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Overview

Chapter 1 CallCenterWorX Overview

Describes the functions of the application, the features and enhancements of its subsystems, the
system capacities, and other documentation which may be helpful.
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CallCenterWorX Overview
General Description

CHAPTER 1 CallCenterWorX Overview

1.

General Description

A call center often serves as the primary interface between customer and company. It isthe new front linein
busi ness-to-business and consumer transactions, acustomer contact center that must also remain in contact with
the entire organization. When agent and customer share a call, a number of vital dynamicsarein play:

e Communication is taking place at its most fundamental level—voice.

*  Two-way information is being shared that dictates a transaction outcome—data.
e Thetransaction experience is either pleasant or unpleasant.

*  Money iseither made or lost.

e Customer loyalty is developed or disrupted.

CallCenterWor X isasuite of hardware and software solutionsthat are focused on customer care. It includestools
for enhancing accurate call direction, for maximizing and measuring performance, and for efficienciesin time
and cost—a call center that not only works hard for you, but responds quickly and efficiently to the customer.

The CallCenterWor X suite includes the Automatic Call Distribution (ACD) system and the Management
Information System (MI1S), elements that streamline call flow and work flow. Call CenterWor X gives you a
flexible, adaptable tool to control both the structure and the operation of your call center.

The ACD system supplements the call processing capabilities of the NEAX2000 IVS. Typical call routing is
designed to connect each caller with the most appropriate agent to handle their call in the shortest time possible.
Avoiding long wait times and getting the caller directly to someone who can deal with their request can have a
substantial impact on customer satisfaction. The ACD facilitatesthe handling of alarge volume of callswiththe
smallest number of resources, while at the same time minimizing a caller’ s wait for assistance.

When the ACD accepts acall, it can be configured to play a message to the caller and routethe call in a
pre-specified order to a queue of waiting calls for aparticular split (group of agents). The queued call is then
answered in sequence by the next available agent in that split.

As each call progresses through the system, the ACD provides data to the MIS, which tranglates the
call-handling data into meaningful statistics. The MIS system of Call Center\Wor X uses these statistics to offer
call center managers and supervisors access to important real-time and historical data. This datais used for
maximizing agent productivity and assuring quality performance in handling incoming and outgoing call
volumein the call center.

The MIS Status Screens (Real-Time Screens) provide color-coded, up-to-the-second views of agent and queue
activity. Statistics on the call volume, and on the effectiveness of the agents handling those calls, are computed
inreal-time and are displayed for the current hour and day. These statisticsare also collected in the M| S database
and used to generatereportsin text or graphical format, giving you the datayou need to makeinformed decisions
concerning the management of your call center.
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CallCenterWorX Overview
CallCenterWorX ACD 2.0 Features and Enhancements

2. CallCenterWorX ACD 2.0 Features and Enhancements

The CallCenterWor X ACD 2.0:

1.

w

o &

10.
11.

12.

Runs on the Windows NT 4.0 Workstation operating system using a Client/Server architecture, making
information and processing directly available from the desktop interface.

Uses aGUI interface to make commands and controls easily accessible to the user.
Has the capacity to serve 10, 20, 30, 40, 60, or 80 logged-in agents.
Can support up to nine tenants.

Routes incoming calls using:

* A user-defined set of call handling instructions named Call Control Vectors (CCVs), Week
Schedules, and Holiday Schedules.

* A system of priorities and call overflows designed to deliver calls rapidly and efficiently to the
appropriate split or agent.

Hasdockable Toolbars which can be dragged to other locations on the working screen. The user can also
build apersonal toolbar of most frequently used icons.

Provides Toolbar icons and ToolTips for al MAT commands, for opening report views, and for online
Help and context-sensitive Help.

Provides Data Entry screens with a choice of background color pattern for each screen.

» DataEntry screens can accept new data or revise previously entered data with immediate
confirmation of the action. These screens list operational datain drop-down menus.

e Each Data Entry screen can open to areport view showing the currently programmed data. The font
style and size and the column headings in the report can be reset to suit your preference.

* Thereport view can open to aPrint Preview showing the report asit would be printed, and can send
the report to a printer. A report can be saved to adatafile, saved to aMicrosoft Excel file, or exported
to aMicrosoft Access database.

Has aoptional Workbook area showing atab for each open screen with the MAT command icon for that
screen. A report icon displays on top of the command icon for those screens open to the report view.

¢ Multiple screens can be open simultaneously. A screen is made the active screen by selecting the
appropriate Workbook tab.

Has an optional Status bar which reflects the state of the active screen.

Supports 6 languages (English, Japanese, French, German, Italian and Spanish) for display tothe agent’s
D™ position.

UsesaTrace Client to view ACD call processing on screen. CCV programming diagnostics let you
monitor the call flow in real-time to design or re-engineer your installation.
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3. CallCenterWorX MIS 2.0 Features and Enhancements

The CallCenterWor X MIS 2.0:

1

2
3.
4

0.

Runs on the Windows NT 4.0 Workstation, Windows 95, and Windows 98 operating systems.
Uses aGUI interface to make commands and controls easily accessible to the user.
Providesadockable Toolbar with ToolTips to speed and simplify operation.

Monitors the performance of the call center to maintain efficiency and determine the optimum number of
agents and trunks to provide the best service at the lowest cost, using:

* Real-time status screens displaying ongoing activity.
e Current and historical reports for analysis of traffic and agent productivity.

» Thecapacity for additional MIS PCs to be added on aremote basis. These additional M IS applications
can be operated on a TCP/IP-based system or viaan RS-232 connection.

Analyzes statistical data received from the ACD and stores historical data for 38 days plus 47 hours.

« Dataaccumulated during each hour is summarized and stored on the hard drive, then used to prepare
reports or graphs detailing the activity of the call center for aday, aweek, or amonth.

Displays real-time activity screens showing up-to-the-second caller activity and agent activity in the
call center in report or graph form.

e Thisdatacan be printed on demand or by schedule.

» Each report screen has amodifiable grid layout in which the data can be sorted al phabetically. The
data can be refreshed to update the report, and the printer setup for the modified layout can be saved.

e A text report can be saved into atab-delimited text file. A graph view can be saved into afileasa
Bitmap or JPEG. A text report or graph can be copied and pasted into other Windows applications.

« Avariety of reports providing different data views are available for agents and agent groups, splits,
trunk groups, pilots, and tally codes.

e Multiple window views can be open at the same time, letting the user view several real-time screens,
afew reports, and the system configuration concurrently.

Has a status bar at the bottom of the MI1S window which displays the current date and time, and the
current Longest Waiting Call.

Offersawall board GUI for wall message assignment and scheduling, providing the user with a selection
of wall board types, message colors, real-time statistics, graphics, data scope, and display modes from
drop-down lists.

Includes online Help and acontext-sensitive Help system.

10. Supports both the English and Japanese languages for display to the user’s screen.
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4. System Capacities

Table 1-1 System Capacities

Capacities
No. ltem CallCenterWorX CallCenterWorX
ACD MIS
1 |Tenantsper System 9 Note 1
2 | Splits per ACD Tenant Note 2 Note 2
3 | Splits per System 30 30 Note 1
4 | Splitsper Logon ID 16 4
5 |Active ACD Agents per System 80 Note 3 & Note 7 80 Note 3
6 | Trunks per System 255 Note 7 255
7 | Maximum Queue Depth 300 -
8 |Priority Levels 1-250 Note 4
9 |Maximum Callsin Queue per System 300 -
10 |Transfer-to-PBX Numbers 120 —
11 |Agent Logon ID Codes per System 300 300
12 |Agent Logon ID Code Digits 9
13 | Printers per System 1
14 | Statistics Report History Limit - 38 days + 47 hrs Note 5
15 |MISper System Note 6 Note 6
16 |Pilot Numbers 128 Note 7 -
17 | Tally Code Names per Split - 100
18 | Tally Code Names per System - 3000
19 |Busy Hour Call Attempts (BHCA) Note 8 -

Note 1:

See Chapter 2, Heading 8, “ Multi-tenant MIS Considerations—Split Numbering.”

Note 2: Thetotal number of splits per system (30) is shared among the total number of tenants (up to 9).

Note 3: Agent positions available depend on the installed security key's capacity for logged-on agents. The total
number of agentsis shared among the total number of tenants (up to 9). Security keys are available in the
following capacities: 10, 20, 30, 40, 60, and 80.

Note 4: The MIStracks Split queue callsas*“ High” and “ Sandard.”

Note 5: Current and previous days statistics are stored on an hourly basis up to a maximum of 47 hours. Daily
data is stored for the preceding 38 days.

Note 6: See Chapter 2, Heading 7, “ Call CenterWorX MIS PC Support.”

Note 7: Dependent upon the CallCenterWor X configuration formula based on the OAI monitoring limitations:
(Agents x 2) + (Pilots and/or Personal Pilots) + Trunks + 1VR Ports must be equal to or less than 256.

Note 8: Seethe“ NEAX2000 |VS’ Business/Hotel/Data Features and Soecifications” manual for thisinformation
(reflects 1VS? information only).
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5. Other Documentation

Other documentation available from NEC may offer helpful information for the specialized needs of your
system.

Table 1-2 Related Documentation Available from NEC

Document Name Stock No.
CallCenterWor X ACD Features and Specifications Manual 151959
CallCenterWorX MIS Quick Reference Guide 151954
NEAX 2000 |V S? Business/Hotel/Data Features and Specifications 152007
NEAX 2000 |V S? Command Manual (shared binder) 151969
NEAX 2000 |V S? Maintenance Manual (shared binder)
NEAX2000 IVS? OAIl System Manual 151991
NEAX 2000 |V S? Feature Programming Manual 151971
NEAX 2000 |V S? Wireless Communication System Manual 151989
NEAX2000 IV S? Remote PIM System Manual 151973
NEAX2000 IV S? Installation Procedure Manual 151998
NEAX 2000 |V S? Office Data Programming Manual 152001
QueWbr X Application Manual 0223634
Navigator Reports Manual 241680
Navigator Configuration Guide 241681
Navigator Real-Time Screen Manual 241682
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Installation and Configuration

Chapter 2

Chapter 3

Chapter 4

Chapter 5

Chapter 6

System Requirements
Lists hardware, software, and information requirements for the most common configurations.

Connection Drawings

Contains drawings and instructions for connecting the PBX to the computer(s) in several
configurations.

Programming the PBX and the D!

Includes the assi gnment commands for the NEAX 2000 1V S and the D'*™ Series E and Series| 11 ACD
terminals which enable them to use Call CenterWor X.

Installing and Configuring the ACD Computer and the Remote MIS PC
Provides procedures for the basic installation and configuration of the computers used for
CallCenterWor X.

Installation of CallCenterWorX
Provides procedures for installing the Call CenterWor X program.
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CHAPTER 2 System Requirements

1. Variations in Setup

The CallCenterWor X ACD Client/Server architecture allows one or more Maintenance Administration
Terminal (MAT) computers to program and monitor the ACD system. The ACD computer can then provide
call-handling datato an MIS application (which is not a Client) for tranglation into meaningful statistics and
reports. The MIS application can be loaded as part of the complete Call CenterWor X suite, or used alone on
one or more remote MIS PCs. Each M 1S application maintains an independent database. See this chapter,
Heading 7, “ CallCenterWorX MIS PC Support.”

