing the user that they need to wait 1 minute before making 

additional change s (as shown in Sectio n 2.2). 

2. User enters a positive integer value for number of minutes before a 

callback is offered to the caller. The minimum value is 1 minute,  and the 

maximum valid value is 480 minutes (8 hours).  

3. If the user attempts to enter a value less than the minimum value or 

greater than the maximum value, the following error message is displayed 

beside the entry field:  

 

òEnter a numeric value between 1 and 480 minutes.ó 
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4. The user select s a Start Time  and End time for each day of the week to 

define the time ranges where Courtesy Callbacks are available.  The 

values are selected from a dropdown list (see Figure 15) showing times  in 

30-minute  increments ( for example,  9:00 AM, 9:30 AM, 10:00 A M) . 

5. The selected Start Time must be before the End Time , otherwise a 

validation error message is displayed beside the field in error:  

 

òThe selected Start Time must be before the End Time .ó 

 

6. The End Time must be at least 30 minutes  after the Start Time , and the End 

Time must not be the same as the Start Time, otherwise the following error 

message is display beside the field in error:  

 

òThe End Time must not be the same as the Start Time and  must be at 

least 30 minutes after the Star t Time.ó 

 

7. Only Start Time and End Time options that are  within the defined  open 

hours for the County  are displayed . Times outside of the open hours are 

not displayed as valid options to the user.  

8. If Courtesy  Callbacks are not required for a specific day, t he user can 

leave the Start Time and End Time blank for that day.  

9. If Courtesy Callbacks are enabled, at least one day must have a valid 

Start time and End time configured.  

10. If the user presses ôCancelõ, any values entered or changed  are 

discarded and no cha nges are saved . The Configuration Options dialog 

will revert to show the currently configured values.  

2.5.3 Assumptions  

1. The Courtesy Callback Start and End times must be within the same 

business day. For example : 

a.  Start time of 9 AM and End time of 5 PM is valid  

b.  Start time of 4 PM and End Time if 10 AM is not valid  

2. The Start Time and End Time are configurable for each  day of the week.  If 

a day is not applicable  for that County  (e.g. Saturday or Sunday) , the 

Start Time and End Time can be  left blank.  

3. This functionality will be disabled for Regional Call Center (RCC) only 

Counties.  
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2.6 Scheduled Callback  

2.6.1 Overview  

The Scheduled Callback feature is enabled  or disabled  using the Administration 

page . When enabl ed , the  Admin user can specify how many scheduled 

callbacks are allowed per each available timeslot.   The Scheduled Callback 

functionality will be implemented with SCR CA -229573 

2.6.2 Description of Changes  

2.6.2.1 Scheduled Callback ð feature disabled  page mockup  

 

 
 

2.6.2.2 Scheduled Callback ð feature disabled  

1. To enable the Scheduled  Callback feature, user selects the ôEnabled õ 

option and presses ôSaveõ. 

2. The Scheduled  Callback feature is enabled. The page is updated to show 

the Configuration Options dialog showing in the fo llowing page mockup.  
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2.6.2.3 Scheduled Callback ð feature enabled  page mockup  

 

 
Figure 17 Scheduled Callback - feature enabled, 2 example slots defined  

2.6.2.4 Scheduled Callback ð feature enabled   

1. If the Scheduled Callback feature is enabled, the ôConfigure Callback 

Time Slotsõ dialog is displayed, showing the currently configured maximum 

number of callbacks per time slot.  

2. If the Scheduled Callback c onfiguration  was last changed more than 1 

minute a go, the User is allowed to make new changes. If less than 1 

minute has e lapsed since  the last configuration change  (Cool -down 

period), display a dialog informing the user that they need to wait 1 

minute before making additional changes  (as shown in Section 2.2) . 

3. User enters or changes the maximum number of callbacks available per 

defined times lot.  

4. If 0 is entered for a given timeslot, scheduled callbacks will not be offered 

to callers for that timeslot.  

5. The maximum number of scheduled c allbacks per 1 hour time slot is 3. 

Valid values are 0, 1 , 2 and 3.  

6. If the user presses ôSaveõ the system validates the entered values , and if 

there are no validation errors the values  are saved.  

7. If any field has an invalid value, it is highlighted in red and an error 

message is displayed: òOne or more timeslots have an invalid value . 

