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kynect On Demand Office Hour

Please review the Zoom Tips for Success while you wait:
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Ask a Question in Q&A

During the session, all Agents

are muted. If you would like to

ask a question about the

session content:

e C(Clickthe Q&A Icon.

« Type your question and
click Enter on your
keyboard.

Welcome
Feel free to ask the host and panelists questions

Type your question here...

Let’s Poll

During the session, all Agents

are muted. However, we will

be checking in by asking
questions. To answer
anonymously:

« Click the Polls Icon, if the
polls pop-up does not
display automatically.

« Select the appropriate
Answer and click Submit.

Please note: The Polls Icon
only displays once the Host
enables it.

Let's Poll!

1. Who's your favorite Men's College Basketball team?

Kentucky Wildcats

Louisville Cardinals

Let's watch football instead




Which superpower would you choose?

A. Flight

B. Time Travel

C. Telepathy

D. Water Breathing
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lcebreaker

Fun Fact: Superman, who first appeared in
comic books in 1938, was the first
superhero created with superpowers.
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kynect On Demand is a real-time functionality that allows Individuals to request assistance from Agents based on the Agents
availability. The functionality is optional for Agents and highlights are detailed below.

kyn ec t 0 n D eman d Kentucky Health Benefit Exchange

kynect On-Demand allows Individuals to request
assistance from Agents in real-time. Agents can easily set
their availability and preferences from their Dashboard in
Agent Portal. kynect On Demand has the following
functionality available to Agents:

« Quick Updates: View today’s notifications

- Referral Manager: Take action on open requests
« View Metrics: View applicable metrics

« My Availability: Edit weekly availability

 Preferred Contact: Edit contact details

- De-Register: Disenroll from kynect On Demand

Reports




kynect On Demand Resident Access

kynect On Demand is available to Residents through various screens on kynect.

Resident Access

Residents may request assistance on the following screens:
» kynect health coverage home page

» kynect benefits home page
* Qualified Health Plan (QHP) home page

« Agents page
« Authorized Representative, kynector, & Agents page

On-Screen Messaging

A kynect Insurance Agent will contact you in 30 minutes or less* to help you enroll
in health coverage. Insurance Agents may not be able to assist with other
programs. Insurance Agents’ services are free to you. Insurance Agents are paid by
insurance companies with no impact on the price. The information you enter will be
sent to a licensed Insurance Agent who will contact you by email, text, or phone to
help you enroll. Do NOT click “Submit” if you do not agree to this condition. Please
fill in your contact information below.

Programs

kynect

Get Local Help
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https://kynect.ky.gov/healthcoverage/s/?language=en_US
https://kynect.ky.gov/benefits/s/?language=en_US
https://kynect.ky.gov/benefits/s/qhp-program?language=en_US
https://kynect.ky.gov/healthcoverage/s/agents?language=en_US
https://kynect.ky.gov/benefits/s/auth-reps-assisters?language=en_US&from=hamburger
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kynect On Demand is optional for Agents to participate in. If Agents wish to participate, they must follow the steps detailed below:

Registration Process

To participate in kynect On Demand agents should complete the registration in Agent Portal via the kynect On Demand tab.
1.  On the Registration screen, select the radio button indicating interest in participating.

2. On the Preferred Contact screen, confirm preferred contact details are up to date.

3. On the My Availability screen, confirm available hours for the week.

Important Notes

« Agent's preferred contact method options include:
o Email & Text
o Text Only
o Email Only

« Agents must maintain their Availability Settings so they only receive referrals when they are available and ready to assist
Residents. Agents will be able to set standard hours for each day, add breaks, and add out of office time.

« Please Note: An Agent registered to participate in kynect on Demand and does not respond for 3 consecutive requests will be
de-registered and must re-register to participate.



kynect On Demand Registration

Agents indicate their interest in participating on the kynect On Demand tab.

1. Select | am interested
to participate in kynect
On Demand.

Kentucky Health Benefit Exchange Welcome Hikda Garch | Sign Out | Aboust | Help
My Account
Overview Book Of Business My Quotes My Delegates Messages kynect On Demand
Settings
Registration

Welcome to kynect On Demand. The purpose of this program is to assist customers who need help to apply for benefits and enroll in a plan. The
customer will get contacted by an agent within the expected timeline of 30 minutes.

