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Welcome to the comprehensive guide for Nextiva Contact Center (NCC) email
features, designed to enhance your customer service experience via email.
This detailed resource is tailored for agents using the email-only Contact
Center product type, providing them with the tools and insights needed to
deliver exceptional service through email. Whether you're handling customer
inquiries, resolving issues, or simply ensuring seamless communication, this
guide will walk you through the essential features and functionalities of NCC's
email capabilities.

Use this guide to:

e Streamline email Interactions: Learn how to efficiently manage
customer conversations via email.

e Improve Response Times: Discover how to quickly address customer
inquiries and resolve issues.

e Enhance Customer Experience: Understand how to leverage NCC's email
features to provide personalized and effective customer service.

e Optimize email Workflows: Explore ways to integrate email into your
broader customer service strategy for maximum impact.

If you have access to Nextiva's omnichannel or voice features as part of your
setup, you may also find our additional guides for these services useful. Utilize
the Nextiva Contact Center Resource Hub to enhance your customer service
offerings and ensure a seamless experience across all channels.
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Email Workitems

With the Nextiva system customers have a choice of channel preferences. The Nextiva
system also handles incoming emails that are queued and routed by the built-in ACD.
The incoming email can receive special treatment by the system including automated
email acknowledgment, agent scripts, and suggested email templates. All of this is
made possible by Nextiva’s built-in workflow engine. As a user you will be presented
the scripts and the email response templates once you accept the ACD email offer.
This is the icon for Email Workitems:

Incoming Email Workitems

Upon accepting an email from the workitems tab, the email will open and show you
the To address where your email reply will be sent as well as the CC address if one
exists.

You will also see the subject of the email and a From address. The From address is
the address that you are sending from. It is not recommended that you change any of
these fields unless of course you would like to CC or BCC someone on this email.

andrewmaman2017@gmail.com Duration 10s

B4 Email/Active 4
East Coast Sales / East Coast Sales .
03/07/202513:23:17
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Email Member Information Contact Data Information History Events

Email CATEGORY Select a Category v
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Regards
Steve O'malley

THRIO

If you receive an inbound email with attachments, you can select which of the
attachments to attach/include in the reply of the email.

Once you accept
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Incoming Email from the ACD Queue

When you are available and an incoming email offer is presented to you, the
Notification will appear in the lower, right-hand corner of your screen.

What you will see is:

e Title: Displays the contact’s name, or their phone/email depending on the work

item type.

e Details: Includes creation date, campaign name, and queue name.

e Actions: Shows Accept (to take the work item) or Reject (to return it to the
queue). A dropdown lets you choose a different busy status when rejecting.

nextiva X Enter phone number R :zai'ab'e (] a
= Workitem =0l Sidebar View ~
ﬁﬁo X Search. Qv
8
5 Assigned Queued
=
N
b -
. X
vz paul.cottrell@nextiva.com
(] Monday, April 7, 2025 1:20 PM

Default / Paul's Service Queue
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e To answer an incoming email, select the Accept button in the pop-up
window that shows up when receiving a workitem.

XBert Tip: The workitem will have a timer indicating your workitem needs to
be accepted before the timer runs out.

Open a Workitem

1. To open a workitem, select the workitem from your list. This allows you
to view details in the Detailed View.

2. Write your reply in the body field.

3. Select the Send Email button in the top right corner.

paul.cottrell@nextiva.com Duration 1m 24s

4 e o

v
i Active
Default / Paul's Service Queue

04,10/ 2025 08:10:04

Email Contact Data Information History Events

FROM

nextiva. <.

MNormal ~ Arial -14 -8B i U & A 13

iii
fidl
|
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.
-
S
.

e @ oo b BB B

Begin repled message

From: paul cottrell@nextiva com
Subject: RE- demo test 2
Date: Thursday, April 10, 2025 810 AM
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Survey

After accepting an email workitem, you may see a user survey. User surveys are
custom-built by your Administrator. For questions on filling out the user survey
please speak to your supervisor or administrator.

To access the User Survey tab on an active email workitem:
1. Select User Survey in the workitem banner.

User Survey

2. The User Survey tab will be visible:

Email User Survey  Contact Notes Data Information History Events
User Survey

INITIAL SURVEY SUCCESS HIDDEN FIELDS PANEL
Hi Amy.this call is being recorded for compliance purposes. ok?

O Yes O Mo

Hi Amy, are you looking for a new CX platform?
O ves O Mo

When are you looking to change?

OK great I'm sure we can help!

Do you have budget approval for this?

OK can work with you on that
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Contact Tab

After accepting an email workitem, you can select the Contact tab to reveal the Mini
CRM screen. Here you can add or edit information about the customer.