Theinstallation CD-ROM containsthree main installation options, which are:

1. CallCenterWor X suite, consisting of CallCenterWorX ACD, with the option to install the Server and MAT
Client or only the MAT Client, plus CallCenterWorX MIS.

2. CadlCenterWorX ACD, with the option to install the Server and MAT Client or only the MAT Client.
3. CdlCenterWorX MIS.

The CallCenterWorX suite (including MIS) installation, choosing the ACD Server and MAT Client, requires
the CCWX Version 2 Security Key and Sentinel drivers (drivers are automatically installed with Server
installation procedure).

The CallCenterWorX ACD Server and MAT Client installation requires Microsoft Windows NT 4.0 with
Service Pack 5, aCCWX Version 2 Security Key, and Sentinel drivers (drivers are automatically installed with
Server installation procedure).

The CallCenterWorX ACD MAT Client installation will run alone on Microsoft WindowsNT 4.0 with Service
Pack 5, Windows 98, or Windows 95 with OSR 2.5 4.00.1111 for Y ear 2000 compliance. It does not require a
Security Key or Sentinel drivers.

e Thecomplete suite (including MIS) installation using the MAT Client requires an MIS Security Key and
Sentind drivers (drivers are automatically installed with MIS installation procedure).

The CallCenterWorX MIS installation will run alone on Microsoft Windows NT 4.0 with Service Pack 5,
Windows 98, or Windows 95 with OSR 2.5 4.00.1111 for Y ear 2000 compliance. It requires an MIS Security
Key, and Sentinel drivers (drivers are automatically installed with MIS installation procedure).

NEC Global Navigator 3.03 or higher is also compatible with Call CenterWor X ACD. See this chapter,
Heading 7, “ Call CenterWorX MIS PC Support,” and Heading 8, “Multi-tenant M1S Considerations—Split
Numbering,” for further information
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2. ACD Computer (Client or Server) With and Without MIS

The following hardware, software, and information are required to install the CallCenterWor X ACD computer
using TCP/IP.

Table 2-1 System Requirements for ACD Computer With and Without MIS

Minimum Requirements

Computer

Pentium 266 Mhz processor or higher

64 MB RAM or more

30 MB available hard-disk space or more

15" or larger SVGA monitor Note 1

1 floppy-disk drive or other data storage device

4X CD-ROM drive

1 parallel port for connection of Security Key

M S-compatible mouse

Network card (such as 3Com Etherlink 111)

Computer Hardware

CallCenterWor X Version 2 Security Key Note 2

Software

NEAX2000 IVS Series 1700 software or higher (1900 or higher for INFOLINK)
Microsoft Windows NT 4.0 with NT Service Pack 5 or higher Note 3
CallCenterWor X CD-ROM installation disk

Information

| P address information for PBX
PBX Hardware

NEAX2000 IVS PBX

Circuit board PN-CCO00 or PN-CCO01

Circuit board PN-APO1

Circuit board PN-2DATA (optional card for announcements)
48-TW-0.3 Connecting Cable

CCO00 Ethernet Cable Note 4

10 Base T Twisted 2P Cable of correct length

10 Base T Transceiver Note 4

Note 1: Must have video card and driver to support 1024 x 768 resolution

Note 2: CallCenterWorX Version 1 Security Key will not be compatible with this version of the application.
CallCenterWor X ACD MAT Client without Server does not require a Security Key unless installed with
MIS which will require an MIS Security Key.

Note 3: CallCenterWorX ACD MAT Client without Server can also use Microsoft Windows 95 or Windows 98.
Windows 95 OSR 2.5 4.00.1111 is required for Year 2000 compliance.

Note 4: Not required when using PN-CCOL1.
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3. ACD Computer with MIS Using Remote MIS PC via TCP/IP

The following hardware, software, and information are required to install the CallCenterWorX ACD computer
communicating with aremote MIS PC via TCP/IP.

Note 1:
Note 2:

Note 3:

Note 4:

Table 2-2 System Requirements for ACD Computer Using Remote MIS PC via TCP/IP

Minimum Requirements

Computer

Pentium 266 Mhz processor or higher

64 MB RAM or more

30 MB available hard-disk space or more

15" or larger SVGA monitor Note 1

1 floppy-disk drive or other data storage device

4X CD-ROM drive

1 paralel port for connection of Security Key

M S-compatible mouse

Network card (such as 3Com Etherlink 111)

Computer Hardware

CallCenterWor X Version 2 Security Key Note 2

Software

NEAX2000 IV S Series 1700 software or higher (1900 or higher for INFOLINK)
Microsoft Windows NT 4.0 with NT Service Pack 5 or higher Note 3
CallCenterWor X CD-ROM installation disk

Information

| P address information and host name information for PBX and all PCs
PBX Hardware

NEAX2000 IVS PBX

Circuit board PN-CCO00 or PN-CCO01

Circuit board PN-APO1

Circuit board PN-2DATA (optional card for announcements)
48-TW-0.3 Connecting Cable

CCO00 Ethernet Cable Note 4

10 Base T Twisted 2P Cables of correct lengths

10 Base T Transceiver Note 4

10 Base T Hub

Must have video card and driver to support 1024 x 768 resolution.

CallCenterWor X Version 1 Security Key will not be compatible with this version of the application.
CallCenterWorX ACD MAT Client without Server does not require a Security Key unless installed with
MIS which will require an MIS Security Key.

CallCenterWor X ACD MAT Client without Server can also use Microsoft Windows 95 or Windows 98.
Windows 95 OSR 2.5 4.00.1111 is required for Year 2000 compliance.

Not required when using PN-CCO01.
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4. ACD Computer with MIS Using Remote MIS PC via RS-232 Serial Connection

The following hardware, software, and information are required to install the CallCenterWor X ACD computer
communicating with aremote MIS PC viaan RS-232 serial connection.

Table 2-3 System Requirements for ACD Computer Using Remote MIS PC via RS-232

Minimum Requirements

Computer
Pentium 266 Mhz processor or higher
64 MB RAM or more
30 MB available hard-disk space or more
15" or larger SVGA monitor Note 1
1 floppy-disk drive or other data storage device
4X CD-ROM drive
1 parallel port for connection of Security Key
M S-compatible mouse
Network card (such as 3Com Etherlink 111)
Computer Hardware
CallCenterWor X Version 2 Security Key Note 2
Software

NEAX2000 IVS Series 1700 software or higher (1900 or higher for INFOLINK)
Microsoft Windows NT 4.0 with Service Pack 5 or higher Note 3
CallCenterWor X software CD-ROM

Information

| P address information for PBX
PBX Hardware

NEAX2000 IVS PBX
Circuit board PN-CCO0O0 or PN-CCO01
Circuit board PN-APO1
Circuit board PN-2DATA (optional card for announcements)
48-TW-0.3 Connecting Cable
CCQO0 Ethernet Cable Note 4
10 Base T Transceiver Note 4
10 Base T Twisted 2P Cable of correct length
Serial Hardware

RS-232 cabling to run from COM Port to remote MIS PC

Note 1: Must have video card and driver to support 1024 x 768 resolution.

Note 2: CallCenterWorX Version 1 Security Key will not be compatible with this version of the application.
CallCenterWor X ACD MAT Client without Server does not require a Security Key unless installed with
MIS which will require an MIS Security Key.

Note 3: CallCenterWorX ACD MAT Client without Server can also use Microsoft Windows 95 or WWindows 98.
Windows 95 OSR 2.5 4.00.1111 is required for Year 2000 compliance.

Note 4: Not required when using PN-CCOL.
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5. Remote MIS PC Using TCP/IP

The following hardware, software, and information are required to install a CallCenterWor X remote MIS PC
using TCP/IP.

Table 2-4 System Requirements for Remote MIS PC via TCP/IP

Minimum Requirements

Computer

Pentium 266 Mhz processor or higher

64 MB RAM or more

30 MB available hard-disk space or more

15" or larger SVGA monitor Note 1

1 floppy-disk drive or other data storage device

4X CD-ROM drive

1 paralld port for connection of Security Key

M S-compatible mouse

Network card (such as 3Com Etherlink [11)
Computer Hardware

MIS Security Key

Software

Microsoft WindowsNT 4.0 with Service Pack 4, or Windows 95, or Windows 98
Note 2

CallCenterWor X software CD-ROM
Information
| P addresses and host name information for PBX and ACD and remote MIS PCs

Hardware

ACD computer connected to PBX via TCP/IP
10 Base T Twisted 2P Cable of correct length

Note 1: Must have video card and driver to support 1024 x 768 resolution.
Note 2: Windows 95 OSR 2.5 4.00.1111 is required for Year 2000 compliance.
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6. Remote MIS PC Using RS-232

The following hardware, software, and information are required to install a CallCenterWor X remote MIS PC
using serial RS-232 connection.

Table 2-5 System Requirements for Remote MIS PC via Serial RS-232

Minimum Requirements

Computer

Pentium 266 Mhz processor or higher

64 MB RAM or more

30 MB available hard-disk space or more

15" or larger SVGA monitor Note 1

1 floppy-disk drive or other data storage device
4X CD-ROM drive

1 parallel port for connection of Security Key
M S-compatible mouse

Computer Hardware

MIS Security Key

Software

Microsoft Windows NT 4.0 with Service Pack 5 or higher, or Windows 95, or
Windows 98 Note 2

CallCenterWor X software CD-ROM

Hardware

ACD computer connected to PBX

RS-232 Cable to run from ACD computer COM Port to remote MIS PC COM
Port

Note 1: Must have video card and driver to support 1024 x 768 resolution.
Note 2: Windows 95 OSR 2.5 4.00.1111 is required for Year 2000 compliance.
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7. CallCenterWorX MIS PC Support

7.1

7.2

Multiple MIS PCs

CallCenterWor X provides the ability to have up to eight MIS PCs.

¢ Theintegrated MIS application on the main CallCenterWor X Server is controlled by the main
CallCenterWor X system security key and is counted as one of the eight PCs.

e Each additional MIS PC requires a separate MIS security key.

It isimportant to know that each additional MIS PC is a separate M| S application. This means that the
additional PC is not a Client to the main CallCenterWor X MIS, but maintains its own database.

*  Whilean MIS PC application isonline, it will collect data received from the ACD.
« If the MIS application isterminated or the PC it isrunning on is shut down, data collection stops.

If atrue Client/Server MIS PC applicationis required, NEC Global Navigator 3.03 or higher will perform
that function.

IP Connections

The Call CenterWor X ACD provides eight I P connections for MI1S PCs or Infolink.

« If you are using the MIS at the main Call CenterWor X Server, then you have seven remaining
connections to use for other M1S applications or Infolink.

e If you are using the MIS at the main Call CenterWor X Server and are utilizing Infolink, there are six
remaining |P connections for additional MIS applications to use. Each additional connection usage
diminishesthe MIS IP connections available.