If you want to participate in this kynect referral program, you must complete the registration by selecting "l am interested to participate in kynect
On Demand” and agreeing to the Terms of Use and Privacy Policy. If you want to withdraw after registering, you may do so after 30 business days.

Your registration will be cancelled if you do not respond to 3 consecutive referrals. Until you register, you will not receive any referral requests.

Review the Terms of Use and Privacy Policy in Agent Portal and select | agree.

) [ am interested to participate in kynect On Demand.

| agree to kynect Terms of Use and Privacy Policy.

1- (855) 326-4650
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Preferred Contact Details Screen SABINET FoR HEALTH

Confirm contact details.

Kentucky Health Benefit Exchange

My Account

Qverview Book Of Business My Quotes My Delegates Messages kynect On Demand Settings

Preferred Contact

------------------------------------------------------
.

Your current DOI contact details and preferred language(s) are displayed below. You can update this information using .
Settings. : 3. Click Save.
Preferred Contact Method Email and Text v B !
Phone Number 123-456-7899
Email hgarca@abc.com
Preferred Language English, Spanish

Please note: Agents must update their preferred contact details through the Department of Insurance for that information to
be reflected in Agent Portal.



My Availability Screen

Adjust availability as needed. Agents may make edits at any time.

----------------------------------------------------

4. Select the applicable
Time Zone.
5. Select the daily
Available Hours.

8. Select any applicable
Out of Office Hours.

Kentucky Health Benefit Exchange

My Account
Overview Book Of Business My Quotes My Delegates Messages kynect on Demand Settings
My Availability
You can update anytime your available hours or out of office hours according to your needs.
Available Hours
Time Zone Eastern Standard Time (EST)
Sunday hh v - . To bR v o Add Break Not Available
"

1 Add Break lot Av
Wy 0o v| [ooamM v o | o0s 00PM v SAdfean Not Available
Tuesday oo v| |ooam v To 05 00PM v Add Break [Not Available
Wednesday 09 v| | 00AM v To 05 v OOPM v Add Break Not Available

i add Break Mot Available
Thursday s 00 AM To 05 00PM v Add Break
Friday rdd Break Mot fusilabla
09 w o0AM v To 05 Q0OPM v ARG EFedah
12 v| |ooPM v To 03 00PM v Remove Break
Saturday .
hh v mm v To hh mm v Add Break Not Available
Out of Office Hours
Start Date MM/DDYYYY = Start Time hih mm
End Date MM/DD/YYYY = End Time hh v mm v No End Time
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6. Select any Unavailable 3
Day(s).

7. Add Break(s) to block

off time for lunch,

meetings, etc.
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Knowledge Check #1 SR

True or False: Agents should continually update their availability as it changes.

True False

Answer using the Polls box!
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Knowledge Check #1 - Answer S

True or False: Agents should continually update their availability as it changes.
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Agent Match Matrix SR SN

kynect On Demand runs match logic match Residents with an available Agent.

Match Criteria General Vs Mass Request
1. Proximity: Based on customer Zip Code There are two separate request types Agents may receive:
and the proximity (distance) from the - General: General notifications are sent when an Agent is
Agent’s business address. The closest matched with a Resident request. This notification is only
Agent is given precedence. sent to one Agent. Once matched, the Agent has 15

2. Availability: Checks Agent availability minutes to r,eqund. , _ ,
from the My Availability screen in Agent « Agents’ registration may be cancelled if they fail to

Portal. respond to three (3) consecutive general referrals.

« Mass: If an Agent rejects or fails to respond to a general
notification, a mass notification is sent to the next 10
available Agents. The notification expires for the original

4. Referral Count: Checks Agent referral Agent and the notification remains pending until one of the

count. remaining Agents accepts the request.

3. Preferred Language: Confirms Resident
and Agent preferred language align.

Please note: If one of the Agents accepts the Mass request, the request for the remaining Agents expires, and the listing will
be removed from their Referral Manager inbox once the page is refreshed.

________________________________________________________________________________________________________________________
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kynect On Demand Process Flow: First Agent Accepts Request

kynect On Demand requests are based on Agent match logic and request response type. Below details a scenario if the first Agent
contacted accepts the request.

