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9.5.6 History of exchanges 

This history details all the exchanges that occurred not only for the folder in progress, but also for 

all those of the contact affected. It is accessible from the History of exchanges widget when you 

view a folder. 

The history is divided into 3 parts: 

• list of contact folders, 

• history of exchanges for a selected folder, 

• detailed content of a selected exchange. 

9.5.6.1 List of contact folders 

Located at the top left of the window, this area displays all the ALE Connect folders of the contact 

associated with the current folder: 

 

For each folder, you can view: 

• its creation date and time, 

• its number, 

• the subject of the request, 

• its queue, 

• the required skill, 

• the total number of exchanges that occurred during the processing of the folder, 

• its current status, 

• two Parent/Child options to merge folders. 

Click the subject of a folder to display the details of its exchanges, on the right of the window. 
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9.5.6.2 Exchanges of a folder 

Located to the right of the window, this area displays all the exchanges occurred when processing 

the selected folder, since its creation. They are sorted by descending chronological order from the 

most recent to the oldest: 

 

You can view for each exchange: 

• its creation date,  

• its subject,  

• the type of message, 

• an icon indicating if it is an outbound ( ) or incoming ( ) message. 

Click the subject of an exchange to view its content, at the bottom of the window. 

9.5.6.3 Zoom in on an exchange 

This area displays the detailed content of the selected exchange, as entered and formatted: 

 

If necessary, you can also view any of its attachments. 

When you hover over the upper right corner of the message, a toolbar is displayed: 

Text/HTML Allows to choose the display format of the message. 

 Start printing the message from a new tab of the current browser. 

 
Displays the source code of the page in a pop-up window (functionality strictly 
reserved to supervisors and coordinators). 

 Displays the content of the message in a pop-up window, for an optimised reading. 

 

  



Agent 

 
 

166 /231  8AL91316ENAAed1   

9.5.7 Knowledge base 

Some questions or requests are frequently asked to the contact centre. For this reason, ALE 

Connect provides you a knowledge base containing response templates. These ready texts have two 

benefits: to limit entry errors (or misunderstandings) and to reduce the time needed to process a 

folder. They will prevent you from rewriting the same explanations over and over again. Response 

templates are particularly recommended to process emails, chats and Facebook Messenger 

conversations.  

Warning: as agent, you cannot add or delete response templates in the knowledge base. This base is 

fed either by a coordinator, or by supervisors (when they validate the response templates suggested 

by their agents). 

9.5.7.1 Searching a response template 

When you process a folder, the knowledge base is accessible from the tab with the same name 

(except for email folders which have a different interface).  

 

Here you can search a response template to the contact request. 

  



Agent 

 
 

8AL91316ENAAed1  167 /231 

For this purpose, there are 3 methods: 

• Enter a character string in the entry area (1) that will be searched in the title, the body 

(criterion checked by default) and the keywords of response templates. Then simply click 

the magnifying glass   to launch the search. By clicking Advanced search ( ), you will 

display all the criteria and refine the selection. Ex: if you type the word “Return” and check 

the Title and Body options, ALE Connect will only display the response templates containing 

the word "Return" in both their title and body. If a response template contains this word 

only in its title, it will not be displayed as results. 

• Display the full list (2) by clicking the List button ( ). Then, scroll through the results to 

find the desired response template.  

• Explore the directories from the tree (3) on the left of the screen. Indeed, response 

templates are classified by theme. Open the desired directory to find the response template 

you are interested in. 

In all cases, if at least one result is found, ALE Connect displays the list of the response templates 

found (4). The lower part presents the details of the response template (5) selected by default. 

You can click any response template to view it. If an attachment is linked to the response 

template, an icon  appears at the bottom of the window. If you insert it into the email for 

example, the attachment will also be attached. 
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9.5.7.2 Inserting a template response in a chat 

Only response templates of message type can be used in chats. Only a coordinator or supervisor is 

authorised to set them up. 

1. Accept to support a chat. 

2. Click the Knowledge base tab. 

 

3. Perform a search in the knowledge base. 

4. Select the response template to insert into your reply. 

5. Click the Insert button.  

You can also copy and paste the text of the response template in the entry area, or enter its 

RT code if you know it.  

The response template is then inserted into your message.  

6. Change the text if you wish to customise your reply before sending. 

7. Send your reply. 
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9.5.7.3 Inserting a template response in a Messenger conversation 

Like chat, only response templates of message type can be used in Facebook Messenger 

conversations. Only a coordinator or supervisor is authorised to set them up. 

1. Accept to support a Messenger conversation. 

2. Click the Knowledge base tab. 

3. Perform a search in the knowledge base. 

4. Select the response template to insert into your reply. 

5. Click the Insert button.  

You can also copy and paste the text of the response template in the entry area, or enter its 

RT code if you know it. 

The response template is then inserted into your message.  

6. Change the text if you wish to customise your reply before sending. 

7. Send your reply. 
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9.5.7.4 Inserting a template response in an email 

Email folders have an interface different from other media: there is no Knowledge base tab. 

Response templates are accessible in another way. For the rest, the use is the same. 

1. Support an email (push or pull mode). 

2. Once the folder is opened, click in the part reserved to the reply: 

 

3. Click the place where the response template should be inserted. 

4. Click the Response template link.  

The following window is displayed: 

 

5. Perform a search in the knowledge base. 

6. Select the response template to insert into your email. 
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7. Click the Insert button. 

You can also copy the text of the response template (then paste it into the reply area after 

closing the window).  

8. Close the window when you have finished. 

The response template is inserted into the body of the email, with its attachments (if 

existing). 
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9.5.7.5 Inserting a template response in a call 

For the Voice folders, the knowledge base does not allow to insert a response template since the 

dialogue with the correspondent is oral. This is why the insert button is not present. 

Nevertheless, response templates are very useful because these can guide you to respond to your 

contact requests. Thanks to the search area, you can quickly find a response template on the 

desired theme. This will give you the same speech as an answer that would have been given in 

writing. In addition, the knowledge base also allows you to access attachments (for example, 

business procedures).  
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9.5.8 Conversation script 

The conversation script is a questionnaire with a series of questions organised in a relevant way. 

The agent relies on it to guide the dialogue with his/her interlocutor and to collect possible 

information. 

With ALE Connect, when you process an incoming call, a chat, a Facebook Messenger or Twitter 

interaction, you can guide the conversation relying on a script. As soon as the folder is opened in 

your interface, the Script tab is automatically displayed by default, on the right of your screen: 

 

The use of a script is optional: its display depends on the setup performed by the coordinator. 

If the tab does not appear, it means that no script has been defined to process the interactions 

of the queue.  

Conversation scripts are developed with an external application (example: Google Forms). Its 

content and management are not under the control of ALE Connect, that will simply display it in 

the folder. The saved data therefore belongs to the external application. If you have any questions 

regarding the use of a conversation script, we invite you to contact your supervisor or read the 

documentation for the application affected. 

While the folder is being processed, scroll through the conversation script, and write the answers or 

desired information. You can click another tab and come back to it later, if necessary, as long as 

the folder is not closed. The script remains accessible even during the wrap-up time. Your entire 

entry can only be viewed from the external application, as it owns the script data.  
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9.5.9 Qualifying a folder 

The qualification of a folder consists in collecting information in order to find out the reasons of 

the initial contact. The objectives of this census are multiple: 

• analysing the activity of the contact centre and more widely of the brand, 

• adapting processes and working methods according to the results, 

• optimising the organisation of teams and resources allocated.  

Any interaction, whatever its media, can be qualified according to one or several criteria classified 

by themes. However, there is an exception for emails: when you assign qualification criteria when 

replying, these are assigned to the exchange affected and only to this one. In other words, it is 

possible to qualify each exchange that occurs between the contact and the agent in a folder. This 

folder then cumulates all the qualification criteria that have been assigned to all the exchanges. 

Note: the criteria, obligation or not to enter, and the number to be filled in are defined by the 

coordinator.  

9.5.9.1 During the processing 

The qualification can be performed on two specific moments: during the processing of the folder 

(without ending it) or at its closing, during the wrap-up time. 

1. During the interaction, click the Qualification tab on the right of your workspace. The 

following screen is displayed: 

 

The qualification criteria cannot be modified. 

