
 

 

 

 

 

 

 



 

Welcome to Nextiva Contact Center (NCC) Voice Guide, the all-in-one platform 
for managing customer interactions across multiple channels. This detailed 
guide will walk the agent through the features and functionalities of NCC, 
empowering them to provide exceptional customer service. 

Note: Full Contact Center settings are exposed; however, not all apply to the 
Voice Only Contact Center product type. 

 

Access User Settings 
Default Dial Type 
Default Campaign Type 
User Icon Photo 
Time Zone 
Voicemail Greetings 

Record Voicemail Greeting 
Upload Voicemail Greeting 

Notification Settings 
Disposition Settings 
Dial Pad Settings 
Inline Dial Pad 

Positioning 
Dialing a Number 
Answering a Call 
Dial Type 

Select a Dial Type 
Dial Campaign 
Speed Dial 
Muting a Call 
Transferring Calls 

Blind Transfer 
Warm Transfer 

Conference Call 
From the Dial Pad 
From the Company Directory 

Ending a Call 
User Status 

Available 
Busy 
Working 
Wrapup 
No Answer 
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Workspace 
Customizing Your Workspace 
Core Workspace Features 

Workitems 
History 
Filter History 

Contacts 
Add a New Contact 
Edit Existing Contact 
Add Contact Notes 
Other Contact Features 

Personalize Your Favorites 
Managing Workitems 

Monitor Incoming Workitems 
Open a Workitem 
Switch Views (optional) 
Select Disposition 

Performance Widgets 
Agent Total 
Agent Occupancy 
Key Performance Indicators (KPIs) 
Performance Dashboard 
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Voicemail Greetings 

Record Voicemail Greeting 

1.​ Setting the custom Voicemail Greeting 

2.​ In General, scroll to the bottom and select Start Voicemail Greeting 
Process. 

 

3.​ Press 2 to record a person greeting. Note: Occasionally, this needs to be 
selected twice. 

 

4.​ After the beep, begin recording. 

5.​ Press 2 again to finish the greeting, prompting a beep and saying 
“Greeting recorded”. 

6.​ To hear the greeting, press 1.  
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Upload Voicemail Greeting 

1.​ In General, scroll down to Voicemail Greeting. 

2.​ Select the speech bubble icon. 

 

3.​ Select the audio file. 

4.​ Select Open. 
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Dial Pad 
This customizable dial pad offers both full and minimized views, allowing you 
to keep it readily available or tucked away as needed. It features an inline 
display with previously dialed numbers for quick access, enabling you to adjust 
the campaign and dial type on the fly.  

 

XBert Tip: Campaign changes reset upon logout, and dial type selections must 
be made each time the dial pad is used. To access dial type options, ensure a 
number is entered before right-clicking the dial icon. 

 

Dial Pad Settings 
1.​ In User Settings, select Dialpad. 

 

2.​ Toggle Close After Dial to change the pop-up behavior of the dial pad. 
This will make the dial pad disappear after the dial is completed.  

3.​ Dial Pad Type allows you to select your preferred view: 

a.​ Full View: The traditional dial pad, accessible from the header bar. 

b.​ Minimized: A smaller, compact dial pad. ​
Note that the dial pad icon will be removed from the header but 
can still be accessed from the minimized dial pad. 
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Inline Dial Pad 
The Dial Pad allows users to make calls, similar to a traditional phone dial pad. 

To open the dial pad, select the dial pad icon on the left-side toolbar. 

 

 

Positioning 

The inline dial pad will initially appear in the middle of the screen. To move it, 
click and drag the white bar at the top of the dial pad window. 

 

You can also adjust the dial bar located at the top of the screen by grabbing 
the center line, if available. 
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Dialing a Number 

There are three ways to dial a number on this virtual dial pad: 

1.​ Using the dialer in the upper right hand corner, insert the phone number 
and select the dial icon. 