QueWorX IVRisanInfolink application, soif itisinstalled, theinitial limit of available |P connections
for MIS applicationsis seven instead of eight.
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8. Multi-tenant MIS Considerations—Split Numbering

Note:

The assignment of split numbersin the CallCenterWorX MIS s relative to the number of tenants being served
by the entire system (which can be as many as 9 tenants). A single MIS application can number only one usable
Split 1 in the system. It does not employ the naming conventions used by the ACD, which starts numbering for
each tenant at Split 1 (such as Tenant 1 Split 1, Tenant 2 Split 1, Tenant 3 Split 1).

To allow for the total split numbers assigned to any previous tenants, asingle M1S application must “name but
not use” a number of splits equal to the total for all previous tenants before numbering usable splits for a new
tenant. In a multi-tenant situation with more than one or two tenants, this requirement rapidly uses up the 30
split numbers availableto asingle M1 S application, while the ACD may have more split numbers still available.

As shown in Table 2-6:

«  Althoughthe ACD can start split numbering in Tenant 2 with“ Split 1,” the M1S must number that split as
“Split 4" because numbers Split 1, Split 2, and Split 3 have already been used in Tenant 1.

e The“Cumulative Total for System” row in the table shows atotal of only 5 split numbers (3+2) used by
the ACD after Tenant 2, but atotal of 8 split numbers (3+5) have been used by the MIS after Tenant 2, due
to the numbering of three splitsin Tenant 1 which must be “named but not used” in Tenant 2.

e After Tenant 3, the ACD has used a cumulative total of 9 split numbers (3+2+4) while the MIS has used
acumulative total of 17 split numbers (3+5+9), with 8 of those being “named but not used.”

Shaded cellsin the MIS columns of Table 2-6 indicate the split numbers* named but not used” to allow for
the MIS numbering system.

Table 2-6 Single MIS Application Split Number Usage

Tenant 1 Tenant 2 Tenant 3

ACD MIS ACD MIS ACD MIS

1 1 1 1 1 1

2 2 2 2 2 2

3 3 3 3 3

4 4 4

Numbers for Splits 5 5
6

7

8

9

Total Split #s Used ACD 3 2 4

Total Split #s Used MIS 3 5 9
Cumulative Total for System 3 3 5 8 9 17

Thislimitation can be overcome by using a dedicated M 1S application for each one or two tenants (there are
nine possible tenants and eight possible I P connectionsfor M1 S applications), which would allow both the ACD
and the MISfull benefit of all the allocated split numbers for the system. The use of multiple MIS PCsis
discussed in the previous heading (Heading 7, “ Call CenterWorX MIS PC Support”). Within the number of
allowed IP connections, an ample number of MIS applications can be used to provide all needed services to
tenants.

If multi-tenant usage isto be spread over thefull ACD capacity of nine tenants, use NEC Global Navigator 3.03
which provides true multi-tenant capability as well as a Client/Server M1S PC application.
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CHAPTER 3 Connection Drawings

NEAX2000 IVS

Interface

Cards CallCenterWorX Server

10Base T
Transceiver

[ Ethernet Cable o Ethernet
] Cable

48-TW-0.3 Cable

]

PN-APO1

Note: One end of this cable
must be reversed.

Figure 3-1 PN-CCO00 Connection through 10 Base T Transceiver

1. Installing the PN-CCO00 and the PN-APO1

STEP 1. Mount the PN-CCO00 in any slots LT10 (APO) - LT15 (AP05). The PN-CCQO requirestwo LT (AP)
dots.

STEP2: Mount the PN-APOL in any slot LT10 (APO) - LT15 (APOS).

STEP3: Set the PN-APOL1 SENSE 0 switch to the slot number that is programmed in CM 05 (see Chapter 4,
Heading 1, “APOL Initialization”).

STEP 4. Install the 48-TW-0.3 connecting cable from the DCB A connector of the PN-CCOQ0 card to the
bottom connector of the PN-APO1 card.

STEP5: Install the Ethernet cable from the AB Ether connector of the PN-CCOO card to the 10 Base T
transceiver.

STEPG6: Install the Ethernet cable from the transceiver to the network driver of the Server.
Note: Oneend of this cable must be reversed.

1.1 Crossover Reverse Pin-out

Crossover/Reverse
TxD+ 1 1 TxD+
TxD- 2 2 TxD-
RxD+ 3 3 RxD+
RxD- 6 6 RxD-

NOTE:

1. Pins 4,5,7,and 8 not used.

2. Use for going from 10
Base T transceiver to PC.

Figure 3-2 Crossover Reverse Pin-out
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2. Installing the PN-CCO1 and the PN-AP0O1

STEP 1

STEP 2:
STEP 3:

STEP 4:

STEPS:

NEAX20001VS

Interface
Cards CallCenterWorX Server
kg
PN-CCO01
Ethernet Cable =
L]
L]

48-TW-0.3 Cable

Note: One end of this cable
|: must be reversed.

PN-APO1

Figure 3-3 PN-CCO01 Connection Straight to ACD Computer (Client or Server)

Mount the PN-CCO01 in any slots LT10 (APO) - LT15 (AP05). The PN-CCO1 requiresone LT (AP)
dot.

Mount the PN-APOL in any slot LT10 (APO) - LT15 (APO5).

Set the PN-APO1 SENSE 0 switch to the slot number that is programmed in CM05 (see Chapter 4,
Heading 1, “APO1 Initialization™).

Install the 48-TW-0.3 connecting cable from the DCB A connector of the PN-CCO1 card to the
bottom connector of the PN-APO1 card.

Install the Ethernet cable from the RJ-45 connector of the PN-CCO1 card to the ACD computer
(Client or Server) communicating via TCP/IP.

Note: One end of this cable must be reversed.
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Connection Drawings
PN-CCO00 Connecting Through a Hub

NEAX20001VS

Interface
Cards

i

123 4 56 78
PN-CCO00 10BaseT PP GA0q
|: | | a ™
Trian?leiver Ethernet Cables
]
]
PN-APO1
CallCenterWorX Server Remot

e MIS PCs

Figure 3-4 PN-CCO00 Connecting Through

a Hub

STEP 1. TheEthernet cables going from the transceiver to the hub and from the hub to the Server and PCsare

straight-through cables.

STEP 2. TheEthernet cable from the transceiver to the hub goesinto a port other than Port 8 of an 8-port hub
or Port 4 of a4-port hub. Thelast port in ahub isusually used as an uplink port, connectingtoalL AN,
another hub, abridge, arouter, or other such device. Verify this with the manufacturer’ s specifica
tions for the hub you are using, since some hubs use Port 1 for uplink instead of the last Port.

STEP 3: The Ethernet cablesfrom the ACD computer (Client or Server) and from the MIS PC can go into any

port that is not the uplink port.

3.1 Straight-Through Pin-out

Straight-Through

TXD+ leg— &1 TxD+
TXD- 24— &2 TxD-
RXD+ 34 4 3 RxD+
RxD- 6a— 46 RXxD-

NOTE:
1. Pins 4,5, 7, and 8 not used.
2.Use for going from 10

Base T transceiver to a hub.

Figure 3-5 Straight-Through Pin-out
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4. PN-CCO01 Connecting Through a Hub

STEP 1

STEP 2:

STEP 3:
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NEAX2000 IVS -

Interface

Cards

Remote ACD Client
10 Base T Hub
v
123 4
PN-CCO01 nnonn
L] S
PN-APO1
CallCenterWorX Server Remote MIS PCs

Figure 3-6 PN-CCO01 Connecting Through a Hub

The Ethernet cables going to the hub from the PN-CCO01 and from the hub to the Server and PCs are
straight-through cables.

The Ethernet cable from the transceiver to the hub goesinto a port other than Port 8 of an 8-port hub
or Port 4 of a4-port hub. Thelast port inahub isusually used asan uplink port, connectingtoaLAN,
another hub, abridge, arouter, or other such device. Verify this with the manufacturer’ s specifica
tions for the hub you are using, since some hubs use Port 1 for uplink instead of the last Port.

The Ethernet cables from the ACD computer and from the M1S PC can go into any port that is not
the uplink port.
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5. PN-CCO00 Connection for ACD Computer to Remote MIS PC Serially

NEAX2000 IVS

Interface
Cards

PN-CCO0  19BaseT
] 1

Transceiver
] Ethernet Cable

Remote MIS PC

rs252cavte | NI

L]
PN-APO1

CallCenterWorX Server

Figure 3-7 PN-CCO00 with RS-232 Serial Connection
Note: Inthisdiagram, it isassumed the remote PC is using CallCenterWorX MIS.

STEP 1. Follow the proceduresin this chapter, Heading 1, “Installing the PN-CCO00 and the PN-APO1,” to
connect the PN-CCQ0 to the ACD computer.

STEP2: Connect one end of the RS-232 serial cable to a COM Port on the ACD computer.

STEP 3: Connect the other end of the RS-232 serial cableto aCOM Port on the remote PC which will be
running the Call CenterWor X M IS program.

STEP 4. Configure the ACD computer and the remote MIS PC by following the procedures in Chapter 5,
“Configuration Procedures.”
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6. PN-CCO01 Connection for ACD Computer to Remote MIS PC Serially

NEAX2000 IVS

Interface
Cards

PN-CCO1

O] Ethernet Cable

Remote MIS PC
RS-232 Cable -

L]
PN-APO1

CallCenterWorX Server

Figure 3-8 PN-CCO01 Connection for ACD Computer to Remote MIS PC Serially

Note: Inthisdiagram, it isassumed the remote PC isusing CallCenterWor X MIS.

STEP 1

STEP 2:
STEP3:

STEP 4:
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Follow the proceduresin this chapter, Heading 2, “Installing the PN-CCO01 and the PN-APOQL,” to
connect the PN-CCO01 to the ACD computer .

Connect one end of the RS-232 serial cable to a COM Port on the ACD computer.

Connect the other end of the RS-232 serial cableto a COM Port on the remote PC which will be
running the Call CenterWor X MIS program.

Configure the ACD computer and the remote MIS PC by following the procedures in Chapter 5,
“Configuration Procedures.”
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Connecting Wall Display Boards

Connections from the computer running Call CenterWor X M1S to the Spectrum Wall Display Board may vary
according to the specific model of board. Instructions should be obtained from Spectrum Corporation
regarding the model you are installing.

e Thecomputer must be configured to output data to the board through a COM Port.

e Wall boards may be used in a*“chained” series following connection specifications from Spectrum

Corporation.
NEAX20001VS
Interface
Cards
Wallboards
10 Base T NEC NTAC
PN-CCO00 Transceiver ‘ -------------------
Ethernet | NEC Sales
[] L1
Cable NEC Customer Service e
O LWC:0:00 GO0S:100%
COM Port
] RS-232 Cable
PN-APO1
CallCenterWorXComputer

Figure 3-9 PN-CCO00 Connecting ACD Computer or MIS PC to Wall Boards

See Figure 3-11 for connection of RS-232 cable into the COM Port on the back of the Host.
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Connecting Wall Display Boards

NEAX2000 IVS
Interface
Cards
Wallboards
NEC e, NTAC
PN-CCO01
Ethernet Cable NEC .. Sales
E NEC Customer Service
] LWC:0:00 GOS:100%
+
COM Port

o RS-232 Cable

PN-APO1
CallCenterWorX Computer

Figure 3-10 PN-CCO01 Connecting ACD Computer or MIS PC to Wall Boards

As shown in Figure 3-11 below, the RS-232 Cable connects to the COM Port designated as an MIS Port (see
Chapter 5, Heading 1.3, “ ACD Computer Setup for Use with Remote MIS PC viaRS-232").