2. Check the criteria matching the interaction.  

3. According to the setup, a minimum and/or maximum number of criteria may be required: 

this rule is specified on top of the screen. 

4. Click Validate to save your entry. 

5. The folder is now qualified. 
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9.5.9.2 After creating the folder 

When an interaction has not been qualified while processing it, you can assign criteria to it, or 

modify them later. The qualification can be performed on any folder, regardless of the desktop in 

which it is stored. 

1. Click the List of folders button ( ). 

2. Select the affected desktop. 

3. If necessary, perform a folder search. 

4. Open the affected folder by clicking the corresponding line: its detailed information is 

displayed on your screen. 

5. From the Actions tab, click Qualification.  

The following window is displayed: 

 

The qualification criteria cannot be modified. 

6. Check the criteria corresponding to the folder. 

According to the setup, a minimum and/or maximum number of criteria may be required: 

this rule is specified on top of the screen. 

7. Click Validate to save your entry. 
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9.6 Inventory of actions 

9.6.1 Redirecting a folder to a queue 

The folder is not in the appropriate queue. You want to redirect it to one of the appropriate queues 

on which you have redirection rights. The folder status remains the same. However, this action 

results in freeing the folder by dissociating the agent who was possibly assigned to its processing. 

Warning: it is not possible to redirect a folder to a Twitter queue. 

9.6.1.1 Single folder 

After redirection, the folder takes the default skill of the recipient queue. However, if this one has 

no default skill, the folder keeps its initial skill. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the affected folder by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Internal tab, click Other queue. 

The following window is displayed: 

  

The access right to the queue can be specified if it is different from “Read/Write". 

5. Select the new queue to be assigned to the folder. 

6. Click OK to confirm your choice, or Cancel to abandon this action. 

ALE Connect redirects the folder to the queue, and then closes the corresponding tab. 
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9.6.1.2 Group of folders 

This action allows you to redirect several folders to the same queue at the same time, even if they 

come from different queues. After redirection, all the folders take the default skill of the recipient 

queue.  

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search to find the ones you are interested in. 

3. Check the folders to redirect. 

4. Click the Group button ( ). 

5. Select the Redirect to another queue grouped action.  

A window displays a list of recipient queues. The queues of origin of the selected folders are 

not displayed. 

6. Select the queue to assign to the folders. 

7. Click OK to confirm your choice, or Cancel to abandon this action. 

ALE Connect immediately assigns the queue to the folders, which stay in the desktop. 
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9.6.2 Redirecting a folder to an agent 

You can assign an email folder to the agent of your choice. This action can be performed regardless 

of the characteristics of the folder (status, processing deadline, priority, etc.) and even if it is 

already assigned to an agent. The folder status remains the same. 

9.6.2.1 Single folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the affected folder by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Internal tab, click Other agent. 

ALE Connect displays the list of agents who have at least read rights on the queue of the 

folder: 

 

5. Check the agent you want to assign to the folder. 

6. Click OK to confirm your choice. 

ALE Connect immediately assigns the folder to the selected agent, and then closes the 

corresponding tab. 
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9.6.2.2 Group of folders 

This action assigns all the grouped folders to a single agent of your choice. 

Warning: this grouped action is available only if the selected folders all belong to the same queue. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search to find the ones you are interested in. 

3. Check the folders to redirect. 

4. Click the Group button ( ). 

5. Select the To be processed by another agent grouped action.  

ALE Connect displays all the agents who have at least read rights on the queue of the folder. 

6. Select the agent you want to assign to the folder. 

7. Click OK to confirm your choice. 

ALE Connect immediately assigns the folders to the selected agent. 
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9.6.3 Redirecting a folder to a skill 

A skill is an ability, a professional know-how allowing the agent to perform various tasks (ex: a 

mechanical skill to process the after-sales service repair folders). Skills are set up and assigned to 

agents on the ALE Connect administration interface. The system relies on the skills to distribute the 

folders to be processed to the most appropriate agents. For each skill, a level is evaluated between 

0 and 5; 5 being the highest level of expertise. On the contrary, 0 means that the agent does not 

have the skill: he/she is therefore not eligible to process interactions that require it.  

If the skill assigned to a folder is not suitable, you can modify it (if your user rights allow you to do 

so). The folder status is not affected by this change. 

ALE Connect only suggests skills for which agents have at least read rights on the queue, the 

language AND on the targeted skill. This preselection prevents the folder from being redirected to 

an agent who could not see or process it. 

9.6.3.1 Email folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the affected folder by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Internal tab, click Other skill. 

The following window is displayed: 

  

5. Select the new skill to assign to the folder. 

6. Click OK to confirm your choice. 

ALE Connect immediately assigns the skill to the folder, and then closes the corresponding 

tab. 
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9.6.3.2 Facebook Messenger / Twitter folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the affected folder by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. Click the Requalify button from the remote control. 

The following window is displayed: 

 

5. Select the new skill to assign to the folder. 

6. Click OK to confirm your choice. 

ALE Connect immediately assigns the skill to the folder, and then closes the corresponding 

tab. 
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9.6.3.3 Group of folders 

This action allows you to assign the same skill to several grouped folders, of different media or not.  

If they come from different queues (whatever their priority level), the suggested skills are those of 

the group to which the agent belongs. However, if all these folders come from the same queue, ALE 

Connect suggests the list of skills for which there is at least one agent eligible to view or process 

these folders.  

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search to find the ones you are interested in. 

3. Check the folders to redirect. 

4. Click the Group button ( ). 

5. Select the Redirect to another skill grouped action.  

 

6. Select the skill to assign to the folders. 

7. Click OK to confirm your choice. 

ALE Connect immediately assigns the skill to the folders, which stay in the desktop. 
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9.6.4 Redirecting a folder to an expert 

You have the possibility to send a folder to an expert, to ask his/her opinion on the answer to be 

given (if an official list of experts has been defined in the address book by the coordinator). The 

expert is usually in charge of performing study or consulting missions, scientific reviews or 

evaluations in a technical discipline. Once transferred, the folder changes to the Waiting for expert 

status and remains in the In progress desktop.  

Warning: the processing deadline of the folder is automatically reset to 0, as soon as the sending is 

validated. 

The expert receives the folder as an email: the <InfoRef...> folder reference is mentioned in the 

subject of the email. He/She prepares his/her reply and sends it via his/her mailbox. Unlike 

external agents, the expert never replies directly to the contact; he/she communicates exclusively 

with the contact centre agents or supervisors. As soon as the expert reply is received, ALE Connect 

changes the status of the folder to Expert reply. You can then continue to process the process. 

9.6.4.1 Single folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the affected folder by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Internal tab, click To expert. 

The following window is displayed: 

  

5. Enter the email address of the experts to whom the folder must be sent. 

To one expert: select the email address from the list or enter it freely.  

To several experts: type the mandatory email addresses in the Free entry field, separating 

them by a comma. When typing, ALE Connect automatically displays addresses containing 

the entered character string (autocomplete). They are extracted from the address book 

associated with the queue of the folder. 

Warning: the free entry is an option activated or not by the coordinator. 
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6. If necessary, you can attach a file to this sending. 

7. Write a comment for the expert if necessary. 

8. Click OK to save your entry, or Cancel to abandon this action. 

ALE Connect sends the folder to the recipient expert by email, and then closes the 

corresponding tab. 

9.6.4.2 Group of folders 

Warning: this grouped action is available only if the selected folders all belong to the same queue. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Check the folders to redirect. 

4. Click the Group button ( ). 

5. Select the To expert grouped action.  

6. Enter the email addresses of the experts to whom these folders will be transferred. 

To one expert: select the email address from the list or enter it freely.  

To several experts: type the email addresses in the Free entry field, separating them by a 

comma. When typing, ALE Connect automatically displays addresses containing the entered 

character string (autocomplete). They are extracted from the address book associated with 

the queue of the folder. 

Warning: the free entry is an option activated or not by the coordinator. 

7. If necessary, you can attach a file to this sending. 

8. Write a comment for the expert if necessary. 

9. Click OK to save your entry, or Cancel to abandon this action. 

9.6.4.3 From the expert's side 

The expert receives the folder as an email: the <InfoRef...> folder reference is mentioned in the 

subject of the email. He/She prepares his/her reply and sends it via his/her mailbox. 