Please correct the errors and press Saveó. 
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8. If the user presses ôCancelõ any changes are discarded and no actions 

are performed. The displayed callbacks per timeslot revert to the currently 

configured values.  

 

2.6.2.5 Scheduled Callback ð Add new time slot page mockup  

 

 
Figure 18 Scheduled Callback - Add new time slot  (11:00 AM  to 12 :00 PM) 
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2.6.2.6 Scheduled Callback ð New time slot added page mockup  

 

 
Figure 19 Scheduled Callback - new time slot added  (11:00 AM  to 12 :00 PM)) 

2.6.2.7 Scheduled Callback ð Add new time slot  

Figure 18 shows a page mockup with 2 time slots configured  (9 AM  ð 10 AM , and 

10 AM to 11  AM ), before a new time slot  is added.  

 

Figure 19 shows a page mockup after a new time slot added, 11  AM  to 12  PM. 

 

1. If the user presses the ôAdd new Callback Time Rangeõ button, the dialog 

to add a new time slot is displayed (as shown in Figure 17).  

2. The user selects  a Start Time and End Time for the new time slot  using the 

dropdowns . The dropdown lists display available start time and end times 

at 30-minute  increments  in 12 hour format (for example, 9:00  AM , 9:30 AM , 

10:00 AM , 10:30 AM ) 

3. If the user presses the ôAddõ button , the app lication  validates that : 

a.  the Start Time is on or after the County office opening time , 

b.  the End Time is before the close of business time  for this County , 

c.  the new time slot Start Time and End Time does not  overlap with any 

existing time range. For example, if 9 :00 AM  to 10 :00 AM  and 10 :00 

AM  to 11 :00 AM  time slots already exist and the user attempts to 

add a new 9:30  AM  to 10:30  AM  time slot, the following error 

message is displayed:  
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òThe start time and end time (9: 30 AM  to 10:30  AM ) overlap s with existing time 

slots. Update the start and end times to remove the overlap or press ôCancelõó 

 

4. If the new time slot is valid , it is created  in the system . The dialog closes, 

and the displayed list of time slots is updated to show the newly added 

time slot.  

5. If the user presses ôCancelõ, the dialog is closed,  and no changes are 

saved . 

2.6.2.8 Scheduled Callback ð Adding n ew time slot be fore existing 

slots - page mockup  

 

 

 
Figure 20 Scheduled C allback - before adding new slot (8:00 AM  to 9 :00 AM ) before existing slots  

2.6.2.9 Scheduled Callback ð Adding new time slot before existing 

slots -  

1. User presses the ôAdd New Callback Time Rangeõ button and selects  a 

start and end time  before the existing timeslots, for example, 8 :00 AM  to 

9:00 AM . 

2. If user presses ôSaveõ, the new time slot is added.  
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3. The displayed timeslots are rearranged to appear in as cending time 

order. In the above example, the new 8 :00 AM  to  9:00 AM  time slot is 

displayed first, and the existing time slots are updated on the page to 

display following the new time slot.  

2.6.2.10 Scheduled Callback ð New time slot added before existing 

slots - page mockup  

 

 

 
Figure 21 Scheduled Callback - new slot (8:00 AM to 9 :00 AM ) added before existing slots  

2.6.2.11 Scheduled Callback ð New time slot added before existing 

slots 

 

1. Figure 21 shows a new time slot added, 8 :00 AM  to 9 :00 AM , before the 

existing time slots.  

2. The existing time slots are updated to display in ascending time order 

following the newly added time slot.  
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2.6.2.12 Scheduled Callback ð Delete time slot - page mockup  

 

 
Figure 22 Scheduled Callback - delete callback time slots  

2.6.2.13 Scheduled Callback ð Delete time slot  

1. If the user presses the ôDelete Time Rangeõ button, the ôDelete Callback 

Time Slotsõ dialog is displayed (see Figure 21). 

2. Checkboxes are displayed beside the configured time slots . (in place of 

the text entry fields ). 

3. If the user presses ôCancelõ no changes are made and the configured 

time slots are displayed.  