SRTe
Plug the
COM Port —p o RS-232 cable
V\ _j{! into the
] COM Port
on the back
of the Host

Figure 3-11 Connection of RS-232 to COM Port
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CHAPTER 4

1. APO1 Initialization

START
= ARL

DESCRIPTION

Programming the PBX and the D™

Programming the PBX and the D'¢'™

APO1 Initialization

DATA

CMO05

CMD6

For the IVS(CP00 and CP03):

Assign the slot number to the PN-APO1
board according to the location of the
board.
Note:

The dlot number is given by the SENSE O
switch on the PN-APO1 board.

For the IVS 2000 Series Software (CP16):
Assign the slot number to the PN-APO1
board according to the location of the
board.
Note:

The dlot number is given by the SENSE O
switch on the PN-APO1 board.

For the IVS? (CP14):

Assign the slot number to the PN-APO1
board according to the location of the
board.
Note:

The dot number is given by the SENSE 0
switch on the PN-APO1 board.

ID code all clear with AP. To clear the AP
perform the following:

+ D60 ++ 0000 +[DEJ+ CCC +

Switch 1 on the PN-APO1 must be set as
follows:

K

After clearing the APO1, change SW1-2 and
SW1-3 back to the “ON” position.

Note:

OFF

P NW D

ON

NDA-24213

(1) Slot number (04-15)
(2) PN-APO1 board

Y=10
(1) Slot number (04-15)
(2) PN-APO1 board

Y=0
(1) Slot number (04-15)
(2) PN-APO1 board
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2. Programming the ACD Position Prime Line and My Line

START

DESCRIPTION

DATA

For the IVS(CP00 and CP03):

CM10

CM11

.

CHAPTER 4
Page 28
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Assign the primary extension.

For the IVS 2000 Series Software (CP16):
Assign the primary extension.

For the IVS? (CP14):
Assign the primary extension.

For the IVS (CP00 and CP03):

Assignthe ACD virtual lineand ACD Pilot
numbers.

Note: Use LEN 0000-0127 ONLY.

For the 1 VS 2000 Series Software (CP16):
Assignthe ACD virtual lineand ACD Pilot
numbers.
Note: Use LEN 000-127.
Using the PZ-M537 MP expansion
card allows LEN 000-255 to be
monitored.

For the VS (CP14):

Assignthe ACD virtual lineand ACD Pilot

numbers.

Note: Use LEN 000-127.
Using the PZ-M537 MP expansion
card allows LEN 000-255 to be
monitored.

NDA-24213

1)
)

o)
&)

o)
)

1)
)

1)
)

)
&)

LEN 0000-0511
FXXXX Station number

LEN X00-X63 (X = PIM No. 0-7)
FXXXX Station number

LEN X00-X63 (X = PIM No. 0-7)
FXXXX Station number

LEN 0000-0127
Virtual number

LEN 000-127
Virtual number

LEN 000-127
Virtual number



DESCRIPTION

Programming the PBX and the D'¢'™

Programming the ACD Position Prime Line and My Line

DATA

CM93

CM17

CM12

Assign the ACD virtua lineto
the My Line.

Assign ACD virtual line for
originate suppress.

Assign ACD Pilot number as
monitored number.

Assign ACD Group number.

Tenant

NDA-24213

() Primary Extension (CM10)
(2) ACD virtud line (CM11)

(Y)=1
() ACD virtud line
(2) 2: Originate suppress

(V)=1
(1) ACD Pilot number
(2) 3: Monitored number

(Y)=2

(1) XXXX ACD Pilot number

(2) 00-15 Group number

Note:  Only assign the ACD Pilot number.

(Y) =04

(1) X-XXXX (ACD Position, Agent, and
Pilot)

(2) 01 <Tenant01

09 Tenant 09
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Programming the PBX and the

Dterm

Programming ACD/OAI Operation Codes

3. Programming ACD/OAI Operation Codes

START

CMD7

CHAPTER 4
Page 30
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DESCRIPTION

DATA

OA\I function key assignment.

Note: Cannot use F1032.
Op-codes are fixed to function names
(see OAI key code assignment table
below).

Assign IP address.

Example:

1st Data 00| 01| 02| 03

IP Address| 101| 022 033| 055

OAIl Key Code Assignment

Function Name OAl Key Code

Break 1

Auto/Manua 2

Work 4

Night 5

Trunk/Trouble 6

Tally 7

Assist 8

Emergency 9

L og On/Off 10

Monitor 12

Call Waiting 14
NDA-24213

(Y)=0

D

)

F1033 OAIl key 1
F1047 OAI key 15
128 - 191 MSF
192 - 255 TMF

(Y)=9

D

00: First Octet

03: Fourth Octet

(2) XXX: First Octet
XXX: Fourth Octet

OP Code Function Key Code
187 F1033
252 F1034
253 F1036
188 F1037
250 F1038
189 F1039
254 F1040
255 F1041
190 F1042
191 F1044
249 F1046



4. Programming D'*'™ Key Assignment

START

DESCRIPTION

Programming the PBX and the D'¢'™

Programming D**™ Key Assignment

DATA

CM90

m
Z
O

Assign OAI keysto ACD station.

Assign ACD virtua line key.

NDA-24213

(YY)=00
(1) My Line, key no.
(2) F1033: OAl key 1

F1047: OAIl key 15

(YY)=00
(1) My Line, key no.
(2) XXXX:ACD virtua line
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Programming ACD Group Announcements

5. Programming ACD Group Announcements

START
2181

DESCRIPTION

DATA

CM10

CM49

./

CHAPTER 4

Page 32
Issue 3.0

For the IVS (CP0O0 and CP03):
Assign aDigital Announcement Trunk
Circuit No. totherequired LEN.

Note: TheDigital Announcement Trunk
Circuit No. must be assigned to the
first LEN (level 0) and/or the third
LEN (level 2) of each LT dot.

For the IVS 2000 Series Software (CP16):
Assign a Digital Announcement Trunk
Circuit No. totherequired LEN.

Note: TheDigital Announcement Trunk
Circuit No. must be assigned to the
first LEN (level 0) and/or the third
LEN (level 2) of each LT dot.

For the IVS? (CP14):
Assign aDigital Announcement Trunk
Circuit No. to the required LEN.

Note: TheDigital Announcement Trunk
Circuit No. must be assigned to the
first LEN (level 0) and/or the third
LEN (level 2) of each LT dot.

Assign the function for each Digital
Announcement Trunk.

NDA-24213

1)
)

o)
&)

o)
@)

LEN (0000 - 0512)
EB002 - EB127

PIM 0/1: EBOOO - EBO31
PIM 2/3: EB032 - EB063
PIM 4/5; EB064 - EB095
PIM 6/7: EB096 - EB127

LEN X00-X63 (X = PIM No. 0-7)
EB002 - EB127

PIM 0/1: EBO0O - EB031

PIM 2/3: EB032 - EB063

PIM 4/5; EB064 - EB095

PIM 6/7: EB096 - EB127

LEN X00-X63 (X = PIM No. 0-7)
EBOO2 - EB127

PIM 0/1: EBOOO - EBO31

PIM 2/3: EBO32 - EB063

PIM 4/5: EB064 - EB095

PIM 6/7: EB096 - EB127

YY =00

)

)

000-127: Digital Announcement
Trunk Circuit No. assigned
by CM10.

16XX Message Group No.
(02-63) for
Multi-connection
announcement service for
OAl.



Programming the PBX and the D'¢'™
Programming ACD Group Announcements

DESCRIPTION DATA
CMD7 Assignment of Digital Announcement Y=2
Trunk No. (1) 000-127
(2) 1XXX
002-127:Digita
Announcement
Trunk No.
UCD Delay Announcement detection / Y=0
CM41 OAIl Announcement connection timer. (O 67
(2) 01-32
END
NDA-24213 CHAPTER 4
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Programming the PBX and the D™

Sending of Returned Result and SMFN

6. Sending of Returned Result and SMFN

START DESCRIPTION DATA
Returned Result (RR) sending priority (YY)=28
when receiving Switch Control Facility () Tenant# 01-09
(SCF). (2) 0: SendRR after SMFN.

Note: For CallCenterWorX thismust be a
113 OH .

Service feature for each Tenant

CMO08 Sending of SMFN when answering a held call

While the station (STA-A) istalking with
another station (STA-B), after consultation
hold with a CO call, when STA-B has hung

up.

Note:  For Assist and Monitor to work
properly, thismust be settoa “ 0.”

Transfer atrunk call into an ACD group
from a station or SN 610/716 Attcon.

CHAPTER 4 NDA-24213
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1: Send RR before SMFN.

(YY) =27

1)
)

(1)
)

o)
)

)
)

Tenant # 01-09
0: ACD
1. <€ Non-ACD

461
0: Sent.
1: € Not sent.

117

0: STA-A returnsto the call
with the CO line.

1. { STA-A hearsROT.

460
0: Allowed
1: 4 Not alowed



7. Programming the D'*'™ Series E ACD Terminal

Programming the PBX and the

Dterm

Programming the D™ Series E ACD Terminal

Multiline Terminal Key Number
oy ANANANAYe
O O 0 0 O O Qﬂﬂﬂﬂ
O O O O O O
VOO P C || (@) @) @ @
10O ¢
Sgg @) @ @ @

-

20050 | @ @ © @

DTP-32D-1

g

-
o

«Q
o
=}

g

Py
®©
@
QD
7]
o

Q)
o
>
=

................

OO00®®®G o
> 0000®®®G

—f~
@ge
~<v

(e (o)) (2D

Hold Transfer Break Work

Figure 4-1 D'®™ Series E ACD Terminal

7.1 Programming the Keys

Use CM90 Y'Y = 00 and the functions listed to program Keys 17 through 24.

Key 17 = F1020 Release

Key 18 = F1042 Log On (OAI Key 10, CMD7 Y=0 OP-Code 190)

Key 19 = F1012 Conference

Key 20 = F1039 Taly (OAl Key 7, CMD7 Y=0 OP-Code 189)

Key 21 = 1036 Work (OAIl Key 4, CMD7 Y =0 OP-Code 253)

NDA-24213
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g the PBX and the D™

Programming the D**™ Series E ACD Terminal

Key
Key
Key

22 = 1033 Break (OAl Key 1, CMD7 Y =0 OP-Code 187)
23 =F1004 Transfer
24 = F1010 Hold

All other ACD function keys will be programmed on Keys 1 through 16.

7.2 Service Conditions

1.

CHAPTER 4
Page 36
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In order for Logon (Key 18) and Break (Key 22) to chime, a speaker key must be assigned to aKey
between 1 and 16.

The Feature (F1011), Recall (F1015), Redial (F1000), and Answer (F4001) Keys can be assigned to
Keys between 1 and 16.