Unlike external agents, the expert never replies directly to the contact; he/she communicates 

exclusively with the contact centre agents or supervisors. As soon as the expert reply is received, 

ALE Connect changes the status of the folder to Expert reply. You can then continue to process the 

process. 
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9.6.5 Redirecting a folder to an external agent 

This procedure allows you to give the processing of a folder in progress to an external agent. Once 

transferred, the folder changes to the To be processed by external agent status, and then is moved 

to the External - In progress desktop.  

Warning: an address book of official external agents must be available to use this functionality 

(created by the coordinator). Indeed, it is not possible to freely enter their email address for security 

and confidentiality reasons. 

9.6.5.1 Single folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the affected folder by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the External tab, click To external agent. 

5. The following window is displayed: 

 

6. Select the email address of the external agent who will process the folder from the list of 

recipients. 

7. Write a comment to him/her if necessary. 

8. Click OK to save your entry, or Cancel to abandon this action. 

ALE Connect sends the folder to the external agent, and then closes the corresponding tab. 
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9.6.5.2 Group of folders 

It is possible to send several folders to the same external agent, in a single action. 

Warning: this grouped action is available only if the selected folders all belong to the same queue. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Check the folders to redirect. 

4. Click the Group button ( ). 

5. Select the To external agent grouped action.  

6. Select the email address of the external agent who will process the folder from the list of 

recipients. 

7. Write a comment to him/her if necessary. 

8. Click OK to confirm your action, or Cancel to abandon it. 

 

 

  



Agent 

 
 

8AL91316ENAAed1  187 /231 

9.6.6 Forwarding a folder 

This functionality allows you to delegate the management of a folder, for email media only, to the 

recipients of your choice (other company department, external organisation, etc.). These 

recipients will be in charge of resuming its processing with their own tools. For example, a web 

user has sent an email due to a billing error on his/her order. This folder has to be forwarded to 

the accounting department for correction. 

The major difference with redirection actions is that this operation closes the folder permanently 

in ALE Connect. It is considered to be out of the system: the folder changes to the Closed (Forward) 

status, and then is stored in the Processed desktop. In other words, after forwarding, all new 

events of the folder are not visible in ALE Connect.  

Warning: this action is only displayed if you are allowed to forward folders of the affected queue 

(right assigned by the coordinator and valid for the user group to which you belong). 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the email folder affected. 

4. In the External menu, click Forward.  

The following screen is displayed: 

 

5. Fill in the email addresses of the recipients of the folder, those of the persons in copy (Cc) 

and in blind copy (Bcc). 

6. Write the message to the recipients, either by entering it directly, or by inserting a response 

template by entering its RT code. 

Warning: only response templates of “response” type (created by the coordinator) can be 

used here. Those of “message” type are exclusively reserved to process chat and Facebook 

Messenger conversations. 

If necessary, you can attach documents with the forwarded folder. 
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7. Then, click: 

Forward: to send the folder to the recipients, without the contact who performed the 

request being informed. 

Forward with sender: to send the folder to the recipients. The response will be sent 

directly to the contact who performed the request. 

ALE Connect then closes the folder and the corresponding tab. 
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9.6.7 Changing the priority of a folder 

You can modify manually the priority of an email folder in order to accelerate its support. If agents 

work in push mode, the folder will remain in the list of folders to be processed, and will be 

distributed more or less quickly according to the assigned priority.  

Note: the folder status is not affected by a change in priority. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the email folder affected. 

4. In the Internal menu, click Other priority.  

The following window is displayed: 

 

5. Check the new priority of the folder. 

6. Click OK to confirm your choice. 

ALE Connect updates immediately the priority of the folder and closes the corresponding 

tab. 
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9.6.8 Closing a folder 

This functionality allows to close manually a folder in progress, when you consider it has been 

processed (usually by another way than ALE Connect). The folder changes to the Closed status, and 

then is stored in the Processed desktop (where it may be reactivated if necessary). For example, a 

contact sent an email requesting an invoice for his/her purchase: the accounting department 

generated it with its own software and sent it by letter.  

Unlike most unit actions, it is not possible to close several folders at the same time via a grouped 

action. 

Warning: any closed folder is taken into account in the calculation of the Quality of Service. This is 

the only difference with archiving.  

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the folder in progress by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Folder tab, click Close. 

If the qualification of the folder has not been performed yet, the qualification criteria are 

displayed. 

5. Check the criteria matching the folder.  

According to the setup, a minimum and/or maximum number of criteria may be required: 

this rule is specified on top of the screen. 

6. Click OK to confirm your choice, or Cancel to abandon this action. 

ALE Connect closes immediately the folder, and then the corresponding tab. 
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9.6.9 Archiving a folder 

This function allows you to close manually one or several folders in progress: you consider the 

folder has been processed in one way or another. It changes to the Archived status, and then is 

stored in the Processed desktop (where it may be reactivated if necessary). 

Warning: an archived folder is not taken into account in the calculation of the Quality of Service, 

unlike a closed folder. 

9.6.9.1 Single folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the folder in progress by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Folder tab, click Archive. 

If the qualification of the folder has not been performed yet, the qualification criteria are 

displayed. 

5. Check the criteria matching the folder.  

According to the setup, a minimum and/or maximum number of criteria may be required: 

this rule is specified on top of the screen. 

6. Click OK to confirm your choice, or Cancel to abandon this action. 

ALE Connect archives immediately the folder, and then closes the corresponding tab. 

9.6.9.2 Group of folders 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Check the folders to archive. 

4. Click the Group button ( ). 

5. Select the Archive grouped action. 

ALE Connect archives immediately the folders. 
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9.6.10 Freeing a folder 

This action allows you to remove the assignment of a specific agent to one or several current 

folders. The agent’s name is then removed and dashes appear in the corresponding column from 

the list of folders. Freeing a folder has no impact on it (in terms of deadline, priority, etc.). 

9.6.10.1 Single folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the folder in progress by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Folder tab, click Free. 

ALE Connect frees the folder, and then closes the corresponding tab. 

9.6.10.2 Group of folders 

This action allows you to free several folders at the same time, whether they are all assigned to the 

same agent or not.  

Warning: this grouped action is available only if the selected folders all belong to the same queue. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Check the folders to free. 

4. Click the Group button ( ). 

5. Select the Free grouped action. 

ALE Connect frees immediately the selected folders. 
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9.6.11 Reserving a folder 

You have the possibility to assign one or several current folders to yourself, to support them. After 

reserving, your name is displayed in the corresponding column from the list of folders. This action 

has no impact on the affected folder (in terms of deadline, priority, etc.). 

9.6.11.1 Single folder 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the folder in progress by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Folder tab, click Reserve. 

ALE Connect immediately assigns you the folder, and then closes the corresponding tab. 

9.6.11.2 Group of folders 

This action allows you to reserve several folders at the same time, even if they are already assigned 

to other agents. 

Warning: this grouped action is available only if the selected folders all belong to the same queue. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Check the folders to be reserved. 

4. Click the Group button ( ). 

5. Select the Reserve grouped action.  

ALE Connect immediately assigns you the selected folders. 
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9.6.12 Duplicating a folder 

This action is available only in a specific case: when the contact sends at least two successive 

replies related to his/her folder (reminder), without any intermediate message from an agent. It is 

then possible to duplicate the existing folder to create another one. The objective is to process the 

messages sent separately when they are separate requests.  

ALE Connect then generates a new folder to be processed with a deadline initialised to 0: it has the 

same queue, language, skill and priority as the duplicate folder. 

1. Click the List of folders button ( ). 

2. If necessary, perform a folder search. 

3. Open the folder in progress by clicking the corresponding line: its detailed information is 

displayed on your screen. 

4. From the Folder tab, click New folder. 

ALE Connect generates a new folder in the In progress desktop. 
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9.6.13 Reactivating a folder 

This individual action allows to resume a specific folder in order to re-process it when, for 

example, a new event has occurred. After reactivating, the folder remains displayed on screen in 

read/write mode so that you can resume it. 

Warning: when a folder is reactivated, its processing deadline is automatically reset to 0. In addition, 

it is not assigned to any agent. 