 

2.​ Alternatively, you can choose the dialpad icon (highlighted) and click on 
the numbers in the number pad.  When ready, select the dial icon. 

 

3.​ There is also an autofill option for previously dialed numbers.  When you 
begin inputting a number, the dialer will populate a dropdown of 
recently dialed numbers.  When you select the number, it will 
automatically call the number selected. 

​  

 

Answering a Call 

To answer an incoming call, simply select the telephone icon in the pop-up 
window that shows up when receiving a call.​  
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Dial Type 

The dial type allows you to select the Direct Inward Dialing (DID- also called a 
phone number) to make the call from. The system offers flexibility to choose a 
number each call made.  

XBert Tip: Think of the dial type as the "face" presented to the outside world 
when making calls. 

 

Campaign: Utilizes a phone number associated with a specific campaign. 

Personal: Utilizes the agent’s direct number. 

State: Selects a phone number based on the state or region of the 
recipient. 

Private: Masks the caller ID, displaying “private number” to the recipient. 

 

Select a Dial Type 

1.​ Select the icon for the preferred type of dial. 

2.​ The type will darken to show it has been selected, as seen in the image 
above. 

3.​ The dial type selection will reset upon logging out. 
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Dial Campaign 

The default campaign is set in your user settings in the General section, 

To change the campaign temporarily: 

1.​ Select the campaign from the dropdown menu. 

2.​ Place the call.  

3.​ The campaign selection will reset upon logging out. 

 

XBert Tip: Set Your Default Dial Type. For maximum efficiency, head over to 
User Settings and establish a default Dial Type. This saves the step of 
selecting it each time a call is made, and ensures consistency in how the calls 
appear to recipients.  

 

 

Speed Dial 

The most recently dialed numbers will be displayed in the Speed Dial section 
of the dial pad. 

 To make a call with the Speed Dial, select the phone icon.
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Muting a Call 

Once the call has been made, a toolbar will appear at the top of the screen.  

To mute a call, select the microphone button. 

 

A line over the microphone will appear. Select the icon again to unmute the 
call. 

 

Alternatively you can mute and unmute in the open workitem for the active 
call. 
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Transferring Calls 

Blind Transfer 

A blind transfer, also known as a cold transfer, is when a call is transferred to 
someone without first speaking with them or providing any prior information.  

In order to blind transfer a call, first select Transfer in your active workitem. 

 
In the drop down menu that appears, choose to blind transfer to a specific 
user, a specific queue, an outside phone number, or to a user’s voicemail. 

 

After you make your selection from the drop down as pictured below and click 
the blue OK button.  Your call will immediately end and your caller has been 
blind transferred. 
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Warm Transfer 

A warm transfer occurs when one employee answers a call and then transfers 
the call to a different employee but passes on any relevant information so that 
the caller doesn't have to repeat themselves. 

In order to warm transfer a call, you must first be on a two-way call.   

1.​ Call the third party (using your dial pad, for example.)   

2.​ Once you have the third party on the phone, introduce yourself and 
provide information to the third party.   

3.​ When ready to warm transfer, select the transfer button in the active 
workitem and select warm transfer.   

4.​ Once the warm transfer is complete, the call will be over for you 
immediately and the other two parties are connected to each other.   

5.​ Disposition your workitems and change your status back to available. 

 

 

XBert TIP: Remember the call will immediately end as soon as you click on 
Warm Transfer.  If you are intending to have all three parties on the phone at 
the same time so you can introduce the person you are leaving them with, 
follow the instructions for the conference call below. 
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Conference Call 

A conference call is a telephone call where three or more people participate 
simultaneously. It allows people in different locations to have a real-time 
conversation, as if they were all in the same room. Conference calls are 
commonly used for business meetings, team discussions, training sessions, 
and other collaborative purposes. 

Once the call has been made, a toolbar will appear at the top of the screen.  