1 2 3 4
The Agent accepts the request

in Agent Portal. Resident

The Resident submits a request REEJUIESE 5 SEmiE e IS it The Agent in the match queue
9 ===  Agentin the match queue e &€ naten g === information is shared in Agent
through kynect On Demand. ) receives a notification. :
based on match logic. Portal and the Agent assists the
Resident.
* The overall timer starts. + Agent Match Logic includes closest * The Agent has 15 minutes to accept
proximity to the Resident, Agent or reject the request once the
availability, preferred language, and notification is received.

Agent with the minimum referral in
the closest proximity range.
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kynect On Demand Process Flow: First Agent Accepts Request SRS

kynect On Demand requests are based on Agent match logic and request response type. Below details a scenario if the first Agent
contacted accepts the request.

Agent Accepts Request

1) Referral Status is Pending with Accept/Reject button available.
* 15-minute timer begins

Referral Manager

. . . Referral Type Name Customer Contact Details Refarral Assigned Action Referral Status
2) Agent accepts and Resident name/contact details display. — T — —
« Referral Status changes from Pending to In-Progress.
Referral Type MName czl;pﬂm Contact Details Referral Assigned Action Referral Status

« Referral request is updated to Accepted.

3) Agent updates the status of the request to Complete after
Contact|ng and aSSIStIng the RGSldent. Referral Tvpe Name Customer Contact Details Referral Assigned Action Referral Status

General John Doe 40506 123-455-7890 05/23/2023 11:01 AM Accepted In Progress w

Zip Code

General John Doe 40505 123-456-7890 05/23/2023 11:01 AM Accepted
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kynect On Demand requests are based on Agent match logic and request response type. Below details a scenario if the first Agent
contacted rejects the request.

1 2 3 4

Request is sent to the first The Agent rejects the request in

The Resident submits a request The Agent in the match queue
e — = - .

through kynect On Demand. Agsnt In 82 el queue receives a notification. P Agent Pprtal prior to Hn 5=
ased on match logic. minute deadline.

* The overall timer starts. » Agent Match Logic includes closest » The Agent has 15 minutes to accept « The next scenario covers the
proximity to the Resident, Agent or reject the request once the process if the Agent ignores the
availability, preferred language, and notification is received. notification.

Agent with the minimum referral in
the closest proximity range.

5 6 7

The Agent accepts the request.

Request is sent to the next ) The next Agent in the match . Resident information is shared

Agent in the match queue. queue receives a notification. in Agent Portal and the Agent
assists the Resident.

« The Agent has 15 minutes to accept
or reject the request once the
notification is received.
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kynect On Demand Process Flow: First Agent Rejects Request SN
kynect On Demand requests are based on Agent match logic and request response type. Below details a scenario
if the first Agent contacted rejects the request.

Agent Rejects Request
1) Referral request is Pending with Accept/Reject button available. Referral Manaaer
Agent 1 Referral Type  Name %tm Contact Details  Referral Assigned Action Referral Status

* 15-minute timer begins »
soram o X

2) The first Agent rejects the request within 10 minutes and Resident
name/contact details are not shared.

Referral Type Name Customer Contact Details  Referral Assigned Action Referral Status

Zip Code

« Referral Status changes from Pending to Rejected.

Agent 2 Referral Type Mame Customer Contact Details  Referral Assigned Action

Zip Code

3) Referral request sent to the second Agent who accepts the request.
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kynect On Demand Process Flow: First Agent Ignores Request

kynect On Demand requests are based on Agent match logic and request response type. Below details a scenario if the first Agent
contacted ignores the request.

1 2 3 4
: : Request is sent to the first :
The Resident submits a request . The Agent in the match queue : e
through kynect On Demand. mmg e el queue m—>- receives a notification. g VS e il eguest
based on match logic.

* The overall timer starts. » Agent Match Logic includes closest » The Agent has 15 minutes to accept * The 15-minute timer has expired.
proximity to the Resident, Agent or reject the request once the
availability, preferred language, and notification is received.
Agent with the minimum referral in
the closest proximity range.

5 6
A mass referral is sent to the An Agent. afccepts _the.request. Re5|dgnt and Agent Notifications: | |
next 10 Agents in the match sy Re5|dent information is shared + Residents receive updates at 30 minutes, 60 minutes, and 24
queue. in Agent Portal and the Agent hours after they submit the request if an Agent has not
assists the Resident. accepted from the mass referral notification.
« Agents receive an additional notification at 24 hours if the
« Mass referral notifications do not - If all Agents reject the mass referral mass referral is still pending.
expire until one Agent accepts the request, another mass referral
request, or all Agents reject the notification is sent to the next 10

request. Agents in the match queue.
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kynect On Demand Process Flow: First Agent Ignores Request

AND FAMILY SERVICES

kynect On Demand requests are based on Agent match logic and request response type. Below details a scenario if the first Agent
contacted ignores the request.