9.6.13.1 What can you reactivate? 

Any folder, whatever its media, that is stored in one of the following desktops: 

Desktop Consequence 

Internal - Processed 

The folder returns to the In progress desktop and can again be 

supported by an agent.  

Internal - Recycle bin 

The folder returns to the internal desktop where it was initially 

stored before being moved to the recycle bin (In progress, 

Processed or Validation). 

Voice, Chat and Facebook Messenger folders can be reactivated 

only from this desktop. 

External - In progress 

The folder returns to the In progress desktop and can again be 

supported by an agent.  

External - Closed 

The folder returns to the In progress desktop and can again be 

supported by an agent.  

External - Recycle bin 

The folder returns to the In progress desktop and can again be 

supported by an agent.  

9.6.13.2 Procedure 

1. Click the List of folders button ( ) in the taskbar. 

2. Select the desktop in which the folder to reactivate is stored.  

If you do not know, perform a folder search. 

3. Click the folder to be reactivated: its content is displayed on the screen. 

4. Click the Reactivate button.  

ALE Connect reactivates the folder and stores it in the affected desktop. The folder remains 

opened on the screen in read/write mode so that you can resume it. 
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10 Folders of the external desktop 
 

The contact centre may have to delegate the processing of certain specific folders, on an episodic 

basis, to people external to the company: in ALE Connect, they are called external agents.  

An external agent works with the contact centre, but is not part of the company’s workforce. As a 

result, he/she does not have access to ALE Connect and therefore does not need a license. His/Her 

role is to process the email folders sent to him/her by agents; his/her mailbox is used as a working 

tool. Unlike experts, the external agent is responsible for responding directly to the contact 

without any intermediary for validation. 

An external folder is therefore a folder that has been sent to an external agent (it keeps its initial 

number). As this is a special circuit, these folders are stored separately in external desktops. 

According to your profile, you may not be able to access it from your ALE Connect interface. If 

necessary, we invite you to contact your supervisor. 

An external folder looks exactly like an internal folder of written media. However, your scope of 

action is much more limited: you can only remind the external agent, reactivate or delete the 

folder. The basic actions located in the toolbar are also available (printing, grouping of folders, 

etc.). 

Advise: this circuit is suitable for a low and episodic flow of folders. It is not recommended if the 

volume of folders to be processed is high. Before implementing it, we invite you to contact your ALE 

Connect coordinator to study the possibilities of implementation. 

 

  



Agent 

 
 

8AL91316ENAAed1  197 /231 

10.1 Statuses of an internal folder 

The status of an external folder allows you to see how far it has progressed. Indeed, during its life 

cycle, a folder will go through different statuses between the moment it is created and the 

moment it is closed. The status is displayed in the column of the same name, when you view a list 

of folders (whatever the chosen desktop). This section thus summarises all the possible statuses of 

an internal folder, detailed by desktop. 

External desktop - In progress 

Status Description 

To be processed by 

external agent 

Default status of a folder when arriving in the desktop, after sending to 

external agent. It is considered that no processing has been performed on 

this folder yet. This status will change after an external agent supports the 

folder. 

In progress The folder is currently being opened by an agent. 

Grouped 
The folder is currently grouped with others in order to perform a combined 

action (archive, etc.). 

Remind to external 

agent 

An agent (or a supervisor with rights on external desktops) has sent back 

the folder again to the external agent for processing. This reminder is 

performed directly from the folder.  

External desktop - Closed 

Status Description 

Archived The folder has been archived by the external agent from his/her mailbox. 

Closed by external 

agent 

The folder has been closed by the external agent from his/her mailbox, 

when the contact's request has been satisfied. 

In progress The folder is currently being opened by an agent. 

Grouped 
The folder is currently grouped with others in order to perform a combined 

action (archive, etc.). 
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External desktop - Recycle bin 

Warning: folders in this desktop keep the status they were in before being moved to the recycle bin. 

 

Status Description 

To be processed by 

external agent 

Default status of a folder when arriving in the In progress desktop, after 

sending to external agent. It is considered that no processing has been 

performed on this folder yet. This status will change after an external 

agent decides to handle the folder. 

Archived 
The folder has been archived by an external agent from his/her mailbox. 

The contact’s request is considered as satisfied. 

Closed by external 

agent 

The folder has been closed by an external agent from his/her mailbox, 

when the contact's request has been satisfied. 

In progress The folder is currently being opened by an agent. 

Reminder to external 

agent 

An agent (or a supervisor with rights on external desktops) has sent back 

the folder again to the external agent for processing. This reminder is 

performed directly from the folder. 
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10.2 Processing an external folder 

The external agent has received in his/her mailbox a folder to process as an email. This email is 

easily identifiable as its subject indicates the reference number and the subject of the ALE Connect 

folder. The email body contains the initial message of the contact.  

The external agent prepares his/her response. It will be sent directly to the contact, without any 

intermediate validation by a centre agent. The contact’s request is considered as satisfied and the 

folder is closed: on ALE Connect, it changes automatically to the Closed by external agent status, 

and then is stored in the External - Closed desktop. Meanwhile, the contact receives by email the 

reply written by the external agent. 

Warning: the folder number must not be changed or deleted in the subject of the email, to avoid 

any malfunction during the routing. 

1. From his/her mailbox, the external agent selects and opens the email of the ALE Connect 

folder to be processed. The following screen is displayed: 

 

The email is structured in a particular way. The entry rules are reminded, so that the action 

chosen by the external agent is correctly transmitted to ALE Connect. 
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On top of the screen, the external agent views the subject of the email (1) which details 

the ALE Connect folder reference beginning with <ExtOpeRef...>, the subject of the ALE 

Connect folder and the sender of the email (alias of the sending email address).  

In the upper part of the email body is the comment (2) entered by the agent who sent the 

folder (optional).  

The external agent has an entry area to write his/her reply (3) framed by two lines of 

dashes. He/She can refer to the initial message from the contact (4) below.  

At the bottom of the email, various actions (5) are available according to the processing 

needs. 

2. The external agent clicks Reply, without changing the recipient. 

3. He/She writes his/her reply in the corresponding area. 

The formatting and writing tools (copy-paste, spell checker, etc.) depend on the messaging 

software used. 

4. When the reply is ready, the external agent sends the email. 

This is then sent directly to the contact associated with the ALE Connect folder. 
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10.3 Archiving an external folder 

The external agent can decide to archive directly a folder that has been assigned to him/her. 

He/She may notify a comment justifying the archiving. The folder changes to the Archived status, 

then is stored in the External - Closed desktop. A note is then added in the notepad of the folder 

to trace this action. 

Archiving is usually useful when the folder is sent back the external agent, whereas it has already 

been processed. Typically, when the contact writes to the external agent to thank him/her for 

his/her reply. This new message will reactivate the folder that was closed (it returns to the In 

progress desktop) and will send it back to the external agent once again. 

Note: it is always possible to reactivate an archived folder, in case of errors. 

1. From his/her mailbox, the external agent selects and opens the email of the ALE Connect 

folder to be processed. 

2. The external agent clicks Reply, without changing the recipient. 

3. He/She writes his/her reply (optional) in the corresponding area. 

4. He/She enters an x between the square brackets of the Archive option, in the Actions area. 

 

5. The external agent sends his/her email. 
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10.4 Moving an external folder to the recycle bin 

This action allows the external agent to delete a folder that has no longer interest (SPAM, obsolete, 

duplicate, etc.). Like archiving or refusal, he/she may enter a response justifying his/her decision. 

A note is then added in the notepad of the folder to trace the deletion. 

Warning: the folder changes to the To be processed status and returns to the In progress desktop, 

as if it has never been processed by the external agent. Its processing deadline is also reset to 0. 

1. From his/her mailbox, the external agent selects and opens the email of the ALE Connect 

folder to be processed. 

2. The external agent clicks Reply, without changing the recipient. 

3. He/She writes his/her reply (optional) in the corresponding area. 

4. He/She enters an x between the square brackets of the Move to the recycle bin option, in 

the Actions area. 

 

5. The external agent sends his/her email. 
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10.5 Refusing an external folder 

The external agent can refuse to process a folder when, for example, the contact sends back a 

question that does not concern the folder, the folder is not within his/her competence, or the 

folder was sent to him/her in error. As archiving or recycle bin, the external agent may enter a 

response justifying his/her decision. A note is then added in the notepad of the folder to trace this 

refusal. 