Do not use the MAT command F2, “Copy of D'®™ Key”, if your ACD terminals are a mixture of
Series |1l and Series E sets. The key layouts are different between these two terminals. You can copy
from Series E to Series E, and from Series |11 to Series|l1, but you cannot copy from Series E to
Series|ll.

If thefirst port (level 0) of thecardisset toal (Elite) in CM12 YY=17, aPN-4DLCA or PN-4DLCM
card must be installed. When using a PN-4DLCD card with the first port (level 0) set to al (Elite) in
CM12 YY=17, the ACD Keyswill not function and there is no display on the terminal.

D™ series ACD terminals are supported with Series 1800 software CJ0.17 and above.
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8. Programming the D'*™ Series Il ACD Terminal

Programming the PBX and the D'®'™

Programming the D*™ Series Il ACD Terminal

Multiline Terminal Key Number
>
|| )l |@@E®E®E®E®
O EEED ((07))((08))((09))((10))((11))((12))
= :i—: ::—: :—: :—: [L:—: [L:—: Cam)(Can)(an )(ao ) )(en)
B (@) (e)(e9)(e )@ )(en)
I Nalaloel == I O
| | | |
ojojola==l G
QOOLIoS | (@)
)| QLS | =
L —or— o | | | |
|l 4 CTaly i i
(@) () (e2) ()} |
ETJ-24DS-1 Hold Transfer Conf  Work | |
CVvY [l AD
Figure 4-2 D' Series Ill ACD Terminal
8.1 Programming the Keys
Use CM90 Y'Y = 00 and the functions listed to program Keys 17 through 24.
Key 17 = F1020 Release
Key 18 = F1033 Bresk (OAl Key 1, CMD7 Y=0, OP-Code 187)
Key 19 = F1042 Log On (OAI Key 10, CMD7 Y =0, OP-Code 190)
Key 20 = F1039 Tally (OAI Key 7, CMD7 Y=0, OP-Code 189)
Key 21 = F1036 Work (OAIl Key 4, CMD7 Y =0 OP-Code 253)
Key 22 = F1012 Conference
Key 23 = F1004 Transfer
Key 24 = F1010 Hold
NDA-24213 CHAPTER 4
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Programming the D™ Series Il ACD Terminal

All other ACD function keys will be programmed on Keys 1 through 16.

8.2 Service Conditions

1.
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In order for Logon (Key 19) and Break (Key 18) to chime, a speaker key must be assigned to a
Key number between 1-16.

The FNC (F1011), Recall (1015), LNR/SPD (F1000), and Answer (F4001) Keys can be assigned to
Keys 1-16.

Do not use the MAT command F2, “Copy of D'®™ Key”, if your ACD terminals are a mixture of
Series |11 and Series E sets. The key layouts are different between these two terminals. You can copy
from Series E to Series E, and from Series Il to Series |11, but you cannot copy from Series E to
Serieslll.

If thefirst port (level 0) of thecardissettoal (Elite) inCM12 YY=17, aPN-4DLCA or PN-4DLCM
card must be installed. If you use a PN-4DLCD card with the first port (level 0) setto a1 (Elite) in
CM12 YY=17, the ACD Keyswill not function and there is no display on the terminal.

D™ series ACD terminals are supported with Series 1800 software CJ0.17 and above.

NDA-24213



CHAPTER 5 Configuration Procedures

Configuration Procedures

The basic options available for configuring common setups using Call CenterWor X are diagrammed below.

Main CCWX PC
using CCWX ACD portion only
(Server and MAT Client)
without MIS

TCP/|PJ OR LRs-zaz

| |

MIS PC using CCWX MIS PC using CCWX
MIS portion only MIS portion only

Main CCWX PC
using CCWX complete suite
ACD (Server and MAT Client)

with MIS
ITCP/|P OR Rs-2321
MIS PC using CCWX MIS PC using CCWX
MIS portion only MIS portion only

Figure 5-1 Configuration Options

This chapter provides procedures for configuring the components to perform in the above setups.

NDA-24213
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Configuration Procedures

Verify all system
requirements available
(Chapter 2)

Complete programming
PBX and Dterms
(Chapter 4)

Complete connections
(Chapter 3)

v

Install appropriate
Security Key if needed
(Chapter 6)

Assemble information
(Chapter 6)

Install complete Install CallCenterWorX
CallCenterWorX suite ¢ b ACD only
(Chapter 6) (Chapter 6)
Start
CallCenterWorX
ACD

(Chapter 6)

l

Read ACD menu and
command
descriptions
(Chapter 7)

l

Program ACD
system
(Chapter 9)

For complete suite,
read MIS menu and
command
descriptions
(Chapter 8)

!

Perform initial
startup of MIS
(Chapter 10)

ACD only
installation
complete

Suite installation
complete

Figure 5-2 ACD Computer (Client or Server) With or Without MIS
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Configuration Procedures
Configuring the ACD Computers

1. Configuring the ACD Computers
1.1 ACD Computer (Client or Server) With or Without MIS

For the ACD computer (Client or Server) with or without MIS, use the following procedure:
STEP 1. Verify that the system requirements specified in Table 2-1 of Chapter 2 are available.

STEP2: Depending upon your PBX hardware, complete the connections described in Chapter 3, Heading 1,
“Installing the PN-CCO00 and the PN-APO1” (illustrated in Figure 3-1and Figure 3-2), or in
Heading 2, “Installing the PN-CCO01 and the PN-APO1” (illustrated in Figure 3-3).

STEP3: Complete the procedures in Chapter 4, “Programming the PBX and the D™

STEP 4. Follow the proceduresin Chapter 6, Heading 1, “ Security Key Installation Instructions.”

e |f youwishtorunthe ACD Server and MAT Client option on this computer, with or without the
MIS application, install a CallCenterWor X Version 2 Security Key.

e |fyouwishtorunonly the ACD MAT Client option on this computer, no Security Key isrequired.

« If youwishto runthe ACD MAT Client and the MIS application on this computer, an MIS
Security Key isrequired.

STEP5: Read Chapter 6, Heading 2, “ Installation Information Needed,” and assembl etheinformation needed
for installing Call CenterWor X.

STEP6: Choose one of the following:

e |f you wish to run both the ACD and MIS portions of the program on this computer, install the
complete Call CenterWor X suite by following the procedures in Chapter 6, Heading 3,
“CallCenterWorX CD-ROM Installation Instructions.” Please note that the remote MIS PC to be
configured later is not a client to the server MIS installation; al MIS databases are independent.

e |f youwish to run only the ACD portion of the program on this computer, install only the
CallCenterWor X ACD program (either the MAT Client option or the Server and MAT Client
option) by following the procedures in Chapter 6, Heading 3, “ CallCenterWorX CD-ROM
Installation Instructions.”

STEP 7. Follow the proceduresin Heading 4, “ Starting CallCenterWorX ACD,” in Chapter 6.

STEP 8. Program the ACD system as described in Chapter 9, “ACD Procedures.” Information on the menu
commands and data screens can be found in Chapter 7, “ACD Menu Commands.”

STEP9: If youinstalled only a CallCenterWorX ACD option (MAT Client or Server and MAT Client) in
Step 6, the procedure is compl ete.

STEP 10: If you installed the complete CallCenterWor X suite with MISin Step 6:
(@) Follow the proceduresin Chapter 10, Heading 1, “ CallCenterWorX MIS Initial Setup.”
(b) Closethe CallCenterWor X M1S—Setup window.
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Configuring the ACD Computers

Verify all system
requirements available
(Chapter 2)

Complete connections

Start
CallCenterWorX
ACD
(Chapter 6)

+— or

v

Read ACD menu and
command
descriptions
(Chapter 7)

v

Program ACD

(Chapter 3)

Assemble information

Complete programming
PBX and D''ms
(Chapter 4)

v

(Chapter 6)

v

Install complete
CallCenterWorX suite

ACD Server and MAT Client
(Chapter 6)

Install CallCenterWorX
Version 2 Security Key
(Chapter 6)

system
(Chapter 9)

Read MIS menu and
command
descriptions
(Chapter 8)

Close ACD
system

!

Perform initial
startup of MIS
choosing TCP/IP
(Chapter 10)

v

Close MIS

If needed,
complete MIS PC

system

setup for TCP/IP
(Heading 2.1)

Installation

complete
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Figure 5-3 ACD Computer Setup for Use with Remote MIS PC via TCP/IP
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Configuring the ACD Computers

1.2 ACD Computer Setup for Use with Remote MIS PC via TCP/IP

For the ACD computer communicating with aremote MIS PC via TCP/IP, use the following procedure:

STEP 1
STEP 2:

STEP 3:

STEP 4:

STEPS:

STEPG:

STEP7:
STEP8:

STEP9:
STEP 10:

STEP 11:

STEP 12:

STEP 13:

Verify that the system requirements specified in Table 2-2 of Chapter 2 are available.

Depending upon your PBX hardware, compl ete the connections described in Chapter 3, Heading 3,
“PN-CC00 Connecting Through a Hub” (shown in Figure 3-4 and Figure 3-5), or in Chapter 3,
Heading 4, “PN-CCO01 Connecting Through a Hub” (shown in Figure 3-6).

Complete the procedures in Chapter 4, “ Programming the PBX and the D*™.”

Following the procedures in Chapter 6, Heading 1, “ Security Key Installation Instructions,” install a
CallCenterWor X Version 2 Security Key.

Read Chapter 6, Heading 2, “ Installation Information Needed,” and assembl e theinformation needed
for installing Call CenterWor X.

Following the procedures in Chapter 6, Heading 3, “Call CenterWorX CD-ROM Installation
Instructions,” install either:

»  Thecomplete CallCenterWor X suite, choosing ACD Server and MAT Client plus Call Center\Wor X
MIS. Please note that the remote MIS PC to be configured later is not a client to the server MIS
installation; all MIS databases are independent.

e The CalCenterWorX ACD Server and MAT Client only.
Follow the proceduresin “ Starting Call CenterWorX ACD” in Chapter 6, Heading 4.

Program the ACD system as described in Chapter 9, “ACD Procedures.” Information on the menu
commands and data screens can be found in Chapter 7, “ACD Menu Commands.”

On the Server menu, click MAT, then click Disconnect.
Click Exit on the File menu to close the Call CenterWor X ACD system.

If CallCenterWorX MISisloaded, openthe MISfollowing the proceduresin Chapter 10, Heading 1,
“CalCenterWorX MIS Initial Setup.” and follow the procedures for the Communication Type
TCP/IP.

Close the CallCenterWor X MIS—Setup window.

If not already completed, go to Heading 2.1, “MIS PC Setup for Usevia TCP/IP” in this chapter and
complete all steps.
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Verify all system

requirements available

(Chapter 2)

Complete connections

Start
CallCenterWorX
ACD
(Chapter 6)

(Chapter 3)

Complete programming
PBX and D'™s
(Chapter 4)

Assemble information
(Chapter 6)

v

v

Install CallCenterworX
Version 2 Security Key
(Chapter 6)

Install complete
CallCenterWorX suite
or

Read ACD menu and
command
descriptions
(Chapter 7)

!