Agent Ignores Request

1) Referral request is Pending with Accept/Reject button available. ReferraliNanager
R 1 S—mlnute tlmer beg|ns Agent 1 Referral Type Name Czl;;tm Contact Details  Referral Assigned Action Referral Status
Genera 40506 05/23/2023 11:01 AM &/ X Pending

2) The first Agent does not respond, and Resident name/contact

detalls are not Shared, Referral Type Name Cznstg::ier Contact Details Referral Assigned Action Referral Status
ip e
 Referral Status changes from Pending to Missed Referral.
3) Mass notification is sent to the next 10 Agents. One Agent accepts  |pgentx [l Costomer  ContactDetails  Referral Assigned  Action Referrl Status
P (]

the request and updates the status to Complete after contacting
and assisting the Resident.

Mass John Doe 40506 123-456-7890 05/23/2023 11:18 AM Accepted




Agent General Request Messaging

Subject Line: New Request - kynect On Demand

Message Text

A kynect On Demand Request has been
assigned to you.

Please Accept or Reject this requestin
Agent Portal in the next 15 minutes. You
can access kynect On Demand at the
following Agent Portal link:
https://kyagent.ky.gov/

Email Notification

kynect health coverage

Together for o better Kentucky.

A kyneet On Demand Request has been
assigned to you.

Please Accept or Reject this request in
Agent Portal in the next 15 minutes. You
can access kynect On Demand at the
following Agent Portal link: hitps://

kyvagent.ky.gov/

et
s kvnect
) — 3
# —|

kyneckkygov | 1-855-dkynecti459-6328) | TT: 1-855-326-4654

o Faccbook 0— tter

Manage Preferences

SMS Notification

Akynect On Demand Reqgues?
has been assigned to you.

Please Accept or Reject this

request in Agent Portal in the
next 15 minutes. You can
access kynect On Demand at
the following Agent Portal link:
hitps:ikyagent ky.gow!

TEAM
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Agent Mass Request Messaging

Subject Line: New Mass Request - kynect On Demand

Message Text

A kynect On Demand Request has been
submitted and an Agent has not been
assigned yet. If you would like to work on
this request, please accept this request
as quickly as possible, as it will be
assigned to the Agent who accepts first.

Please Accept or Reject this requestin
Agent Portal. You can access kynect On
Demand at the following Agent Portal
link: https://kyagent.ky.gov/

Email Notification

fyne&t health coverage

Together for a better Kentuciy.

A lyneet On Demand Request has been
submitted and an Agent has not been
assigned vet. If vou would like to work on
this request, please accept this request as
quickly as possible, as it will be assigned
to the Agent who accepts first.

Please Accept or Reject this request in
Agent Portal. You can access kynect On
Demand at the following Agent Portal
link: https://kyvagent.kv.gov/

iynect.iugov | 1-833-4kynect{439-6328) | TTY: 1-893-326-4634

SMS Notification

A kynect On Demand Request
has been submitted and an
Agent has not been assigned
yel. If you would like o work on
this request, please accept this
request as quickly as possiole,
as it will be assigned to the
Agant wha accapls first.

Please Accept or Relect this
request in Agent Pertal, You can
access kynect On Demand al
the following Agent Portal link:
nttps:ikyagent ky.gow/
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Resident Messaging

Subject Line: Update on you kynect On Demand Request

Message Text

Thank you for submitting your kynect On
Demand Request. We understand that it
has been 30 minutes since you
submitted your request, and we
apologize for the delay. An Insurance
Agent will reach out to you as soon as
they are available. Thank you!

i Please note: Resident messaging ends '
. after 24-hours. Agents who received :
. previous General and/or Mass referrals i
' will receive reminders until the request |
| is accepted. i

________________________________________

Email Notification

fyne&t health coverage

Together for a better Kentuciy.

Thank you for submitting vour kynect On
Demand Request. We understand that it
has been 30 minutes since you submitted
vour request, and we apologize for the
delay. An Insurance Agent will reach out
to vou as soon as they are available, Thank
you!