Warning: the folder changes to the To be processed status and returns to the In progress desktop, 

as if it has never been processed by the external agent. Its processing deadline is also reset to 0. 

1. From his/her mailbox, the external agent selects and opens the email of the ALE Connect 

folder to be processed. 

2. The external agent clicks Reply, without changing the recipient. 

3. He/She writes his/her reply (optional) in the corresponding area. 

4. He/She enters an x between the square brackets of the Refuse the message option, in the 

Actions area. 

 

5. The external agent sends his/her email. 
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10.6 Reminding an external agent 

A folder has been sent to an external agent and the contact centre has no news since. You want to 

know the status of its processing for multiple reasons: the initial request is urgent, the contact sent 

a reminder, the processing of the folder is delayed, etc.  

The reminder consists in sending back the folder to the external agent once again. The folder 

remains in its current desktop and changes to the Reminder to external agent status. It can be 

performed from any external desktop.  

10.6.1.1 Single folder 

1. Click the List of folders button ( ). 

2. Select the External type of desktop ( ). 

3. Select the external desktop in which the folder to remind is stored.  

If you do not know, perform a folder search. 

4. Open the affected folder by clicking the corresponding line. 

5. Click the Remind the external agent button located at the bottom of the screen.  

A window is displayed: it reminds the email address of the external agent to which the 

folder will be sent back. 

6. Write a comment to him/her if necessary. 

7. Click OK. 

ALE Connect sends back the folder to the external agent, and then closes the corresponding 

tab. 

10.6.1.2 Group of folders 

Warning: this grouped action is available only if the selected folders all belong to the same queue. 

1. Click the List of folders button ( ). 

2. Select the External type of desktop ( ). 

3. If necessary, perform a folder search. 

4. Check the folders affected by the reminder. 

5. Click the Group button ( ). 

6. Select the Remind the external agent grouped action.  

A window is displayed: it allows you to enter an optional comment about the reminder. 

7. Enter a comment if you wish. 

8. Click OK. 

ALE Connect sends back the folder to the external agent. 
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11 Contacts 
 

A contact is a person or an entity (such as a company for example) with whom/which an agent can 

interact in ALE Connect by using the various media available. 

Any interaction is mandatorily associated with a contact, already identified or anonymous. 

For this purpose, ALE Connect provides you with a contact database that you can use and enrich as 

your activity grows, to link them to the processed interactions. It can be fed in two ways: either by 

creating a sheet (new folder for example), or by importing a contact file. This second operation can 

only be performed by the platform coordinator.  

Contact management includes the following functionalities: 

• Create, modify or view a contact sheet; 

• Search a contact in the database; 

• View the history of his/her folders; 

• Merge several contacts. 
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11.1 Creating a contact sheet 

In most cases, you do not need to create the sheet: ALE Connect automatically generates it as soon 

as you close a folder for which no contact has been associated with. ALE Connect then creates the 

sheet by retrieving the available information (ex: caller’s phone number). 

Nevertheless, you may need to create a sheet manually (often out of necessity, when processing a 

folder). For this purpose, ALE Connect provides a default sheet. If desired and if configured by a 

coordinator, its form can be customised according to the needs of the contact centre, the customer 

profiles and the activity. Please note that the explanations of this section describe only the fields 

and entry rules of the default sheet. 

Warning: once created in the database, a contact can no longer be deleted. However, you can modify 

his/her sheet or merge it with another one, in case of errors. 
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11.1.1 Out of a folder 

This action is independent from your current tasks. It allows to create a contact, without 

performing a prior search. This method is recommended when you are sure that the contact does 

not exist in the database and you want to create it independently of a folder. 

1. Click the Create a contact button ( ) from the taskbar. 

2. A new tab is displayed in your workspace: 

 

The sheet is divided into two parts: on the left, the contact’s personal information; on the 

right, the history of his/her folders (empty in creation mode). 
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3. Fill in the following fields: 

Title (mandatory) 

Select, from the choice list, the title of the contact. By default, this is Mr. The choice list is 

predefined in the system and cannot be changed.  

Last name 

Enter the last name of the contact. 

First name 

Enter the first name(s) of the contact. 

Date of birth 

Enter the contact’s date of birth, in DD/MM/YYYYY format, either by entering it directly or 

by selecting it from the calendar. 

Contact ID 

You can associate another ID to the contact, in addition to the one automatically assigned 

by ALE Connect. For example, the contact ID from the CRM software used by the company. 

Company 

Fill in the company name, when the contact works for a company. 

Number/Street/Locality/Building 

Enter the postal address of the contact, filling in the required fields. 

Postcode/City 

Enter the postcode and the city where the contact lives. ALE Connect does not control the 

consistency between the code and the city entered. 

Country 

Select, from the choice list, the country where the contact lives. It is inherited from the 

system. 

Home phone/Mobile phone 

Enter the phone numbers of the contact. 

Email address 

ALE Connect allows to enter as many email addresses as needed. To add one, click the [+] 

button located to the right of the field. An entry area is displayed below: enter the email 

address and validate it by clicking the Add icon. If the contact has more than one, the email 

address selected by default will be used when processing interactions. On the contrary, it is 

possible to delete a selected email address by clicking the [-] button. 

 

Warning: the Send email button is only displayed if the ALE Connect license includes the Email 

media. 
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Facebook alias 

Enter the contact’s Facebook alias, if he/she owns a Facebook account. 

Verbatim 

A verbatim is a written report, word by word. In this field you can enter any information 

about the contact that is required. 

Comment 

This field allows you to enter a second comment if necessary. 

4. Click OK to save the sheet.  

ALE Connect adds the contact in the database and assigns a unique number: this is the contact 

ID. This number is immediately visible, at the top of the sheet: The sheet can now be modified 

or viewed at any time, depending on the activity. Each interaction associated with this 

contact will be systematically saved in his/her history of folders. 
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11.1.2 During the processing of a folder 

At any time, it is possible to manually create a contact sheet during the processing of a folder, 

even during the wrap-up time. Some fields may be pre-filled in if they have been retrieved 

automatically (ex: from a search or from data in a structured email). 

1. While processing a folder, click the Contact tab. 

2. Click the Create a contact button ( ). 

 

3. Fill in the information in the contact sheet. 

4. Click the OK button. 

The contact sheet is created: you can now modify it or associate it with the interaction being 

processed, by clicking the corresponding tab. 

11.1.3 By creating a folder simultaneously 

You need to create a folder for a new contact, as this is a first interaction (ex: following the 

receipt of a letter). 

1. Click the Create a folder button ( ) in the taskbar. 

2. A mixed form is displayed: it allows you to create both the folder and the contact sheet. 
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11.2 Viewing a contact sheet 

Once the contacts created in the database, you can view a sheet at any time. This action is useful 

when you need to contact the person, or to check an information without changing his sheet. 

11.2.1 Out of a folder 

1. Click the Search a contact button ( ) in the taskbar. 

2. Enter the search criteria. 

3. Click the Validate button or press the Enter key. 

ALE Connect displays the list of contacts matching your search on the right side of the 

screen. 

4. Once the contact found, click the corresponding line. 

5. ALE Connect displays her/his sheet in read-only mode on the screen: 

 

The left part (1) of the sheet presents the contact’s personal information; the right part (2) 

the history of his/her folders.  

If the sheet is the result of a contact merge, the numbers of merged sheets are specified as 

comments. 

You can call the contact ( ) or send him/her a spontaneous email ( ) by clicking the 

corresponding icon. 

Warning: these actions are only available if the media included in the ALE Connect license 

allow it. 

Three buttons (3) are located at the bottom of the screen: 

• Back allows you to go back to the search criteria screen. 

• Edit allows you to modify the contact sheet. 

• Create folder allows you to create a folder for a contact. 
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11.2.2 During the processing of a folder 

1. While processing a folder, click the Contact tab. 

2. ALE Connect displays the contact’s personal information, extracted from his/her sheet. 
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11.3 Modifying a contact sheet 

This action is possible at any time: before, during or after the processing of an interaction, 

whatever its media. However, the access modes will vary according to your current task. 