Email User Survey Contact  Notes Data Information History Events
Contact X Sasrch Q o
NAME FIRST NAME LAST NAME
Amy Taylor Amy Taylor

ADDRESS amy STATE

ZIP CODE / POSTAL CODE COUNTRY TIMEZONE

America/New _York -

EMAIL - = PHONE MOBILE

[

designerjewleryllc@gmail.com 6028445060

ACCOUNT IDENTIFIER 2 o

e The contact screen provides you with the ability to get a quick look at essential
customer information.

e This includes fields:

name,

address,

email address,

time zone,

coordinates,

date of birth,

customer ID numbers

case numbers.

e Depending on how your system is configured, you may be able to view the
same contact information in a native, third-party CRM system that Nextiva is
integrated with.

e The use of tabs here is to provide you with a shortcut to that section. You can
also scroll down to the section you have selected.

o O O O O O O
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Notes Tab

After accepting a workitem, you can select the Notes tab to see existing notes on the
customer taken by other agents and you can also create a new note. Depending on

your authority or class of service, you may not be able to create new notes. This
note-taking capability is set by your system administrator.

2 Amy Taylor
B4 Gutbound Email/ Active
Contact - Trade Show SMS/ N/A
02/28/2025 1401:34

Email

UserSurvey  Contact

Notes Data Information History Events

Notes (-]

TmE BODY

To add a note:
1. Select the + sign.
2. A pop-up window will appear.

nextiva =
- Workitem A Sidebar View nviaves
-~ ‘Outbound Email / Active:

= ~ Contact-Trade ShowSMS /N/A

X Search. Qv 02/28/2025 14:01:54.

Em
= Add Notes
Assigned Queued

rrrrr

rrrrr

Data L}

Information

MODIFIED AT

4 MODIFIED BY

= 1=«

3. Enter the title of the note in the Title field and the note

4, Select OK.
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Information Tab

The Information tab provides details on the workitem including priority, queue
information, and start and stop times.

Email UserSurvey  Contact Notes Data Information History Events

Data L
Information
FROM T PRIORITY
Emily designerjewleryllc@gmail.com 0
CREATED AT (AMERICA/NEW _YORK] QUEUED AT (AMERICA/NEW_YORK) TERMINATED AT (AMERICA/NEW_YORK]

Version 2.01 © Nextiva



History Tab

The history tab reveals a chronological timeline of interactions with the customer.

1. Start by searching for the contact or workitem using the search bar.

Hlstory X Search.. Qv

2. Locate the Arrows On the right-hand side of the screen, you’ll see arrows next
to each result.

3. Select the arrow next to a stored workitem to reveal more detailed
information.

4. Once a workitem is active, its interaction history will appear on the right-hand
side of your workspace.

5. At the top of the history section, select the drop-down icon to select how far
back you want to view past interactions.

6. The system will display a timeline of interactions with the contact, filtered by
your selected time range.

Workitem =1 Sidebar View ¥ Amy Taylor

Outbound Email/ Active 4 2
Contact-Trade Show SMS / N/A

03/04/2025 155131

nextiva = Login @ "ﬁ
m24s

1

5]

Emall UserSurvey Contact Notes Data Information History Events

Assigned Queued

= @ A Tavier History X Sear av

v Inbound 2 Outbound -~ QB/Predictive Progressive ¢ Chat
¥ o Yo %o ® o LI

Email ™ Fax SMS
[ = o0 ®o

Monday, March 3rd 2025, 15:10:13 Outbound Email .
Monday, March 3rd 2025, 13:04:05 Outbound Email «
Events

03/04/2025 155131 Emily A Assigned
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Selection of Timeline Items

1. Navigate to the History tab.

History

2. Select the magnifying glass icon in the Search field.

X Search.. a v

a. Or Select the Filter icon. A pop-up window will appear.
|

* Search... b
DATE RANGE
Last 3 days '

b. You can manually search for a workitem and/or specify a date range in

the Date Range field.

“w o

jo

x Search._

DATE RANGE
Last 3 days A
Today
1 Yesterday
Last 3 days
RESULT

Last 7 days

This Week Assigne

Last Week

c. Select Search.
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® Search._ Q

DATE RAMGE

Last 3 days '

3. You will see a history of workitems with the person contacted in the email. You

will see workitems by type and a timeline.

History X search aQav
¢ Inbound 2 Outbound Y QB / Predictive Progressive
Yo AV W&o ® o
v Chat Email = Fax SMS
"o & 1 & o o o
Meonday, March 10th 2025, 13:10:27 Qutbound Call ]
Monday, March 10th 2025, 12:58:46 Outbound Email .

4, Select the black arrow next to an individual workitem in the timeline.

