Check Voicemails 1

In Twilio

Go to Queues Stats

Or, click on the
Hamburger icon in left
panel

Click on Queues Stats
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Check Voicemails 2

New metrics are available for monitoring queues. Check the Metrics filter panel under Edit View to select these metrics.
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CheCk VOicemaiIS 2a: Filter Monitored Queues

Edit view X
1

Queues Metrics Cards

@ If needed:

Filter for your Contact Center/Region

Select up to 20 queues for optimal performance

Select all Search queues 2 a Qa
Open Queues Stats as normal, then SiEnailh
1. Select Edit View, upper right corner ) Arabic
Bengali

2. A. Type the name of the region or contact center in
Search queues box, or
B. Scroll down to find in list
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& Queue Stats

CheCk VOiCemaiIS 3 DC National Call Center
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Assign Voicemails 1

2. Find Volunteer
A. Type name in Search box & hit
enter, or
B. Scan list to find

1. Open Teams Tab

Your Teams

Q fullenkamp Clear search result

Agent Calls Other Tasks

g (staff) Katharine Ful...
offline | 5d 2h

FILTER =

3. Click on the Agent to

open Profile

Profile

Agent Details
(staff) Katharine Fullenkamp

Offline

skills

Name Level

Add skill

. DC_National_Call_Center

Voicemail



Assign Voicemails 2a

1

DC_National_Call_Center

Voicemail

2

DC_National_Call_Center

Voicemail

Vol Has VM Skill

1. Turn on the VM skill by clicking in
gray oval, sliding circle to right.

2. Oval will then display blue

3. Click Save

Voicemail will then ring through like
a regular interaction
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Agent Details
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Skills

Nams 1

Add skill

. DC_National_Call_Center
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Assign Voicemails 2b

Vol doesn’t have VM Skill

. Click in the Add Skill Box

. Scroll down or type V and select

e Voicemail

. Click plus symbol to Add Skill

. Click Save

Name
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Voicemail
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Add skill

DC_National_Call_Center

Voicemail

Level



Turn Off Voicemails

1

DC_National_Call_Center

Voicemail

2

. DC_National_Call_Center

Voicemail

All VM skills should be turned off
before the end of the shift and before
the vol logs off.

Find Vol, Open Profile, then

1. Turn off the VM skill by clicking in
blue oval, sliding circle to left

2. Oval will then display gray

3. Click Save
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