11.3.1 Out of a folder 

This procedure can be performed at any time, whether you are processing an interaction or not. It 

is fully independent from the rest of your tasks. 

1. Click the Search a contact button ( ) in the taskbar. 

2. Enter the search criteria. 

3. Click the OK button or press the Enter key. 

ALE Connect displays the list of matching results on the right of the screen. 

4. Once the contact found, click the corresponding line. 

The last update date and time of the sheet are indicated, as well as the agent who performed 

the changes. This information may be useful when you need information or have questions to 

ask this agent. 

5. Click the Edit button: the contact sheet is opened. 

6. Modify the desired data by respecting the entry rules. 

7. Click Save. 

11.3.2 During the processing of an email folder 

At any time, it is possible to modify a contact sheet during the processing of a folder, even during 

the wrap-up time. The contact is already associated with the folder. 

1. While processing a folder, click the Contact tab. 

2. Click the Modify details option ( ). 

 

3. Modify the desired fields. 

4. Click the OK button. 
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11.3.3 When processing a folder from another media 

1. While processing a folder, click the Contact tab. 

2. Click the Modify contact button. 

 

3. Modify the desired fields. 

4. Click the OK button. 
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11.4 Searching a contact 

This essential action is easily accessible from many of ALE Connect functionalities, to make your 

work easier. 

11.4.1 Out of an interaction 

With ALE Connect, you can search contacts at any time independently of your current tasks. 

1. Click the Search a contact button ( ) in the taskbar. 

A new tab is opened: 
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2. Enter the desired search criteria. 

The available criteria are all the fields of the contact sheet. The search can be performed on 

one or more fields according to your needs. For each criterion to use, choose a mathematical 

operator from the list (Contains, Is equal to, etc.) and then enter the desired value.  

Ex: you want to search all the contacts who live in Paris. In the CP field, select the Starts 

with operator then enter the value 75. 

This selection is optional: to display the list of all contacts from the database, click directly 

the Validate button, without entering any information. 

3. Click the OK button or press the Enter key.  

The matching results are displayed on the right of the screen, when at least one contact has 

been found. Otherwise, the list is empty. By default, the contacts are sorted by ID in 

descending order. However, you can re-sort the list according to the criteria of your choice, 

by clicking the desired column header (ex: by last name). 

 

For each contact found, you can view his/her ID, Facebook profile picture (if available), 

name, first name, main email address (if filled in), the last update date of the sheet, and 

two Parent/Child options that allow to merge contact sheets.  

11.4.2 During the processing of a folder 

The contact search is also accessible within a folder. 

1. While processing a folder, click the Contact tab. 

2. Click the Search a contact button ( ). 

3. Follow the standard search procedure. 
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11.5 Viewing the contact history 

At any time, you have the possibility to launch a contact search; whatever your current tasks in ALE 

Connect. As soon as you view a sheet in the results, you have access to the history of the contact 

folders. The main advantage of this history is to be more complete than the one displayed during 

the processing of a folder. It is particularly useful when you need to search a folder that you have 

not been involved in. 

Warning: the history may show folders that you cannot access from the in progress or processed 

desktops. This happens when the coordinator has only given you read rights on a queue with the 

Folders not visible attribute, or has not given you read rights on a particular queue (it is then 

impossible to access the detail of the corresponding folders). 

1. Click the Search a contact button ( ) in the taskbar. 

2. Enter the search criteria. 

3. Click OK or press the Enter key. 

4. From the list of results obtained, click the corresponding contact. 

His/Her history is displayed on the right side of the screen: 

 

You can view all the contact’s folders, sorted from the most recent to the oldest, according 

to the processing date of the folder (field not visible on the interface).  

For each of them, you can view the following information: 

Folder 

Unique folder number on which you can click to access its detailed content. 

Media 

Icon illustrating the media associated with the folder. In case of an email, hover over the @ 

icon to view the sender's email address. 

Date 

Creation date and time of the folder. 

Subject 

Subject of the folder which may vary according to the media associated.  

Email: message entered by the sender.  

Voice: default description indicating the correspondent’s phone number (can be modified 

when processing the folder). 
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Chat: default description indicating the web user’s surname (can be modified when 

processing the folder).  

Facebook Messenger: Facebook page ID followed by the user's identity on Facebook.  

Twitter: "Twitter - " reference followed by the Twitter account to which the contact wrote.  

If no subject has been specified, the column displays a series of dashes. 

Queue 

Name of the queue in which this folder has been directed. 

Skill 

Name of the skill associated with the queue and therefore with the folder. Skill is an ability 

that allows the assignment and processing of a folder by an agent. 

Agent 

Last name of the agent who processed the folder. In case of an email with several 

exchanges, this is the name of the last agent who replied. 

No. 

Total number of exchanges between the agent and the contact, for the current folder. Each 

time there is an exchange resulting in an incoming or outgoing email, ALE Connect increases 

this number by 1. Acknowledgements of receipt are also counted. 

Status 

This is the current status of the folder (ex: In progress, Reminder, Closed, etc.). 

Move to the Recycle Bin 

This button is only displayed if you are supervisor (it is hidden from agents). It allows you to 

move the current folder to the recycle bin whatever its media (voice, chat, etc.) to delete 

it permanently. 
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11.6 Merging contacts 

It may happen that the same contact has several sheets in the system. For example, his/her last 

name was misspelled by an agent when supporting an interaction. These sheets are called 

duplicates.  

Merging consists in keeping a single contact sheet of your choice, called parent, by removing 

one or more other existing sheets, called child. ALE Connect performs a “logical” deletion of the 

merged contact sheets: this means that they will be hidden and will no longer be taken into 

account by the processings on the agent interface (whatever the action performed). This is not a 

physical deletion: the duplicate sheets are still present in the database.  

Once performed, the merge is traced in the comment of the parent contact sheet: this one reminds 

the numbers of merged sheets, the date when the merge was performed and the user who 

performed the action. Folders associated with the child contact sheets are not associated with the 

agent who performed the action. The parent contact sheet inherits not only the folders of the child 

sheets, but also the social identities, i.e. the public data from social media (Facebook Messenger 

and Twitter): profile’s picture, last name, first name, gender, etc. 

When the merge is performed while processing an incoming call, ALE Connect displays all the 

contacts whose phone number matches the caller's phone number. 

Warning: it is not possible to go back and cancel a merge. 

11.6.1 Why remove duplicates? 

Duplicate management is essential, because misidentification of contacts can quickly damage the 

centre's activity: 

• Agent time wasted in searching when supporting an interaction, 

• Errors when processing a folder, 

• Poor quality of data collected, 

• Costs increased when sending emails, 

• Damage to the company’s brand image with its customers, 

• Memory space occupied unnecessarily in the system, 

• Etc. 
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11.6.2 Procedure 

1. Click the Search a contact button ( ) in the taskbar. 

2. Enter the desired search criteria. 

3. Click OK or press the Enter key. 

4. From the list of results obtained, check the Parent option matching the contact sheet to 

keep. 

5. Check the Child option for all the duplicates to remove.  

6. Click the Merge the selection button ( ) below the list. 

7. Click Yes to confirm the merge, or No to cancel the action. 

ALE Connect performs the merge: only the parent contact sheet remains accessible. However, 

the child folders are no longer accessible. 
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11.7 Specific case: deletion 

It is not possible to delete a contact, once created. In case of error(s), we invite you to contact 

your supervisor to find out how to correct them. 

As agent, you can modify the sheet by correcting the wrong information, or merge it with another 

sheet (that is correct). 

Only ALE Connect system administrators are authorised to perform a mass deletion of contacts, by 

executing a technical purge processing (job) from their administration interface. 
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12 More help 

12.1 Glossary 

A 

Acknowledgement of receipt: automatic email sent by ALE Connect to a contact, confirming the 

receipt of his/her message and usually indicating an informative processing deadline. 

Agent: also known as advisor, he or she is responsible for processing requests performed from 

contacts, whatever the media used: phone call, email or chat. He/She belongs to a group of agents 

and shares the same rights as them. 

Aggregation: in reporting, process which consists in cumulating values to get a single value that 

will be used. Usually, values are aggregated over a given period (week, month or year for example) 

or a geographical area (region, country, continent, etc.). 