3:10:27 Outbound Call 1

2:58:46 Qutbound Email 4

5. More details about the workitem will appear.

é Monday, March 10th 2025, 12:58:46 Outbound Email -

Information
FROM < o < PRIORITY
Emily designerjewleryllc@gmail. com 0
CREATED AT (AMERICA/NEW_YORK) ‘QUEUED AT (AMERICA/NEW_YORK) TERMINATED AT (AMERICA/NEW_YORK)
(OFFERED AT (AMERICA/NEW_YORK) ASSIGNED AT (AMERICA/NEW_YORK) DISPOSITIONED AT [AMERICA/NEW._YORK)
WORKITEM D cawin ownepay
7823ca61-4299-4286-2dd1-247 96180426 Emily
AGENT QueuE CAMPAIGN
ben kirchner+demo@nextiva com Contact - Trade Show SMS
DISPOSITION DURATION REGIONID
TS Email Sent 2m 455
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Events Tab

The Events tab provides information on workitems associated with the active work
item. For example, routing result and duration.

. 2 Login @

nextiva = 7
- Workitem =N sidebar View ~ ~ () AmyTaylor Durston s

-~ Outbound Email / Active
= = Contact - Trade Sho SIS /1A
Qv 03/04/202515:51:31
<] Email UserSurvey  Contact Notes  Data Information History  Events
Assigned Queued
= Amy Tayl Events
*+ Que
03/04/2025 1555131 emily
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Selecting on Links in an Email

An agent cannot directly select on a link, when the agent selects on a link there will
be a pop-up window with options.

Begin replied message:

From: designerjewlerylic@gmail.com
Subject: Re:

Date: Friday, March 7, 2025 2:42 PM

To: nextivaprodmktg@nextivademo.com

Hi,

I was looking at this link: hitps:/fwww nextiva com/support/articles/nextiva-contact-center-phone-workitems_html to try and find an answer and | still need some help.

On Fri, Mar 7, 2025 at 2:40 PM Nextiva Product Marketing <nextivaprodmkig@nextivademo. com= wrote:
Hello,

You submitted a support ticket. How may | help you?

Begin replied message:

From: designerjewleryilc@gmail.com
Subject: Re:

Date: Friday, March 7, 2025 2:42 PM
To: nextivaprodmkig@nextivademo.com

Hi,
I was looking at this link: hitps:/fwww nextiva com/support/articles/nextiva-contact-center-phone-workitems_html to try and find an answer and | still need some help.

On Fri, Mar 7, 2025 at 2:40 PM Nextiva Product Marketi extivademo.com= wrote:
Hello, 5 & & ™

You submitted a support ticket. How may | help you?

The first option is called Open Link which opens the link in a new tab.
1] =X
E & & ™

§ Oen Link |

The second one is Style

2 o & o

The third one is Edit Link.

The fourth is Unlink.
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Transferring an Email

If an email workitem needs to be moved to a new extension or queue, you can
use the Transfer feature to redirect it to that new location. (For email
workitems, all transfers are considered “blind”).

1. To transfer an email, first select Transfer in your active workitem.

Duration 4m 46s

[ad [

2. In the drop down menu that appears, select the relevant option

Duration 1m 58s

1__ 2 ©

;_"‘ Transfer to user

{\\‘

nts .
& Transfer to Queue

3. Choose Transfer to User to send directly the workitem to another agent.

Agent Transfer X

4 TO L

4 * Selectvalue_ hd

Cancel Ok
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o Select the drop-down arrow to pick the user to transfer the email to.

Agent Transfer X

1 10 B
— * Selectvalue_ e B

® Adrian Jones

® Alexandralusck

Alex Evans

&
@ Andrew Borodow —
&

Andrew Borodow

o Select OK.

Ok,

XBert Tip: If you select Transfer to User, another menu will appear
where you can select the user’s name.

Choose Transfer to Queue to send the email into a queue to follow its routing
rules to the next Available agent

e Transfer to queue

Queue Transfer *
—a m | Tl
. | * Selectwalue_ e |
i | Cancel Ok |
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o Select the drop-down arrow to pick the to transfer the email to.

Queue Transfer x
A |
9 * Selectvalus_ e E
Billing
— Chat | =
————= Demo- Main —

Demo - Specialist
Sales

Salesforce

e Select OK.
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Outbound Emails

Sending an Outbound Email

To begin sending emails, open the Avatar menu and select Outbound Email

11s

Available €@ ®

® Paul Cottrell _EI

Mextiva SD Training
& Outbound Email
& Outbound SMS

%  Qutbound WhatsApp

From the pop-up window, type in the recipient’s email address and choose the
appropriate email campaign address.

Sidnkar Vinu -

OQOutbound Email X

TO

nextie@nextiva.com &) |

EMAIL CAMPAIGN

% Default -

Select the OK button to open the email as a workitem and continue.