4. The page flow for s electing time slots is described in the following section.  
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2.6.2.14 Scheduled Ca llback ð Delete time slot , slots selected  - page 

mockup  

 

 
Figure 23 Scheduled Callback - delete time slots, slots selected  

2.6.2.15 Scheduled Callback ð Delete time slot , slots selected  

1. The user clicks the checkboxes to select the time range (s) to delete.  

2. One or more  time  range (s) can be selected . 

3. In Figure 23, the 8 :00 AM  to  9:00 AM  and 5:00 PM to  6:00 PM time slots are 

selected . 

4. If the user presses ôCancelõ, no changes are saved,  and the currently 

configured time slots are re -displayed . 

5. If the user presses ôDeleteõ, a confirmation dialog is displayed, as shown in 

the following section.  
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2.6.2.16 Scheduled Callback ð Delete time slot ð delete confirmation 

page mockup  

  
Figure 24 Scheduled Callback - Confirm time slot deletion  

2.6.2.17 Scheduled Callback ð Delete time slot ð delete confirmation  

1. If the user has selected time ranges to be deleted and presses the 

ôDeleteõ button, the confirmation dialog in Figure 24 is displayed.  

2. The dialog lists the selected time ranges  (for example, 8 :00 AM  to  9:00 AM  

and 5:00 PM to  6:00 PM). 

3. If the user presses the ôCancelõ button, no changes are made, and the 

user is returned to the ôDelete Callback Time Slots pageõ. 

4. If the user presses ôConfirmõ the selected Callback Time Slots are deleted 

from the system. The user is returned to the ôConfigure Callback Time Slotsõ 

page , and the page is updated to display the changes ( see the following 

section).  

5. Deletion of configured time slots is permanent. If the same time slots are 

required again at some point in the future, they need to be manually 

added  (following page flow steps in section 2.6.2.7) . 
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2.6.2.18 Scheduled Callback ð After time slots deleted ð page mockup  

 

 
Figure 25 Scheduled Callback - after time slots deleted  

2.6.2.19 Scheduled Callback ð After time slots deleted  

1. After the user confirms deletion of the selected time slots, the ôConfigure 

Callback Time Slotsõ page is re-displayed.  

2. The page mockup in Figure 24 shows the resul ts of deleting timeslots 8 :00 

AM to 9:00 AM and 5:00 PM to 6:00 PM . These time slots are now no longer 

displayed. The remaining timeslots are rearranged to fill the available 

space on the page.  

 

2.6.3 Assumptions  

1. Implementation of the Scheduled Callback feature will be in SCR CA -

229573 

2. If callbacks are already scheduled in a time slot that is deleted, those 

callbacks will remain scheduled.  

3. No new callbacks can be scheduled in a time slot after it is deleted.  

4. This functionality is disabled for Regional Call Cente r (RCC) only Counties.  
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2.7 Queue Limits  

2.7.1 Overview  

The Queue Limits feature allows an Admin user to define the maximum number 

of calls that are allowed in each configured call queue.  

 

Queue names are displayed in ascending alphabetical order. The page displ ays 

the queue names and maximum queue lengths for the currently defined queue s 

for the current Co unty. If there a re more queues that can be displayed on one 

page, ôPreviousõ and ôNextõ links are displayed to allow the user to page through 

the defined queues.  

 

If a queue limit is changed while there are more calls in that queue than the 

new queue limit, the remaining calls in queue will remain in the queue. Any 

additional incoming calls will not be added to the queue until t he number of 

calls in the queue is less than the new queue limit.  

 

The page only allows the user to change the maximum queue length for 

currently defined queues . Note: Counties will need to contact the CalSAWS 

Project Team to add or remove queues or change  the queue names . 
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2.7.2 Description of Changes  

2.7.2.1 Queue Limits: Page mockup  

 

 
Figure 26 Queue Limits  

2.7.2.2 Queue Limits  

The Queue Limits page allows the user to configure the maximum number of 

calls per queue currently defined in the Contact Center.  

 

1. If the Queue Limits configuration was  last changed more than 1 minute 

ago, the User is allowed to make new changes. If less than 1 minute has 

elapsed since the last configuration change (Cool -down period), display 

a dialog informing the us er that they need to wait 1 minute before making 

additional changes  (as shown in Section 2.2) . 

2. Queue names are displayed in ascending alphabetical order.  

3. If there are more queues than can be displayed on a single page, 

pagination links to page forward (òNextó) and back (òpreviousó) are 

displayed at the bottom of the list.  