API: Application Programming Interface that allows applications to exchange data with each other. 

ALE Connect provides a library of API to exchange data with any third party application (usually a 

CRM software). 

B 

Knowledge base: library of shared elements facilitating the processing of the folders by the agents. 

It contains response templates, among other things. Any agent can thus use the knowledge base 

when processing folders.  

Desktop: working directory presenting a list of folders, as a mailbox, all media included. 

C 

Address book: list of persons internal or external to the company with whom the agents may 

communicate when processing folders, whether to obtain additional information before replying to 

a contact, or copy them for example. 

Chat: instant messaging that allows contact centre agents to chat with web users in real time. 

Skill: professional ability or know-how required to process a folder. A skill is always assigned to a 

new folder (as well as a queue and a language). 

Contact: person (customer or not) who initiates an exchange with the contact centre. This 

exchange can be performed by email, telephone, chat, etc. Each contact is identified by an 

individual sheet in the software. 

Coordinator: this user accesses to only one tenant and some extensions (advanced routing for 

example). The coordinator role is usually reserved to the Business Partner in charge of the 

configuration of the ALE Connect tenant. 

Cube: in BI, abstract representation of multidimensional information that is exclusively digital, 

based on the OLAP (On-line Analytical Processing) approach. A cube is based on a relational 

database built in a structured way and organised by business axis to allow simple access 

(DataMart). This method is offered for interactive analysis purposes by one or more persons (often 

computer and statistical novices) whose job is represented by the data. 

D 

Dashboard: dashboard displaying Key Performance Indicators (KPIs) that measure trends and 

performance of contact centre activity, either in real time or historically for the current day. 
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Dimension: in a statistical report, business axis you wish to analyse (ex: media, agents, calls, etc.). 

The dimensions are specific to each cube and can be used as filters. A report can contain several 

dimensions. 

Folder: request from a contact that includes the different exchanges and processings related to 

this request, whatever the media used to initiate it. 

Drill-through: in a statistical report, computer action allowing you to zoom in on the finest level of 

information by a single click, from aggregated data. 

E 

Spontaneous email: email sent by an agent/supervisor, for which there was no prior request from 

the contact. 

Business unit: sub-division of the tenant. The business unit is a set of queues with its own 

knowledge base. 

Operational status: status indicating in real time what the agent or supervisor is doing, while 

communicating its availability to other logged in agents/supervisors. On the ALE Connect interface, 

it is represented by a round icon and a description specifying the task performed. 

F 

Facebook Messenger: instant messaging system provided by the social network Facebook. ALE 

Connect allows contact centre agents to process requests performed by web users through this 

media. 

Queue: set of folders from the same media. A queue mandatorily depends on a business unit. 

Realtime queue: queue to which a language and a skill has been assigned. It automatically inherits 

from the media of the queue to which it is linked. 

Form: set of fields allowing to store metadata related to an interaction in the ALE Connect tables. 

This data is usually extracted from emails, voice scenarios (for voice) or context data (chat).  

G 

ALE Connect application freeze: temporary blocking of the ALE Connect interface, when the agent 

has ignored several successive pop-up notifying the arrival of an interaction. This mechanism is 

intended to temporarily suspend the distribution of e-mails and chats. 

Animated GIF: GIF (Graphics Interchange Format) is an image format frequently used on the Web. 

An animated GIF is a variant: this is a GIF file including a sequence of ordered images, displayed 

very quickly in a loop, thus allowing to obtain a short animation. Usually comic or parodic, they are 

used to illustrate a situation, a thought or an emotion. They can be used in Facebook Messenger 

conversations between an agent and a web user. 
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H 

No entry in the glossary. 

I 

No entry in the glossary. 

D 

No entry in the glossary. 

K 

KPI: acronym of Key Performance Indicator. Key performance indicator also called counter in ALE 

Connect. In a statistical context, numerical value used to measure the performance of the contact 

centre. ALE Connect natively includes a wide range of key indicators to feed the dashboards or D+ 

reports.  

L 

No entry in the glossary. 

M 

Measure: numerical indicator representing a number, duration or percentage. It is also called KPI 

(Key Performance Indicator). It evaluates the trend, positive or negative, at a given moment, 

according to the object measured. A measure can be aggregated, i.e. cumulated over one or 

several dimensions such as a time unit: by day, by week, by month, etc. 

Pull mode: working method that allows the agent to freely select the interaction to be processed 

from one of the available desktops (email or Facebook Messenger conversation for example). 

Push mode: working method that consists in automatically submitting to an agent any new 

interaction that arrives (call, chat, etc.) without the agent having to do anything. The software 

“pushes” the interaction. A pop-up is displayed in the lower right corner of the screen to notify this 

arrival. 

N 

No entry in the glossary. 

O 

No entry in the glossary. 

P 

Picking: random sampling of messages written by agents. It is requested by the supervisor in order 

to check the content for qualitative or training purposes. 

Purge: computer process to permanently delete data from a system. This processing is generally 

recommended when it is necessary to delete obsolete data, reduce the database volume (in 

particular when the system has been used for several years), optimise performance (handling times 

being mechanically reduced by the deletion of data) or respect legal constraints (ex: CNIL 

standards in France related to the storage of personal data). 
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Q 

Quality of Service: QoS. Ability of the centre to respond to requests from contacts, all media 

included. It evaluates satisfaction in terms of response according to different criteria: 

responsiveness, handling time of folders, etc. It can be calculated over a day or a longer period 

depending on the need. Different calculation methods are available in ALE Connect. The higher the 

quality of service, the better the customer service. 

R 

Report: statistics table with one or several rows and/or columns, depending on the case, 

presenting the results according to the chosen dimensions, measures and filters. 

Response template: pre-formatted written message that agents and supervisors can use when 

processing a folder. Its insertion avoids entry errors, reduces handling time, and allows frequently 

asked questions to be answered. Response templates are particularly useful to process emails and 

chats with the web users. 

S 

Supervisor: in a contact centre, the supervisor is in charge of one or several groups of agents. 

He/she often combines the roles of agent and supervisor. As an operational person, he/she 

manages the activity and assists the agents he/she supervises in their daily tasks. He/She accesses 

the administration interface where he/she can, among other things, see the queues he/she 

supervises, manage the knowledge base and his/her user groups. 

T 

Handling time: measure used to evaluate the time spent by an agent to process a folder. 

U 

No entry in the glossary. 

V 

No entry in the glossary. 

W 

Wallboard: dashboard whose ergonomics and display are adapted to remote reading, on large 

screens. It is used as a visual communication tool for teams grouped in the same open space, which 

can thus follow up the evolution of the activity in real time. 

Webbox: web interface complementary to ALE Connect which offers to web users to be connected 

to the contact centre. Integrated into the page(s) of the company’s website, two services are 

available: chat (a web user can chat with an agent) and/or Web Call back (a web user can enter 

his/her phone number in order to be called back to be connected with an agent). 

Wrap-up: when the interaction is over (call, chat, etc.), time remaining for the agent to complete 

the folder. This time can be set up by the ALE Connect coordinator. 

X 

No entry in the glossary. 

Y 

No entry in the glossary. 
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Z 

No entry in the glossary. 
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12.2 Frequently Asked Questions (FAQ) 

Below you will find answers to the most frequently asked questions about ALE Connect.  

12.2.1 User accounts 

 An agent has left the company. What action(s) should I do? 

Start by deactivating the account, by entering an expiry end date in his/her user sheet, to prevent 

any login to ALE Connect with this account. Deactivation does not result in the deletion of any data 

(folders, statistics, etc.). In addition, you will have the possibility to reactivate the account later 

if, for example, you work with occasional/seasonal providers. 

Move the affected user to an obsolete user group: we invite you to contact your customer support, 

to study the possibilities of implementation. 

The statistical reports and dashboards need to be updated. Each customised report using lists of 

values filtered on agents or logins must be modified by its owner: the agent must be removed from 

these filters. Otherwise, if a programming exists for this report, its sending by email will fail. In 

addition, all the dashboards that contain list widgets in which the agent appears must also be 

updated manually. 

 A supervisor has left the company. What action(s) should I do? 

