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Whatitis

 Call associated with an External Contact record with a First
or Last Name will display that name in Call History

Activity Directory « Documents Performance Reports Admin

Calls Conference »

@ A\ Sent to voicemail

Jason Wolfgang

e

James, Rick

Conference »

F P £ F

A Sent to voicemail
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* Clicking the hyperlink in call history displays the
External Contact’s detail record

External Contacts and Organizations / James, Rick

Activity Directory « Documents Performance Reports Admin
James, Rick —— .
Created on 2/28/24 - Last updated on 2/28/24
Calls Conference » %
A Sent to voicemail
Contact Summary Interactions Hide Interaction History A
Jason Wolfgang %
Name
Last 30 days
James, Rick <7 Filter Interactions
4 February 21, 2024 - March 22, 2024
% Mobile Phone (Accepts SMS)
‘ InteractionType  Date & Direction  Screenshare Agent Notes Survey
|
R, Voice 3/21/24 > John Thomas Default Wrap-up Code
Conference » %
/A Sent to voicemail
R, Voice 3/21/24 > No agent
R, Voice 3/21/24 <« ® Jason Wolfgang
Q, Voice 3/21/24 > John Thomas
R, Voice 3/21/24 > No agent
1-150f15 ‘25 v ‘Delpage Page‘ 1 ‘cn
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Activity Directory Documents Performance Reports Admin

Whatitis

* Communicate Voicemails associated with an External Contact record
with a First or Last Name will display that name your Voicemail Inbox

(<]

© Voicemails ~ Show All ~

‘ O James, Rick 0 seconds ago Q
———

Activity Directory « Documents Performance « Reports Admin

Calls o < & E¥ &g ©

© Voicemails ~ Show All ~

James, Rick March 22, 2024
View Contact

Mark as read

Download

¢ 8@ 0 %

Delete Voicemail
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How it

WO I’kS e Clicking “View Contact” from the Voicemail Inbox
displays the External Contact’s detail record

External Contacts and Organizations / James, Rick

James, Rick —
Created on 2/28/24 - Last updated on 2/28/24

Delete

Contact Summary Interactions Hide Interaction History A

z Name
Activity Directory Documents Performance Reports Admin Last 30 days

4 February 21,2024 - March 22, 2024

James, Rick 7 Filter Interactions

Mobile Phone (Accepts SMS)

o EEEE— Interaction Type Date & Direction Screenshare Agent Notes Survey
Q, Voice 3/21/24 > John Thomas Default Wrap-up Code
o1lo) ile »
o Voicemails Show All ~ R, Voice 3/21/24 > No agent
o i Aa 29 509 R, Voice 3/21/24 <« ® Jason Wolfgang

James, Rick March 22, 2024 [\

I —
Q, Voice 3/21/24 > John Thomas

View Contact R, Voice 3/21/24 > No agent

Mark as read — —
1-150f15 ‘ 25 v ‘ per page Page ‘ 1 ‘ of 1

Download

Delete Voicemail
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Activity Directory « Documents Performance ~ Reports Admin

@ Interactions P+
o Interactions
roubleshooting . .
O I Users Date & Conversation Duration Exteral Contact ®
0% John Thomas Thu, Mar 21,2024 11:27 AM 41s James, Rick
0 1NN John Thomas Thu, Mar 21,2024 10:55 AM 225 James, Rick
0% Jason Wolfgang, John Thomas Thu, Mar 21,2024 10:48 AM 295 James, Rick
I\/l L
y Externa l. % 0% Thu, Mar 21,2024 10:47 AM 3
C N o ~o [ER Jason Wolfgang, John Thomas Thu, Mar 21,2024 10:47 AM 9 c
(]
ontact Name Is e ) Example of unclaimed
. . ® B Y Jason Wolfgang, John Thomas Thu, Mar 21,2024 10:43 AM 1s d
not displaying o : External Contact
Sy [ERY Jason Wolfgang, John Thomas Thu, Mar 21,2024 10:40 AM 12 c
0% Thu, Mar 21,2024 10:36 AM 4 Record |D
28 RS Jason Wolfgang, John Thomas Thu, Mar 21, 2024 10:36 AM 14 -
0% Jason Wolfgang, John Thomas Thu, Mar 21, 2024 10:30 AM 8
0% John Thomas Thu, Mar 21,2024 10:29 AM 17 James, Rick
0% John Thomas Thu, Mar 21, 2024 10:27 AM 16 » James, Rick , 977dd9fo-ffe0-46d9-982f-581bb64fddbd
0% Jason Wolfgang Thu, Mar 21,2024 10:15 AM 18 |L_977ddofo-freo-46d9-982r-581bbeatadbd |
0% - Thu, Mar 21,2024 10:14 AM 35 3921ae27-9c5e-4450-8¢78-afa5d0352185
0% Jason Wolfgang, John Thomas Thu, Mar 21,2024 10:14 AM 35 977dd9fo-ffe0-4649-982f-581bb64f4dbd
0% Thu, Mar 21,2024 10:06 AM 5 22 3921ae27-9c5e-4450-8¢78-afa5d0352185
0% Jason Wolfgang, John Thomas Thu, Mar 21,2024 10:06 AM 27 977dd9fo-ffe0-4649-982f-581bb64fadbd

* Possible Cause: The "from" phone number linked to the voice call might
not match the external identifier assigned to the intended external
contact.

* To determine if this is the case, navigate to the Performance > Interactions

view
Helpful links: API Explorer . .
 Continued on next slide
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https://developer.genesys.cloud/devapps/api-explorer

Troubleshooting * |f this matches your scenario, you can release
the phone number in question as an identifier

My External for the undesired External Contact

Contact Name is * PATCH /api/v2/externalcontacts/contacts/{contactld}/identifiers
H H * Copy the undesired contactld from the interactions page and use it as the

not d I'Splayl ng contactld parameter for this Public APl endpoint

(cont'd) « Request body

{

"operation": "Release",
"identifier": {

"type": "Phone",

"value": "+12345678999"

}
}

Helpful links: API Explorer

[«
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https://developer.genesys.cloud/devapps/api-explorer
https://developer.genesys.cloud/devapps/api-explorer

Troubleshooting * Now, you can assign the phone number as an

identifier to the desired External Contact

My External » PATCH /api/v2/externalcontacts/contacts/{contactld}identifiers

. - R t bod
Contact Name is e{q“es oy

nOt dISplaylng "operation": "Claim",
(cont'd) identifier" {
"type": "Phone",
"value": "+12345678999"
}
}

Helpful links: API Explorer
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Privileged + Confidential | 2024 %


https://developer.genesys.cloud/devapps/api-explorer
https://developer.genesys.cloud/devapps/api-explorer

Troubleshooting

My External
Contact Name is
not displaying
(cont'd)

Helpful links: API Explorer

* Resolution: future phone calls from this phone
number will be mapped to the desired External

Contact record and will display in the Call

History and Voicemail inbox as desired.
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https://developer.genesys.cloud/devapps/api-explorer