4. If the user is on the first page of queues, the òPreviousó link is inactive. 

5. If there are no more queues to display, the òNextó link is inactive. 

6. User changes the queue limit for 1 or more number of queues currently 

displayed on the page . The entered value is an positive integer , less than 

1000. 
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7. If no queue depth limit is required for a que ue, the user can leave the 

value blank (this indicates no limit) . 

8. If the user attempts to navigate away from this page by paging 

forward/back or choosing  another menu option, they are prompted to 

ôSaveõ or ôCancelõ their changes first ð a dialog with the f ollowing 

message is displayed:  

 

òYou have unsaved changes on this page. You must save or cancel your 

changes before leaving the pageó 

 

9. If the user presses ôSaveõ any updated queue limit values are saved. 

10. If the user presses ôCancelõ any changes are discarded and no actions 

are take n. The page is updated to show the original values.  

 

 

2.8 After Call Work  Limit 

2.8.1 Overview  

The After Call Work (ACW) Limit feature allows an Admin user to define the 

maximum number of minutes an Agent is allowed to  perform After Call Work.  
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2.8.2 Description of Changes  

2.8.2.1 After Call Work  Limit ð page mockup s 

 

 
Figure 27 After Call Work Limit  

 

 
Figure 28 After Call Work  Limit ð dropdown  list to select minutes  
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2.8.2.2 After Call Work  Limit  

1. If the After Call Work Limit configuration was last changed more than 1 

minute ago, the User is allowed to make new changes. If less than 1 

minute as elapsed since the last configuration change (Cool -down 

period), display a dialog informing the user that they nee d to wait 1 

minute before making additional changes  (as shown in Section 2.2).  

2. The user selects a  new value for the After Work Call Limit  from a dropdown 

list. Valid options are displayed in the list from Unlimited  to 90 minutes  in 

the following increments : 

a.  5-minute  increments  from 5 to 30 minutes,  

b.  10 minute increments from 30 to 90 minutes.  

3. If ôUnlimitedõ is selected, this means the After Call Work Limit check is 

disabled.  

4. If user presses the ôSaveõ button, the changes are saved.  

5. If the user presses the òCancelõ button, any change to the value is 

discarded, and the current configured value is displayed.  

2.9 Roll-on/ Roll-off / Update Agent  

2.9.1 Overview  

The Roll-on/ Roll-off /  Update Agent  feature allows an Admin user to  roll-on  and 

roll-off  Agents  from the Contact Center . It also allows an Admin user to search 

for and update  existing Agent  details  (for example, assigned Team and Routing 

Profile) . 

 

The Admin user can roll -on up to  the maximum number of licenses available for 

the current county . The number of currently  rolled -on Agents and  the  licen ses 

remaining is displayed on the page.  

 

When new Agents are created, existing i ntegration with eGain and C a labrio  will 

create new accounts in those systems  when the new Agent logs on  to the 

Contact Center  for the first time.  

2.9.2 Description of Changes  
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2.9.2.1 Roll-on/Roll -off page mockup  

  

 

2.9.2.2 Roll-on/Roll -off 

1. On entry to the Roll-on/ Roll-off page, the list of current Agents is displayed 

in ascending alphabetical  order by last name.  

2. The number of currently rolled -on Agents is displayed in the top right of the 

page, along with the number of licenses remaining for the current County.  

3. The page displays 10 Agents at a time . The user can paginate/browse 

through Agents by pressing the ôPreviousõ and ôNextõ links. 

4. If the user is already on the first page of Agents, the ôPreviousõ link is 

disabled.  

5. If the user is on the last page of Agents, the ôNextõ button is disabled. 

6. If there are Agents before and after the  current page, both ôPreviousõ and 

ôNextõ links are enabled. 

7. To search for a specific Agent, the user enters the Last Name of an Agent 

to search for and presses ôSearchõ. 

8. Searching with ôlikeõ criteria is supported, for example, if ôDõ is entered, 

Agents with Last Name starting with ôDõ are returned and displayed in 

ascending alphabetical order.  
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9. By default, no A gents are selected in the search results  when the page is 

first displayed . 

10. When an Agent is not selected, the ôView/Edit Agentõ and ôRoll-off  Agentõ 

buttons are not enabled, only the ôAdd new agentõ button is enabled 

11. If the user presses the ôAdd New Agentõ button, the ôAdd New Agentõ 

dialog is displayed ð see the following page mockup and page flow.  