Program ACD
system
(Chapter 9)

ACD Server and MAT
Client
(Chapter 6)

Close ACD
system

]

Set ACD
Tenant Data

1/0 Ports for MIS
(Chapter 9)

Set ACD
Communication
Data I/0 Ports for
MIS
(Chapter 9)

Read MIS menu and
command
descriptions
(Chapter 8)

}

Perform initial
startup of MIS
choosing RS-232
(Chapter 10)

Close MIS
system

If needed,
complete MIS PC
setup for RS-232

(Heading 2.2)

Installation

complete
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Figure 5-4 ACD Computer Setup for Use with Remote MIS PC via RS-232
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1.3 ACD Computer Setup for Use with Remote MIS PC via RS-232

For the ACD computer communicating with aremote MIS PC via serial RS-232 connection, use the
following procedure:

STEP 1. Verify that the system requirements specified in Table 2-3 of Chapter 2 are available.

STEP2: Depending upon your PBX hardware, complete the connections described in Chapter 3, Heading 5,
“PN-CC00 Connection for ACD Computer to Remote MIS PC Serially” (shownin Figure 3-7), orin
Chapter 3, Heading 6, “PN-CCO01 Connection for ACD Computer to Remote MIS PC Serialy”
(shown in Figure 3-8).

STEP3: Complete the proceduresin Chapter 4, “Programming the PBX and the D*™.”

STEP 4. Following the proceduresin Chapter 6, Heading 1, “ Security Key Instalation Instructions,” install a
CallCenterWor X Version 2 Security Key.

STEPS5: Read Chapter 6, Heading 2, “Installation Information Needed,” and assemble the information needed
for installing Call CenterWor X.

STEP6: Following the proceduresin Chapter 6, Heading 3, “Call CenterWorX CD-ROM |nstallation
Instructions,” install either:

»  Thecomplete CallCenterWor X suite, choosing ACD Server and MAT Client plus Call Center\Wor X
MIS. Please note that the remote MIS PC to be configured later is not a client to the server MIS
installation; all MIS databases are independent.

e The CalCenterWorX ACD Server and MAT Client only.
STEP7: Follow the proceduresin Heading 4, “ Starting CallCenterWorX ACD,” in Chapter 6.

STEP8: Program the ACD system as described in Chapter 9, “ACD Procedures.” Information on the menu
commands and data screens can be found in Chapter 7, “ACD Menu Commands.”

STEP9: Accessthe ACD Tenant Datadiaog by selecting the Tenant Data command from the MAT menu or
selecting the Tenant icon on the console Toolbar.

STEP 10: When the Tenant Data dialog displays, in the areamarked “1/O Port Assignment” you will find tabs
marked COM 1 and COM2. On eachtab are buttonsto select “ OFF” or to select “MIS’ (which enables
you to set that communication port to send and receive MIS datafor this tenant). Select the
appropriate port (COM1 or COM2) and click the button marked MIS.

STEP 11: Click Update to enter your selection into the system data. The Status Bar display informs you that
the system data has been updated.

STEP 12: Click Close to exit the dialog.

STEP 13: Accessthe ACD Communications Datadialog by selecting Communications Data from the MAT
menu, or by selecting the Communications icon on the console Toolbar.

STEP 14: When the Communication Datadialog displays, in the areamarked “ /O Ports” are two areas |abeled
“Port 1" and “ Port 2" showing port type. Select the same port you specified in Step 10 above (COM1
or COM2) and click the MIS-2 option.

STEP 15: Click Update to enter thisinto the system data. The Status Bar display informs you that the system
data has been updated.
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STEP 16:
STEP 17:
STEP 18:
STEP 19:

STEP 20:

STEP 21:
STEP 22:

Click Close to exit the dialog.
On the Server menu, click MAT, then click Disconnect.
Click Exit on the File menu to close the Call CenterWor X ACD system.

If the MISwasinstalled, read the information on the menu commands and data screensin Chapter 8,
“MIS Menu Commands.”

Performtheinitial startup of the MIS system asdescribed in Chapter 10, “MIS Procedures,” choosing
the Communication Type RS-232 and setting the COM Port to agree with the port chosen in
Step 10: and Step 14: above.

Close the Call CenterWor X M1S-Setup window.
If needed, complete the setup for the remote M1S PC using RS-232 (see this chapter, Heading 2.2).

Verify all system ) Complete programming
requirements available¢———» Comp(lgtheactoenrn:)ctlons PBX and Dems
(Chapter 2) P (Chapter 4)
v
Assemble information Installl MIS
(Chapter 6) Security Key
(Chapter 6)

}

Install only
CallCenteWorX MIS
(Chapter 6)

Read MIS menu and
command
descriptions
(Chapter 8)

I

Perform initial

startup of MIS
choosing TCP/IP

(Chapter 10)

v

Close MIS
system

Installation
complete
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2. Configuring the MIS PCs
2.1 MIS PC Setup for Use via TCP/IP

STEP 1. Verify that the system requirements specified in Table 2-4 of Chapter 2 are available.

STEP 2. Depending upon your PBX hardware, complete the connections described in Chapter 3, Heading 3,
“PN-CCQ00 Connecting Through aHub” (illustrated in Figure 3-4 and Figure 3-5), or in Chapter 3,
Heading 4, “PN-CCO01 Connecting Through a Hub” (shown in Figure 3-6).

STEP3: If not already done, complete the procedures in Chapter 4, “Programming the PBX and the D'®™.”

STEP 4. Follow theproceduresin Chapter 6, Heading 1, “ Security Key Installation Instructions,” installing an
MIS Security Key.

STEP5: Read Chapter 6, Heading 2, “Installation Information Needed,” and assembl e the information needed
for installing Call CenterWor X.

STEP6: Install only the MISportion of the CallCenterWor X program, following the proceduresin Chapter 6,
Heading 3, “ Call CenterWorX CD-ROM Installation Instructions.”

STEP 7. When program installation is complete, follow the proceduresin “CallCenterWorX MIS Initial
Setup” in Chapter 10, choosing the Communication Type TCP/IP.

STEP8: Follow the proceduresin Chapter 10, Heading 9, “ System Name Assignment,” to assign a System
Name in the MIS. Information on the MIS menu commands can be found in Chapter 8, “MIS Menu
Commands.”

STEP9: Close the CallCenterWor X M1S-Setup window.
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2.2 MIS PC Setup for Use via RS-232

STEP 1

STEP 2:

STEP 3:

STEP 4:

STEPS:

STEP6:

STEPT:

STEP8:

STEP9:

STEP 10:

Verify that the system requirements specified in Table 2-5 of Chapter 2 are available.

Depending upon your PBX hardware, compl ete the connections described in Chapter 3, Heading 5,
“PN-CC00 Connection for ACD Computer to Remote MIS PC Serially” (showninFigure3-7), orin
Chapter 3, Heading 6, “PN-CCO01 Connection for ACD Computer to Remote MIS PC Serialy”
(shown in Figure 3-8).

If not already done, complete the procedures in Chapter 4, “Programming the PBX and the D™.”

Follow the proceduresin Chapter 6, Heading 1, “ Security Key Installation Instructions,” installing an
MIS Security Key.

Read Chapter 6, Heading 2, “Installation Information Needed,” and assembl e the information needed
for installing Call CenterWor X.

Install only the MIS portion of the CallCenterWor X program, following the proceduresin Chapter 6,
Heading 3, “ Call CenterWorX CD-ROM Installation Instructions.”

When the program installation is complete, follow the proceduresin “CallCenterWorX MIS Initial
Setup” in Chapter 10, choosing the Communication Type RS232.

Verify that the correct COM Port is specified. It must be the same as assighed in the ACD Tenant
Data (see this chapter, Heading 1.3, Step 10:).

The Baud Rate, Parity, Data Bits and Stop Bit items will appear with default values. Verify that the
Baud Rate setting shows a value of 9600.

Verify the default settings for the other parameters. The default setting for Parity is“Even”. The
default setting for DataBitsis“7,” and the default setting for Stop Bitis“1.”

Important: Do not change these default settings without consulting your network administrator. If the settings
appear with values different from the defaults, notify your network administrator.

STEP 11:

Close the Call CenterWor X M1S-Setup window.
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CHAPTER 6 Installation
1. Security Key Installation Instructions

The CallCenterWor X Version 2 Security Key and MIS Security Key are 25-pin connectors that attach to your
computer’s parallel printer port. This key must be installed before running the Call Center\Wor X program. The
CallCenterWor X Version 1 Security Key is not compatible with Version 2 of this application.

STEP 1. Locatethe Security Key (Figure 6-1).

o CdlCenterWor X Version 2 Security Keys support different numbers of logged-on agents (10, 20,
30, 40, 60, or 80) depending on the size of system installed. You have the option to change to a
different Security Key at alater timeif you want to increase the capacity of your CallCenterWor X
system.

Note:  The 10-agent key does not support Infolink.

* You may have also received one or more MIS Security Keys if you are using a configuration
option calling for one or more MIS PCs.

COmPUTER

A

Figure 6-1 Security Key
STEP2: Install the CallCenterWorX Version 2 Security Key or MIS Security Key:
(a) Attach the Security Key to your computer’s parallel printer port (see Figure 6-2).
(b) Tighten the screwsto connect the key securely to the port.

(c) If aprinter isconnected to your computer, disconnect the printer cable from your computer;
attach the Security Key; then attach the printer cable to the outside connector of the Security
Key.

B

Plug the Security Key into the parallel
printer port on the back of your computer.

Figure 6-2 Connecting the Security Key
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2. Installation Information Needed

To complete the instal lation, you will need to have the following information available.

21

2.2

2.3

ACD Installation Option

After thefirst few installation screens, you will reach the “ Setup Type Selection” screen (Figure 6-11). In
this screen you select whether to install the MAT Client setup (CallCenterWorX MAT), or the Server setup
(CallCenterWWor X ACD & CallCenterWor X MAT) which sets up both the Server and Client. Make your
choice based on the intended function of the particular piece of equipment you are configuring.

You would typically install a Server setup on the physical system which connectsto a PBX. The MAT is
included in order to configure the ACD Server. If you want an additional system (or several) which can
configure the ACD remotely, install the MAT Client setup. You can have only one ACD Server per PBX,
but you can have more than one MAT Client.

The ACD Server setup requires Windows NT 4.0 with NT Service Pack 5, but the MAT Client setup
without the Server will run on Windows NT 4.0 with NT Service Pack 5, Windows 98, or Windows 95
(Windows 95 OSR 2.5 4.00.1111 isrequired for Year 2000 compliance).

IP Address or Host Name

During theinstallation of the ACD Server setup, you will be asked to enter the IP Address of the PBX. If
you don’'t know this address, check with your network administrator. The Server can dynamically
determine its own | P address, as can the MAT Client(s).