Perform the actions described in the previous answer. Then: 

The supervisor must be removed from the list of recipients for all programmings of 

statistical/picking reports. Please note that only the creator of a programming is authorised to 

modify it. If this is not done, ALE Connect will continue to send the reports to the supervisor. Since 

his/her email address has been deactivated, the system will generate mailer-daemon emails 

unnecessarily. Note: if the supervisor used private customised reports, we invite you to contact 

your customer support to discuss possible recovery options. 

Make sure that another supervisor has the same rights, to avoid leaving folders to be 

validated/deleted indefinitely in the Validation and Recycle Bin desktops. 

 A coordinator has left the company. What action(s) should I do? 

Perform the actions described in the two previous answers. On the administration interface, assign 

the coordinator authorisations to his/her substitute. 
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12.2.2 Statistical reports 

 I do not receive / no longer receive a programmed report. 

Various reasons may explain this fact. The following controls must be performed on the 

agent/supervisor interface in the Reporting menu ( ). 

No programming has been defined for the report. Select the desired report. Move the cursor over 

the icon  to the left of the report name: if a blue clock ( ) is displayed, it means that no 

programming has been set up. You must create one (at least), so that the report can be sent. 

A programming does exist, but it is suspended. If you have created it, you are the only one who can 

modify it: open the list of programmings for the affected report, then click the Activate button ( ) 

located on the corresponding line. Otherwise, contact the creator of the programming to perform 

the correction. 

The sending frequency/day of the report has been set up incorrectly. It is necessary to correct the 

wrong programming(s) of the report. If you have created it, you are the only one who can modify 

it: open the corresponding list, then click the programming to be modified. Check the parameters 

of the sending frequency and, if necessary, the days checked. Perform the desired corrections. 

Otherwise, contact the creator of the programming to perform the correction. 

You are not on the list of recipients. It is necessary to correct the wrong programming(s) of the 

report. If you have created it, you are the only one who can modify it: open the corresponding list, 

then click the programming to be modified. In the Recipients field, add the missing email address. 

After saving, it is recommended to check all the parameters of the report: the correction must be 

repeated as many times as necessary. However, if you are not the owner of the wrong 

programming, contact the creator to perform the correction. 

The report contains too much data. The query failed to extract the results and the report was not 

sent. It is generally recommended to refine the criteria (filters, period, etc.) to reduce the number 

of results. You have two options: contact the supervisor who created the report to correct it, or 

contact the customer support. 

The report uses a filter on a list of values among which one of them is not valid. The report must be 

updated by its owner to remove the obsolete values. As the previous case, you have two options: 

contact the supervisor who created the report to correct it, or contact your customer support.  

 How can I change the recipients of programmed reports that I do not own?  

We recommend using a mailing list: with this single email address, all recipients are set up and 

managed by your company’s mail server, independently of ALE Connect. This solution offers several 

advantages: when one of the recipients leaves the company, you do not need to change the 

programmings one by one, for each report affected. Simply update the mailing list. In addition, the 

number of recipients is no longer limited. 
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12.2.3 Folders 

 I cannot find a folder after a search. 

Various reasons may explain this fact: 

You have selected the wrong desktop. Make sure that the selected desktop is the one where the 

search must be performed. 

The folder is no longer visible. You can no longer find the folder via the desktops, because of its 

characteristics: you do not have the rights to this folder, it is waiting to be validated, it has been 

merged, etc. We then advise to go through the contact sheet: you will find there all his/her history 

of folders, whatever their status. Simply click the folder to view it. 

The folder no longer exists. It was permanently deleted by a supervisor. 

The folder has been merged with another one. To find it, perform a search in the notepad (Notes 

field) entering the folder reference. Indeed, ALE Connect systematically adds a comment in the 

notepad of folders following a merge. 

You have activated the Filtered display mode. This interface option only displays the folders that 

are assigned to the logged in agent, or unassigned. Folders assigned to other agents are hidden. 

Return to the List mode, to display all current or processed folders (depending on the case). 

You have selected the wrong search field (message, subject, etc.). Check that the selected 

criterion (In field) matches the content in which you wanted to search. If it is wrong, select 

another criterion from the scrolling list. 

There are too many results and they cannot be displayed. By default, ALE Connect restricts the 

display to the first 10,000 folders found, for performance reasons. When the number of results 

exceeds this limit, no results are displayed. It is therefore advised to refine the search, by 

specifying other criteria. 

The indexing of the folders has not yet been updated. There is a time period between the last 

action performed on a folder and the update of the search index. Indeed, it is refreshed every 15 

minutes. Wait a few minutes before restarting the search, or change your criteria. 

 I do not view the folders sent for validation by the agents. 

This is because you are not declared as supervisor of the agents affected. Ask an authorised 

coordinator to check the parameters of your user sheet, from the administration interface: the 

group of supervised agents must be selected in the corresponding tab. If you are authorised, you 

can perform this check yourself. 

Remember that these folders are stored in a separate desktop Validation, accessible from the 

taskbar on the left of your screen. 

 I need to export the email addresses from a selection of folders, for marketing purposes / for 

integration into our CRM system. 

Only a supervisor can export, from the agent interface, a list of email addresses matching a 

selection of folders. Start by selecting a desktop, then perform a search by targeting the folders 

you want to export. Click the Export button. The email addresses are exported in a file in .csv 

format. 
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 What is the difference between closing and archiving a folder? 

These two actions move the folder in the Processed desktop, with the Closed or Archived status 

respectively. The Close action closes the folder by generating a new exchange, visible in the history 

of exchanges of the folder. The Archive action also closes the folder without any particular action. 

The major difference between these two actions concerns the statistics: when you close a folder 

with the Close action, the folder is taken into account in the calculation of the Quality of Service. 

But this is NOT the case if you archive it. 

12.2.4 Email 

 The volume of emails to be processed is unusually low compared to the usual activity. What is 

happening? 

If the volume is lower than usual (but not null), there may be several reasons: 

There is an incident on the mail server. Only an authorised system administrator can check this, 

diagnose and solve the issue. 

The routing rules are inappropriate / have been modified. As a result, new interactions are 

misdirected to the different queues and skills in ALE Connect. That is why we recommend to create 

a "universal" user account belonging to a group with access to all queues, skills and languages. This 

user will thus be able to view the folders on his/her interface, then redirect them manually while 

waiting the parameters of routing rules be updated (performed by an authorised administrator or 

coordinator). 

 I wrote a draft response. Is it visible to other agents?  

Yes, the draft is visible to all collaborators in the contact centre. 
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12.2.5 Chat 

 The webbox is displayed too often: can we make it so that it only appears when an agent is 

actually available? 

Yes, you need to set up ALE Connect so that the software refuses to place web users in realtime 

queue when no agent is available to process the chat. 

For this purpose, an authorised coordinator must modify the properties of the queue in which the 

chat conversations arrive: this is the Adjustment of the realtime queue size (% of the number of 

agents logged in x maximum number of conversations) parameter that sets up the number of web 

users placed in realtime queue, when all the agents authorised to process chat conversations have 

reached their maximum quota of authorised conversations. By defining a value equal to 0, no web 

user is placed in realtime queue and the Webbox is therefore not displayed. 

 Can a survey be triggered at the end of a chat? 

Yes, it is possible technically (ex: inserting a link to an external survey at the end of the 

conversation). To identify the most appropriate solution to your needs and context, we invite you 

to contact your customer support. 

 When chatting, is it possible to use autocomplete sentences to go faster? 

Yes, it is possible to define response templates to the most frequently asked questions in the ALE 

Connect knowledge base (from the administration interface). Warning, they must have theMessage 

type, otherwise they will not be usable during a chat. Only a coordinator or supervisor can perform 

this operation. 

 I want to use a response template that exists in our knowledge base, but it does not appear 

when I start typing my text. 

This is because the type of this response is wrong: only message type responses can be used in chat 

conversations. Since this characteristic cannot be modified, a coordinator or supervisor must re-

create this response template in the knowledge base from the administration interface, being 

careful to select the Create message option. 

 How to set up a chat service opening calendar? 

From the administration interface, a coordinator must create a calendar by tenant. It details the 

time slots (opening and closing hours) of the teams handling chat conversations. Outside the 

working hours set up by the calendar, this service will not be available. 

 

 

 