3 ]
= e
* -l —
1 e . —
- ynecu
- : -
.
-
Kynecthngov | 1-853-4kynect{439-6328) | TTY: 1-833-326-4634

SMS Notification

Thank you for submitting your
kynect On Demand Request
We understand that it has been
30 minutes since you submitted
your request, and we apologlze
for the delay. An Insurance
Agenl will reach oul 1o you as
5000 as they are available.
Thank you!

TEAM
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Knowledge Check #2 SR

True or False: The two notification types are General and Mass.

True False

Answer using the Polls box!




TEAM i
KENTUCKY.

Knowledge Check #2 - Answer SR

True or False: The two notification types are General and Mass.
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Quick Updates Screen SRS

Quick Updates section displays notification about number of pending referrals (both General and Mass) and missed referrals
(General) for the day.

Kentucky Health Beneht Exchange

My Account
T . i Overview Book Of Business My Quotes My Delegates Messages Settings
i Turn Today’s Availability off | @ Today's Availability ON
or refresh the screen. : frest
Quick Updates Refresh O

Your assigned referrals that are pending or missed today are displayed below. You can view and manage the referral request
in Referral Manager.

------------------------------------------------------
.

Referral Type Today's Notifications
General You have 1 referral assigned and pending

General You have 0 missed referral

. o
-----------------------------------------------------

Mass You have 0 referral assigned and pending

------------------------------------------------------
.

Referral Manager

View Metrics

Expand the other tabs to
view the information.

My Availability

Preferred contact

. o
-----------------------------------------------------

De-Register
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Referral Manager Screen

Referral Manager section allows Agents to expand and view the referrals and manage the assigned referrals.

Search for referrals as
needed by entering
Name, From Date, To Date, : From Date  MM/DD/YYYY % To Date MM/DD/YYYY
or selecting the Referral

Status.
S ; | Reset | search |

Name Referral Status All v

: Accept or Reject a : Referral Type Name Customer Contact Details  Referral Assigned Action Referral Status
: : Zip Code
¢ referral and update the
: Referra/ Status. : Mass 40506 US/ 23/ 2023 TTT07 BM v X Pending
General lohn Doe 40507 123-456-7892 05/21/2023 09:19 AM Accepted In Progress v
...................................................... . General 405086 05/15/2023 01:01 PM Mizsed
VieW referral details. Mass lane Doe 40510 janedoe@abc.com 05/14/2023 02:32 PM Aveenker ;?2;:\.;—51p in |
General Ben Smith 40501 233-333-3333 05/12/2023 04:01 PM  Accepted Unable to reach
llllllllllllllllllllllllllllllllllllllllllllllllllll CLIEtDI'I'IEI’ W
General Jason Jr 40506 222-222-2222 05/12/2023 04:45 PM  Accepted Completed v
General 40506 05/08/2023 11:20 AM Rejected
:'. ‘_ Mass Amy Beth 40506 amybeth@wyz.com 05/07/2023 10:01 PM Accepted Completed v
. . : PR
View applicable Notes. : —— e
: 1. If you are assigned a 'General' referral then you are expected to take an action within 15 min and if no action taken
. then your referral will expire and will be sent to next available agent in kynect on Demand.

2. If you are assigned a 'Mass' referral and accepted then based on 'First Come First Serve' system will share the
customer contact information to the first accepted agent.
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View Metrics Screen

View Metrics section provides information about the assigned referrals and associated counts.

------------------------------------------------------
.

Your current monthly metrics is displayed by default, To view your metrics for different period choose an option
Filter metrics as needed from Frequency.
by Frequency, Start Date,

and End Date.

Freque"c\’r MoﬂthIY W Start Date | MMDDOYYYY

End Date MNMDDAYYY

------------------------------------------------------
.

General Referrals

Mass Referrals

View metric details.
Total Accepted Refarrals [ Total Accepted Referrals 5
...................................................... o Total Rejected Referrals 3
Total Missed Refarrals 1

Breakdown of Accepted General Referrals

Breakdown of Accepted Mass Referrals

Complated Referrals 4 Completed Referrals 2
Unable to reach customer 2 Unable to reach customer 1
Follow-up in progress 1] Follow-up in progress 1
Follow-up completed 0 Fallow-up completed o
In Progress Referrals 0 In Progress Referrals i




My Availability Screen
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My Availability section has 2 sections - Available Hours and Out of Office Hours. Agents can review and update the available hours and

out of office hours.