From the Dial Pad 

1.​ To enter a conference from the dial pad, dial the additional party’s 
number using the dial pad in the upper right hand corner. 

 

2.​ When you call the third party, the caller you were talking to will 
automatically be placed on hold.  You can see the active call and the 
call on hold in your workitem list. 

 

3.​ When you are ready to merge the call, select Conference in the active 
call and select Conference All from the drop down menu. 
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4.​ All party members will be on the call at the same time.   

XBert Tip: The most common number of participants is three, but you 
can conference in more participants if you repeat the steps.  You will 
see the number of participants above the icon, as seen here. 

 

 

 

 

 

From the Company Directory 

1.​ From the Company Directory on the left-side toolbar, select the name of 
the user you wish to add to the call.  

2.​ Select X to close the Company Directory box. 

3.​ Select Conference to add the new party to the phone call.  

 

​  
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Ending a Call 
Once the call has been made, a toolbar will appear at the top of the screen.  

To end a call, select the red phone button. 

 

Alternatively, you can choose the terminate icon in the open workitem for the 
active call. 

  

 

 

XBert Tip: You'll need to disposition the call once it is completed. 
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Agent Assistance 
Agent assistance is designed to provide you with quick and easy access to 
your supervisor or available supervisors when you encounter a situation during 
a call that requires additional support. 

1.​ From the Options Menu on the left side toolbar, select Agent Assistance. 

 

2.​ Choose the preferred Supervisor option. 

a.​ Supervisor’s Name to send a direct message or transfer a call to 
your supervisor for immediate help.  

b.​ Logged In Supervisors to reach multiple supervisors at once. This 
can be useful if your supervisor is unavailable or if the situation 
requires input from multiple supervisors. 
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Monitor Your Performance 
Monitor your performance through the performance widgets on the home 
page.  

Access Home (house icon) in the favorites section. ​
This opens your personalized dashboard. 

 

XBert Tip: Initially, widgets stacked on top of one another. Click and drag them 
to spread them apart. 
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Performance Widgets 
Agent Total 

Compare your performance metrics (e.g., calls handled, average handle time) 
with the average and top-performing agents in your team. This gives you a 
quick snapshot of how you're doing relative to your peers. 

 

Agent Occupancy 

Track your time spent in various statuses (Available, Working, Wrap-up, etc.). 
This can help you identify areas where you can optimize your workflow and 
improve your productivity. 
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Key Performance Indicators (KPIs) 

Monitor important metrics relevant to your role, such as talk time, wrap-up 
time, handle time, number of calls answered, and customer satisfaction 
ratings. These KPIs can help you understand your strengths and areas for 
improvement.  For example: 
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Performance Dashboard 

See real-time data on customers waiting, answered workitems, maximum 
queue time, and abandoned calls. 

1.​ Ensure you've selected the 'Available' status within your system. This 
indicates that you're ready to take calls and will enable the dashboard 
icon. 

2.​ Select the black arrow icon in the bottom left corner. 

  

3.​ This will expand the Performance Dashboard, revealing real-time data 
about your queue's activity. 

 

Abandoned: # of customers who hung up before reaching an agent 

Answered: # of workitems accepted today 

AQT (Average Queue Time): Average length of time the customer waits in 
queue for a call to be answered. 

CMQT (Current Max Queue Time): How long the current wait time is  

MQT (Maximum Wait Time): The longest wait time for the day 

SLA (Service Level Agreement): Threshold that the admin can set for the 
queue to determine if calls accepted in that queue were answered 
according to the policy of the company 

In Queue: # of customers waiting to speak to an agent 

4.​ Select the black arrow again to close the dashboard. 
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Additional Resources 
Agent Guide 

Agent LMS  

All Things NCC Agent Webinar  
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https://www.nextiva.com/support/wp-content/uploads/sites/3/2024/06/NCC-agent-guide.pdf
https://thrio.brightspace.com/d2l/home/6722
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