For the PC using MIS via TCP/IP, ask your network administrator for the Host Name of the Server.
Location of Installed Program

The default destination directory for the program filesis C: \ Program Files\ NEC CallCenterWbrX. You
may accept that location, or chooseto placethe program filesin adifferent directory by using the“Browse’
button. If you select adifferent destination directory for thefiles, be sure to make a note of the path so that
you can locate the files later if necessary.
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3. CallCenterWorX CD-ROM Installation Instructions

Use the CD-ROM in your CallCenterWor X package to install CallCenterWor X. Y ou have the option to:

Install the entire Call CenterWor X suite, which includes both ACD (for Server and MAT Client, or
for MAT Client) and MIS, using Windows NT 4.0 with NT Service Pack 5.

Install only the ACD (for Server and MAT Client, or for MAT Client) using WindowsNT 4.0 with
NT Service Pack 5, Windows 95, or Windows 98.

Install only the MIS using Windows NT 4.0, Windows 95, or Windows 98.

Note: If youinstall only the ACD or the MISand later find you need to add the other, you can do so using the

same CD-ROM.

Accessing the documentation on the CD-ROM requires Adobe Acrobat Reader® Release 4.0 (included on the
CD-ROM). Using the Reader, you can:

e Open the “Call CenterWor X ACD Features and Specifications’ manual.
» Open the “CallCenterWor X System Manual.”
» Open the “CallCenterWor X M1S Quick Reference Guide”

3.1 Installation Setup

Important: Be sureto close all Windows programs and screen savers that are running and disable any virus
detection programs before using the Setup program.

The Setup consists of a series of dialog boxes that supply default answers to questions regarding the
installation of filesto your hard disk. To accept the default answers, click the Next button. To make
changes, click the Browse button and make desired changes, then click OK to return to the dialog box and
click Next to move to the next screen. To quit the installation, click Cancel.

STEP 1. Insert the CallCenterWorX CD-ROM into your computer’s CD-ROM drive. The auto-run feature of

CallCenterWor X displays the Introduction screen.

Note: If the auto-run doesn’t perform, launch from the Windows taskbar Start command. Select Run and typein

D:\Setup (where D isthe drive for your CD-ROM).
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Figure 6-3 Installation Introduction
STEP 2: At thispoint you can choose to:
(@ Exit from the installation process by clicking the Exit choice.
(b) Click Contact for NEC America, Inc. mailing address, telephone number, and e-mail address.

Contact

Figure 6-4 Contact NEC America
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(c) Open the Documentation option by clicking Documentation and selecting the
CallCenterWor X System Manual, the Call CenterWorX ACD Features and Specifications
Manual, or the CallCenterWor X M1S Quick Reference Guide. Thesefilesarein PDF" format
and can be read using Adobe Acrobat Reader® (included on the installation CD-ROM).

Documentation *

Figure 6-5 Documentation

(d) Install CallCenterWorX by clicking Install.
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STEP 3: If you choose the Install option, the Call CenterWor X Program screen (Figure 6-6) displays.

Install

Figure 6-6 Install Selection

STEP 4: Click on the ingtallation option of your choice. If you choose the Call CenterWor X Suite or
CallCenterWor X ACD, the Welcome screen in Figure 6-7 displays. (Screens for Call CenterWor X
MIS are shown in this chapter, Heading 3.4, beginning with Figure 6-22.)

Welcome Welcome x|

- Welcome to the CallCenterw/or< Setup program. This
User InfDrmatIDI*I pragram will install CallCenters o on pour computer.

SEtLI p Ty pe It iz strongly recommended that you exit all \wWindows programs
. befare running thiz Setup progran.
Selection

Click Cancel to quit Setup and then cloze any programs pou
hawe running. Click Mest ta continue with the Setup program.

Select Program
Folder

WARMIMG: Thiz program iz protected by copyright law and
international treaties.

|Inautharized reproduction or digtribution of this program, or any

Copy in g Files portian of it, may result in severe civil and criminal penalties, and
will be prosecuted to the maximum extent pozzible under law.

Setup Finish [ New> | Cancel

Figure 6-7 Welcome - ACD
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STEP5: Read theinstructions in the Welcome screen and click Next to continue, or Cancel to quit Setup. If
you click Next, the Software License Agreement screen (Figure 6-8) displays.

Licenze Agreement

Welcome

Pleaze read the following license agreement carefully.

User Information

Presz the PAGE DOWHM key to zee the rest of the agreement.

Setu p TY pE MECAM Personal Computer Program License Agreement ﬂ
SEIECtiﬂn PLEASE CAREFULLY READ THE FOLLOWIMG TERMS AMD COMDITIONS EEFORE
IMSTALLING THIS SOFTWARE.
MECAM provides this program and licenses its uze to pou, the licensee, pursuant o the
Select Prﬂg ram fallowing terms.  [Fram this paint an, references o 'you’’ mean "'the licensee", references
to "MECAM" meansz "MEC America, Inc.", and references to the "program'’ mean the
Folder program recorded on the dizkette in thiz package and any other programs or

enhancements to programs which vou here after may acquire from MECARM unlesz zuch j

Do pou accept all the terms of the preceding License Agreement? |f pou chooze Mo, the
zetup will cloze. To install CallCentersfor=. you must accept thiz agreement.

Copying Files

| retall S hield

Setup Finish

¢ Back ez Mo

Figure 6-8 License Agreement - ACD

STEP 6. Read the agreement and if you accept all theterms, click Yes.
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STEP7: The User Information screen displays (Figure 6-9). Enter your name and the name of your
company. Click Next.

Uszer Information

Welcome

Enter your registration information,

User Information

Pleaze enter your name and the name of the company for whom you work,

Setup Type
Selection -
SEIEG'[ Prug ram Comparny:  [MEC &merica Inc.
Folder
Copying Files
|mztall5hield
Setup Finish ok [T —

Figure 6-9 User Information - ACD
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STEP 8. TheChoose Destination Location screen displays (Figure 6-10). If you wish to change the destination
for thesefiles, click Browse and select another folder. (You may wish to make a note of the different
location for future reference.) Click OK to return to this screen. When the path shown in the
Destination Folder areais satisfactory, click Next.

Choosze Destination Location

Welcome

Select folder where Setup will inztall files.

User Information

Setup will install CallCentetaor in the following folder.

To ingtall to thiz folder, click Mest. Toinstall to a different folder, click Browsze and select

Setu p Ty pe another folder.
Selection

Select Program
Folder

Copying Files

C:\Program Filez “MEC CallCenteritfor Browse... |

IrztallShield
S'E‘tl.lp Finish < Back Mest = | Cancel |

|’ Deztination Folder

Figure 6-10 Choose Destination Location - ACD
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STEP9: The Setup Type Selection screen displays. If you wish to install the ACD MAT Client, select Client
and click Next. The selection shown in Figure 6-11 selects the MAT Client installation. The screens
following this one (shown in Figures 6-12 through 6-15) will complete this option.

R — x|

Welcome Setup Type

Choose the setup ype that best suitz your needs.

User Information :
Click the type of Setup you prefer.

[ Desciption

Client & Server Inztall the client

Setup Type
Selection

Select Program
Folder

Copying Files

| retall S hield

Setup Finish < Back | Mext > I Cancel

Figure 6-11 Setup Type Selection - MAT Client

STEP 10: If you wish to install the Server and MAT Client, go to Heading 3.3. Screens showing installation of
the Server and MAT Client (Figures 6-16 through 6-21) illustrate that option.
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3.2 MAT Client Installation Option

STEP 1. Selection of the MAT Client causes the Select Program Folder screen to display (see Figure 6-12).
Y ou may accept the choice already selected, select afolder name from the existing folder list, or type

anew namein the box. When the folder name shown in the Program Folders box is satisfactory, click
Next.

setwp x|

Select Program Folder

Flease select a program folder. W)Hm

Setup will add program icons to the Program Folder listed below. You may wpe a new folder
name. or zelect one from the exizting folders list. Click Mest to continue.

Welcome

User Information

Setu p '|':"‘r pe Program Folders:
Selectlun MEC CallCenter
Exizting Falders:
Arcceszones -
Administrative Toaols —
m mm Azyrnetriz Web 30
CallCenterson
Fm Creative
DemoShield 6.0
(I}
- 4 Inztallshield 5.5 Profeszional Edition
Copying Files InstallShield Professional & =
bl S hield
SEtup FInISh ¢ Back | Mext » I Cancel |

Figure 6-12 Select Program Folder - MAT Client
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STEP2: Thefirst Copying Files screen displays (see Figure 6-13). It shows the progress of installing the
program files on your hard disk. No action isrequired from you to continue this process. If you wish

to stop the installation, click Cancel.

Welcome

User Information

Setup Type
Selection

Select Program

@ *D [ [ [ [[]]
@-}m T —
ll

Folder :
Copying program files. .
Cﬁp‘{ll‘iﬂ Files chprogram filesinecicallcenterwopdacoh2 B\hintcowxmat exe
56 %
Setup Fl nISh """"""" C ancel

Figure 6-13 Copying Files - MAT Client

STEP 3: When the copying of filesis complete, the Add Folder Icon screen displays. Click OK to continue.

Welcome

User Information

Setup Type
Selection

Select Program
Folder

AddFolderIcon

Copying Files

@ CallCenteriork MAT 2.0 icon and Folder created successfully,

Setup Finish

Figure 6-14 Add Folder Icon - MAT Client
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STEP 4. The CalCenterWorX Setup Finish screen displays. If you would like to view the README file, check
that box. If you would like to launch the CallCenterWor X MAT program now, check that box. Click

the Finish button to complete the setup of the ACD MAT Client option.

WEIGOmE CallCenterworX Setup

CallCentersw/ o< Setup iz almost complete.

User Infﬂrmatlon Chiooze the options pou want below,

Setup Type
Selection

[T 1 would like ta view the README file

[T 1| would like to launch CallCenterw/oi tAT

SE‘IECt Prﬂg ram Click Finizh to complete CallCenterafon Setup.

Folder

Copying Files

Setup Finish cgack [ Finish ]

Figure 6-15 Setup Flnish - MAT Client

If you have chosen to install the entire Call CenterWor X suite (both ACD and MIS programming), the
setup program will automatically continue with the MIS portion of the installation (see this chapter,
Heading 3.4, “MIS Installation Option”).

If you areinstalling only the ACD MAT Client programming, see this chapter, Heading 4, “ Starting
CallCenterWorX ACD,” for procedures needed for the initial ACD startup.
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3.3 Server and MAT Client Installation Option

The selection shown in Figure 6-16 selectsthe Server and MAT Client installation. Thisscreenwill display
after the Choose Destination Location screen shown in Figure 6-10.

Welcome Setup Type

Chooze the setup type that best zuitz vour needs.

User Information :
Click, the type of Setup vou prefer.

Client — Description

Iniztall both the client and zerver

Setup Type
Selection

Select Program
Folder

Copying Files

| rztallS hield

Setup Finish < Back | Mest » I Cancel |

Figure 6-16 Setup Type Selection - Server and MAT Client

STEP 1: Select Client & Server and click Next. The IP Address Configuration screen will display (Figure
6-17).
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Welcome

PBX IP Address x|

User Information

Enter the PBx IP Address:

T

Select Program

Folder If the PB IP address is not known
at the time of inztallation, it can be
updated uging the CallCenteriafor

Cﬂpyin g Fi | es MaT Communications menu ophian,

SEtLIp Finish < Back I et s I Cancel

Figure 6-17 IP Address Configuration - Server and MAT Client

STEP2: EnterthePBX IP Address for CallCenterWor X to connect to. This should be the same |P addressyou
entered as part of the “Programming the PBX” instructions. Under Chapter 4, Heading 3,
“Programming ACD/OAI Operation Codes,” using “CMD 7 Y=9,” you entered a four-octet code
(four 3-digit numbers separated by periods). Enter that same code here and click Next.