 

2.9.2.3 Roll-on/Roll -off ð Agent selected page mockup  

  

 
Figure 29 Roll-on / Roll -off / Update Agent  

2.9.2.4 Roll-on/Roll -off ð Agent selected  

1. If the user selects an Agent by pressing the radio button beside  an Agent 

Last Name, the ôView/Edit Agentõ and ôRoll-off  Agentõ buttons are 

enabled.  

2. If an Agent is selected and the user presse s the ôView/Edit Agentõ button, 

the ôView/Edit Agentõ dialog is displayed ð see the following page 

mockup and page flow.  
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3. If an Agent is selected and the user presse s the ôRoll-off  Agentõ button, the 

ôRoll-off  Agentõ dialog is displayed ð see the following page mockup and 

page flow.  

 

2.9.2.5 Roll-on/Roll -off ð View/Edit Agent page mockup  

  

 
Figure 30 Roll-on / Roll -off - View/Edit Agent  

2.9.2.6 Roll-on/Roll -off ð View/Edit Agent  

1. If the ôView/Edit Agentõ button is pressed, the ôView/Edit Agentõ dialog is 

displayed.  

2. The user can edit the First Name, Last Name,  Role, Team , Email, Routing 

Profile and Af ter Call Work Limit  fields. 

3. The After Call Work Limit value  specified here  overrides the default/global 

value defined on the After Call Work page. If left blank the default/ global  

value is used instead.  

4. The Windows Login Id and CalSAWS User Id values cannot be chan ged, 

they are displayed as read -only  fields. To change these values the Agent 
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must be rolled -of f from the Contact Center, changed in the CalSAWS 

application, and then rolled -on  to the Contact Center as a new user.  

5. If the user presses the ôSaveõ button, the values are saved,  and the 

ôView/Edit Agentõ dialog is closed. 

6. If the user presses the ôCancelõ button, the dialog is closed,  and any 

changes are discarded.  

 

2.9.2.7 Roll-on/Roll -off ð Add Agent page mockup  

  

 
Figure 31 Roll-on / Roll -off - Add Agent  

 

2.9.2.8 Roll-on/Roll -off ð Add Agent  

1. If the ôAdd New Agentõ button is pressed, the ôAdd New Agentõ dialog is 

displayed.  

2. This page allows the user to roll-on new Agents up to  the maximum 

number of licenses conf igured . The number of currently rolled -on Agents 
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and the number of licenses remaining is displayed in the top right of the 

page.  

3. The user enters values for First Name, Last Name, Role  (from a dropdown 

showing ôAdminõ and ôSupervisorõ values), Team (from a dropdown 

showing currently configured Teams) and Email fields.  

4. The user enters the Agentõs current Windows Login Id and CalSAWS User Id 

- these cannot be changed and must match their current User Id values.  

5. The system validates that the entered CalSAWS User Id is an existing User Id 

and that this user has not already been rolled -on as a Contact Center 

Agent.  

6. The user enters values for Routing Profile  (from a dropdown showing 

currently configured Routing Profi les), and After Call Work limit  (in 

minutes) . 

7. The After Call Work Limit value specified here overrides the default/global 

value defined on the After Call Work page. If left blank the default/global 

value is used.  

8. If the user presses the ôSaveõ button, the new Agent is created  in the 

following applications : 

a.  Contact Center  Cloud  

b.  Contact Center WFM  

c.  Contact Center QA  

d.  Contact Center Reporting  
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2.9.2.9 Roll-on/Roll -off ð Roll-off Agent page mockup  

  

 
Figure 32 Roll-on/Roll -off - Delete Agent  

2.9.2.10 Roll-on/Roll -off ð Roll-off Agent  

1. If the user selects an Agent and presses the ôRoll-off  Agentõ button, the 

ôRoll-off Agentõ dialog is displayed (Figure 28). 

2. The following fields are displayed as read -only to id entify the Agent:  

a.  First name / Last Name  

b.  Email 

c.  Windows Logon Id  

d.  CalSAWS User Id 

e.  Role 

f. Team  

3. If the user presses the ôRoll-offõ button, the Agent is removed from the 

Contact Center. After this point the removed user will no longer have 

access to the Contact C enter, but any prior access and roles within the 

CalSAWS system remain unchanged.  