------------------------------------------------------
.

Zone.

g o
-----------------------------------------------------

------------------------------------------------------
.

Select the daily Available
Hours.

.
-----------------------------------------------------

------------------------------------------------------
.

Select any applicable Out
of Office Hours.

. o
-----------------------------------------------------

Kentucky Health Benefit Exchange

Welcome Hilda Garcla | Sign Out | About | Help

My Account
Overview Book Of Business My Quotes My Delegates Messages kynect on Demand Settings
g g q
My Availability
You can update anytime your available hours or out of office hours according to your needs.
Available Hours
Time Zone Eastern Standard Time (EST)
Sunday hh v - v To bR v om Add Break I\ot Available
1 Add Break lot Av
Wy 0o v| [ooamM v o | o0s 00PM v SAdfean Not Available
Tuesday oo v| |ooam v To 05 00PM v Add Break [Not Available
Wednesday 09 w| |ODAM v To 05 00 PM Add Break Not Available
f Add Break Mot Available
Thursday 09 v| | DOAM v To 05 00PM v S
Friday Add Break Mattuailabla
09 w o0AM v To 05 00OPM v W Eheak
12 v| | oOPM ¥ To 03 00PM v Remove Break
Saturday "
hh v mm To hh mm v Add Break Not Available
Out of Office Hours
Start Date MM/DDYYYY = Start Time hih mm
End Date MM/DD/YYYY = End Time hh w mm v Mo End Time

------------------------------------------------------
.

Select any Unavailable
Day(s).

g
-----------------------------------------------------

------------------------------------------------------

Add Break(s) to block off
time for lunch, meetings,
etc.

. of
-----------------------------------------------------
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Preferred Contact Screen
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Preferred Contact section allows Agents to review the preferred contact details and select the preferred contact method option to
receive notifications. To update these details, Agents should call the Department of Insurance (DOI).

Kentucky Health Benefit Exchange Pvkchs tiede Gl | SonOxk.{ Aat o

My Account

Overview Book Of Business My Quotes My Delegates Messages kynect On Demand Settings

® Today's Availability ON

Quick Updates Refresh O

Your assigned referrals that are pending or missed today are displayed below. You can view and manage the referral request
in Referral Manager.

Referral Type Today's Notifications

General You have 1 referral assigned and pending
General You have 0 missed referral
Mass You have O referral assigned and pending

Referral Manager
View Metrics
My Availability

© Ppreferred Contact

Your current DOI contact details and preferred language(s) are displayed below. You can update this information using
....................................................... Settings.
§] pdate contact detalls as ; Preferred Contact Method Email and Text
need ed : Phone Number 123-456-7599
: Email hgarcia@abe.com
......................................................
Preferred Language English, Spanish

De-Register




De-Register Screen

De-register section allows Agents to disenroll themselves from the kynect On Demand program. Agents may de-register from kynect

On Demand after 30 days.

---------------------------------------------------
- o,

De-register from kynect
On Demand by clicking |
am not interested in
participating in kynect
Od Demand and click
Save.

o,
. o
--------------------------------------------------

Kentucky Health Benefit Exchange

Welcome Hilda Gardia | SignOut | About | Help

My Account

Overview Book Of Business My Quotes My Delegates Messages Settings

(® Today's Availability ON
Quick Updates Refresh o

Your assigned referrals that are pending or missed today are displayed below. You can view and manage the referral request
in Referral Manager.

Referral Type Today's Notifications

General You have 1 referral assigned and pending

General You have 0 missed referral

Mass You have 0 referral assigned and pending

Referral Manager
View Metrics

My Availability
Preferred contact

© De-Register

If you do not want to participate in kynect on Demand, select "I am not interested to participate in kynect on Demand

Until you register you will not be able to participate in this program.

C | am not interested in participating in kynect On Demand.
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Knowledge Check #3 SRS

True or False: Agents may set their availability including out of office hours, breaks, and more
through the My Availability screen.

True False

Answer using the Polls box!
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Knowledge Check #3 - Answer SN

True or False: Agents may set their availability including out of office hours, breaks, and more
through the My Availability screen.
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Please ask any using the Q&A Icon located at the bottom of

your Zoom screen.

Type your question here...

‘ﬂk N .

Join Audio Raise Hand
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