XBert Tip: Once you’ve typed in the recipient email address, you MUST
SELECT THE ENTER KEY for the address to save in the To field.
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Sending Outbound Emails from the User Menu

To send an outbound email:
1. Select the avatar icon to access the User Menu.

B
A"

) Eml!',,r . ‘EI
Mextiva - Product Marketing
& Cutbound Email
® outbound sMs

%=  Login Outbound Campaizn

&) Login Progressive

0 User Settings

Help

2. Select Outbound Email.
& Outbound Email

3. A pop up-window will open.

Outbound Email x

TO

EMAIL CAMPAIGN

* Contact- Trade Show SMS -

Cancel OK

Version 2.01 © Nextiva
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4. Enter the email address of the person you wish to send an email to in the To
field.

5. Hit the Enter key on your keyboard. You should see a small “x” next to the
address.

O

designerjewleryllc@gmail.com )

6. Then select the email campaign you wish to use from the Email Campaign
drop-down list.

EMAIL CAMPAIGHN

* Contact - Trade Show 5h5 -
Contact - SPAS - Payment V4
Contact - Trade Show S5

5F - SPAA - Payment W4

7. Select OK.

8. After you Select OK, you will be directed to an active email workitem where
you can type the email.

nextiva

Workitem =1 Sidebar View ~

jiii
«

Login @ @

X Searen

2]

Duration 115

<4 e (-]
Emall UserSurvey Contact Notes Data Information

2
History  Events
Assigned

Queued

= Amy Taylor

sssssss

«
]
il

FolEde ©

@ oD =0

Version 2.01 © Nextiva
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9. You can add a subject in the Subject field.

SUBJECT

10. You can send the email by scrolling down and selecting the Send icon.

i
Or you can select the Send Email icon in the Workitem banner.

Duration 5m 1és

Version 2.01 © Nextiva
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Sending an Outbound Email from a Contact

You can also send an email from a contact within the Nextiva system.
1. Select the contact icon from a navigation bar or the User Menu.

2. Double select the contact you want to send an email to.
3. Select the envelope icon next to the contact’s email address in the Email field
in the Information tab.

EMAIL .- B

joefish@fishlawllic.co

4. When initiating an outbound email from a contact the Nextiva system will use
the default email campaign that you have selected under user settings.

Outbound Email x

1 Amy Taylor

EMAIL CAMPAIGH

* Contact - Trade Show SMS -

Xbert Tip: To see the outbound email you will need to navigate to the workitem
view.
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nextiva *

Login @ “
Workitem = Sidebar View ~ o O AmyTayior Duration 165
84 outbound Email/ Active 4 - o
= Contact - Trade Show SMS/ N/A <
= X searcn. av o/2a/025 10158 SendEmal Trnster  Terminate
o Emall UserSurvey Contact Notes Data Information History Events
Assigned Queued
= Amy Taylor Email
© Cc Bec
Amy Taylor ®
sumsect
From

nextivaprodmktg@nextivademo.com

Nomal - Atial -1

Xbert Tip: Busy Connect Again does not work with email workitems.
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Email Signature

You can now add a signature that will automatically be added to email workitems.
The Email Signature section will have an editor that can help you with the formatting
of the signature.

There will be a toolbar across the top of the editor that allows you to modify the:
e Headings

Font

Font size

Text formatting (bold, italics, underlining and text color)

Emojis (New emojis have been added to Nextiva that can be used anywhere

messages are sent in Nextiva including different skin colors and you can search

for emojis by emotion.)

Lists

Paragraph formatting

Inserting links

Inserting files

Inserting images

Inserting tables

Cleaning

Undo/Redo

Expand the editor to full screen

Xbert Tip: If you try to insert an inline image over 2MB it will be added to the
attachments instead of inserted in the email. Files over 20MB will be rejected.
If the total size of the files is greater than 20MB, you will receive an error
message and the file will not be attached to the email.

Xbert Tip: .eml files are supported. Quicktime (.QT) files are not supported.

To create an email signature:
1. Select the avatar icon.

f

Version 2.01 © Nextiva 25



2. The User Menu will appear. Select User Settings.
B User Settings
3. Select Email Signature on the left-hand side of the pop-up window.
Email Signature

4. Enter the email signature.
EMAIL SIGNATURE

EMAIL SIGNATURE

A: : +:

5. Select OK.

Version 2.01 © Nextiva
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Switch Views (optional)

Switch between List View and Sidebar View, depending on your workitem

preference.

a. Use List View to only view your current workitem

b. Use Sidebar View to manage multiple workitems simultaneously.

Workitem

=l Sidebar View

v

Assigned

= paul.cottrell@nextiva.com

Email / Queued
Default / Paul's Service Queue
04/07/2025 13:24:03

Queued

Version 2.01 © Nextiva
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