4. The Roll-off Agent change is permanent. If access for an Agent needs to 

be restored , the Admin needs to repeat  the Roll -on Agent steps as  
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described  in section 2.9.28.  Additio nally, the Roll -off Agent action  has the 

following impacts to agent and call history data reporting:  

a.  Agent data is no longer available for reporting in eGain by County 

users. The data can be restored by CalSAWS Contact Center 

operations team if needed.  

b.  Age nt is marked as inactive and data is no longer available to 

Calabrio. If data is required for an inactive agent, the agent can be 

moved back to Active status  by CalSAWS Contact Center 

operations team if needed . 

5. If the user presses the ôCancelõ button, no changes are made. The ôRoll-off 

Agentõ dialog is closed, and the user is returned to the main ôRoll-on / Roll -

off / Update Agentõ page as shown in Figure 28.  

 

2.10 Emergency Message  

2.10.1 Overview  

This page allows the user to create, edit, delete and select the current 

Emergency Message  for the ir County . The user can define up  to 10 Emergency 

Messages.  The currently selected message is the chosen message that  play s 

while the Contact Center  is in Emergency Closure mode  (see section 2.3). 

 

If there is no  current ly selected Emergency M essage, a default message  will 

play . 

 

The default message cannot be chan ged or deleted and is only used when no 

other Emergency Message s are defined, and/or  none of the custom messages 

are currently  selected as the current message  for playback during an 

Emergency Closure . 

 

The default language for each message is English. Each message can optionally 

have translated versions of the message in any of the supported languages. The 

callerõs preferred language determines which language version is played. If a 

translated version fo r the callerõs preferred language is not available then the 

default English message is played.  

 

The following sections describe how the Emergency Messages are created and 

maintained.  
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2.10.2 Description of Changes  

2.10.2.1 Emergency Message ð page mockup  

 
Figure 33 Emergency Message - no messages defined  

2.10.2.2 Emergency Message ð No messages defined  

1. When there a re no custom Emergency Messages defined, the only 

enabled button is ôAdd New Messageõ. 

2. The default Emergency Message is selected  and is shown as t he current 

Emergency Message.  

3. If the Contact Center is closed using the Emergency Open/Close feature 

when  there are no other Emergency Messaged defined , the  default 

message is played:  

 

òThe Contact Center is currently closed due to an emergency. Please call back 

at a later date .ó 

 

4. The default Emergency Message cannot be deleted or edited.  

5. If user presses ôAdd New Messageõ, see following section for page 

mockup and page flow.  
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2.10.2.3 Emergency Message ð Message s defined , no  message  

selected  page mockup  

 
Figure 34 Emergency Message - messages defined, no selected message  

 

2.10.2.4 Emergency Message ð Message s defined  

1. Up to a maximum of 10 messages can be defined. When le ss than 10 

message s are currently defined, the ôAdd new messageõ button is enabled. 

2. The currently configured Emergency Message is highlighted.  

3. When the user selects a message by pressing a radio button, the ôEdit/View 

Messageõ, ôDelete Messageõ, and ôSelect Emergency Messageõ buttons are 

enabled.  

4. If no message is selected, these buttons are not enabled.  
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2.10.2.5 Emergency Message ð Messages defined, mess age select ed  

page mockup  

 
Figure 35 Emergency Message - messages defined and message selected  

2.10.2.6 Emergency Message ð Messages defined;  message selected  

In this example, a new message, ôThis is a message name 3õ is selected. When a 

message is selected the relevant buttons are enabled to show valid options.  

To View/edit a message:  

1. User selects a message by pressing the radio button next to the message  

name  and  presses the ôView/Edit Messageõ button. See next section for 

page mockup and f low.  

 

To Delete a message:  

1. User selects a message by pressing the radio button next to the message  

name  and  presses the ôDelete Messageõ button. See next section for 

page mockup and flow.  

 

To Add a message:  

1. User presses the ôAdd New Messageõ button. See next section for page 

mockup and flow.  

 

To select/change the currently configured Emergency Message:  

1. User selects a message by pressing the radio button next to the message  

name  and  presses the ôSelect Emergency Messageõ button. See next 

section for page mockup and flow.  












































































