If you don’'t know the correct PBX |P Addressto enter here, consult your network administrator.
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STEP3: The Select Program Folder screen displays (Figure 6-18).

setw x|
Welcome Select Program Folder

Plzaze select a program falder. Wiwu
User Information

Setup will add program icons to the Program Folder listed below, vou may twpe a nesw folder
name. or zelect one from the existing folders list. Clhck Mest to continue.

Setu p TY pe Froagram Folders:
- MEC CallCenter!
Selection
E xizting Folders:
Accesgoles .
Administrative Tools
m Pfﬁ'fllll Agymetrix \Web 30
F CalCenteraons
m Creative
DemoShield 6.0
ICQ
- A InztallShield 5.5 Profezsional Edition
Copying Files InstallShield Professional & |
|mstallShield

Setup Finish

< Back | Mest > I Cancel |

Figure 6-18 Select Program Folder - Server and MAT Client

STEP4: Youmay accept the choice already selected, select afolder name from the existing folder list, or type

anew namein the box. When the folder name shown in the Program Folders box is satisfactory, click
Next.
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STEP5: Thefirst Copying Files screen displays (see Figure 6-19). It shows the progress of installing the
program files on your hard disk. No action is required from you to continue this process. If you wish

to stop the installation, click Cancel.
|7 -
m | =
I

£
2IC

Welcome

User Information

Setup Type
Selection

Select Program

Folder
Copying program files...
CQ.WW Files chprogram filesinechcallcentervandacd\2. Ihbin\cowxmat. exe
[ 25 %
Setup Finish . Cancel

Figure 6-19 Copying Files - Server and MAT Client
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STEP6: When the copying of filesis complete, the Add Folder |con screen displays (Figure 6-20). Click OK
to continue.

Welcome

User Information

Setup Type
Selection

Select Program
Folder

. . AddFolderIcon x|
Copying Files

@ CallCenterwary MAT 2.0 icon and Folder created successfully,

Setup Finish

Figure 6-20 Add Folder Icon - Server and MAT Client
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STEP 7. The CallCenterWor X Setup Finish screen displays (Figure 6-21). If you would like to view the
README file, check that box. If you would like to launch the CallCenterWor X MAT program now,
check that box. Click the Finish button to complete the setup of the ACD Server and MAT Client
option.

WEICOmE CallCenterw/orx Setup

User Infﬂrmatiﬂn - CallCenterars Setup iz almost complete.

Choosze the options you want below.

Setup Type

SE‘IECti'Dn [T 1 would like to view the README file!

[T 1 would like to launch CallCenterwai MaT

Click Finizh ta complete CallCenterafon: Setup.

Select Program
Folder

Copying Files

Setup Finish cgack [ Finish ]

Figure 6-21 Setup Finish - Server and MAT Client

If you have chosen to install the entire Call CenterWor X suite (both ACD and MIS programming), the
setup program will automatically continue with the MIS portion of the installation (see this chapter,
Heading 3.4, “MIS Ingtallation Option”).

If you areinstalling only the ACD Server and MAT Client programming, see this chapter, Heading 4,
“Starting CallCenterWorX ACD,” for procedures needed for theinitial ACD startup.
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3.4 MIS Installation Option

If you selected CallCenterWor X MIS in Step 4 of Heading 3.6, or if you are ingtalling the complete
CallCenterWor X suite, the Welcome screen in Figure 6-22 displays.

welcome Welcome to CallCenterwor Setup

User |r|fﬂ rmﬂtiﬂn Thiz program will inztall CallCentersy'on< on your compuber.
It iz strongly recommended that you exit all Windows
programs before mwinning this Setup program.

Select Program
Folder

Copying Files

Setup Finish

Meut = I Cancel

Figure 6-22 Welcome - MIS
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STEP 1. Read theinstructionsin the Welcome screen and click Next to continue, or Cancel to quit Setup. If
you click Next, the Software License Agreement screen (Figure 6-23) displays.

License Agreement

Welcome

Pleaze read the following license agreement carefully.

Prezs the PAGE DOwWM key to zee the rest of the agreement.
User Information

MECAM Perzonal Computer Program License Agreement il

PLEASE CAREFULLY READ THE FOLLOWING TERKMS AMD COMDITIONS EEFORE
INSTALLIMG THIS SOFT*WARE.

Select Program
Folder

MECAM provides thiz program and icenzes its use to you, the licensee, pursuant to the
following terms.  [From this point on, references to "you'" mean "the licenzee", references

to "MECAM" means "MEC America. Inc.". and references to the "program' mean the

program recorded on the digkette in thiz package and any other programsz ar

enhancements bo pragrams which you here atter may acquire fram NECAM unless such j

Copying Files
py g Do you accept all the terms of the preceding Licenze Agreement’? [ pou choose Mo, the
zetup will cloze. Ta install CallCenteradar, you must accept thiz agreement.

Setup Finish IrstallShield

¢ Back ez Mo

Figure 6-23 License Agreement - MIS

STEP 2. Read the agreement and if you accept all theterms, click Yes.
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STEP 3: Enter your name andthename of your company in the dialog boxes of the User Information screen
(Figure 6-24). Click Next.

Uszer Information

Welcome Enter vour registration information.

Fleasze enter your name and the name of the company for whom you wark,

User Information

M ame:
Select Program
Fﬂlder Company:  |MEC America Inc.
Copying Files
[mstallShield

Setup Finish

¢ Back | M et I Cancel

Figure 6-24 User Information - MIS
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STEP 4. TheChoose Destination Location screen displays (Figure 6-25). If you wish to change the destination
for thesefiles, click Browse and select another directory. (Y ou may wish to make a note of the
different location for future reference.) Click OK to return to this screen. When the path shown in the
Destination Folder areais satisfactory, click Next.

Choose Deztination Location
WEIcome Select falder where Setup will install files.
. Setup will inztall CallCenters/orx in the following falder.

U..r Infﬂ .'tlon Toingtall to thiz folder, click Mewxt. To ingtall to & different folder, click Browsze and zelect
anather folder.

Select Program

Folder
Copy | n g Fi | es Destination Folder
’7E:'xF'rugram Filez WMELC CallCenterw/or Brovize... |
Se‘tu p Fl n |5h |matallShield
< Back | Mext » I Cancel |

Figure 6-25 Choose Destination Location - MIS
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STEP5: The Select Program Folder screen displays (Figure 6-26). To accept the default program folder name,
click Next. If you wish to change the destination for thesefiles, click Browse and select another
folder. (Y ou may wish to make a note of the different location for future reference.) Click OK to

return to this screen. When the folder name shown in the Program Folders box is satisfactory, click
Next.

e x|

Select Program Folder

WEICUmE Pleaze select a program folder. Wﬁ”m

Setup will add program icons to the Program Folder listed below. You may tppe a new folder
User |nf0 rmation name, or select one from the existing folders izt Click Mest to continue.

Program Folders:

MEC CallCenters

Ewizting Folders:
ACCESIONes

Select Program
Adminigtrative Tools
Fold er Agymetrix Web 30

CallCenter

Creative

DemoShield 6.0

IC3

InztallShield 5.5 Profeszional E dition

IhztallShield Profeszional B Ll

Copying Files

Setup Finish IstalSield

< Back | Mest » I Cancel |

Figure 6-26 Select Program Folder - MIS
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STEP 6. The Copying Fileswindow displays (Figure 6-27). It shows the progress of installing the program
files on your hard disk. No action is required of you to continue this process. If you wish to stop the
installation, click Cancel.

setwp x|

Setup Status —
Welcome W?u_

CallCentersfar= Setup iz perfarming the requested operations.

User Information

Installing:

C:A\Program FilezWMEC CallCenteraor=4k| 5 mfcd 2. dil
Select Program

Folder I, >4

Copying Files

Setup Finish IrrstallShigld

Cancel

Figure 6-27 Copying Files - MIS
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STEP7: When file copying is complete, the Setup Finish screen displays (Figure 6-28), allowing you to
compl ete the Setup and automatically launch CallCenterWor X MIS. Click Finish.

Welcome CallCenterworX MIS Setup

CallCenters/ar Setup iz almast complete.
Choose the options pou want below.

User Information

2 1 would like ta launch CallCentetafon MIS

Select Program
FOIder Click Finizh to complete CallCenterwon Setup.

Copying Files

Setup Finish
¢ Back | Finizh I

Figure 6-28 Setup Finish - MIS
STEP8: Your computer automatically performs the program launch.

The CallCenterWor X MIS program is now installed and ready to configure. See Chapter 10, Heading 1.,
“CallCenterWorX MIS Initial Setup” for configuration procedures needed for the initial MIS setup.

CallCenterWor X M1S menu commands are described in Chapter 8.
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4. Starting CallCenterWorX ACD

STEP 1. Select Programs \ NEC CallCenterWorX \ ACD \ ACD from the Start bar.

Programs

IS, NEC CallCenter

Figure 6-29 Starting CallCenterWorX ACD
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STEP2: The CalCenterWorX ACD Console displays (Figure 6-30).

The Call CenterWor X logo (the red CCWX Status symbol) will not be spinning, and the toolbar icons will
be dimmed out. The icons are enabled when connection is established to the ACD Server from the Client

MAT. The CCWX Status symbol starts spinning when the ACD Server establishes a connection and
successfully subscribes to the PBX.

ace CallCenterw onx

Figure 6-30 CallCenterWorX ACD Console
See Chapter 7, Heading 2, “ Server Menu,” for further information on Server connectivity.

See Chapter 9, “ACD Procedures’ for the method of programming (Heading 1.), the recommended
programming order (Heading 2.), and instructions for each command (Heading 3. through Heading 17.).
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Chapter 7

Chapter 8

ACD Menu Commands
Describes all ACD menu commands and subcommands.

MIS Menu Commands
Describes all M1S menu commands and subcommands.
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CHAPTER 7 ACD Menu Commands

ace CallCenterwonx

I

AEDRuming [ [NUM[ 151435

Figure 7-1 CallCenterWorX ACD Console Screen

The main console screen for Call CenterWor X ACD displaysthered “CCWX" Status symbol. Theicons are
enabled when connection is established to the ACD Server from the Client MAT. Thered CCWX Status symbol
starts spinning when the ACD Server establishes a connection and successfully subscribes to the PBX.
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1. File Menu
The File menu contains the Exit command, which provides an orderly exit from the program.
2. Server Menu
The Server Menu comprises:
a. The ACD Server option with two choices:
1. Connect, to connect to the ACD Server.

To connect to the Server, you can select the Server menu command, choose ACD Server, and choose
Connect (see Figure 7-2).

acr CallCenterwors MAT

JJ Eilelgewer YWigw Optiohe: MAT Beport “Window Help
JGG‘ ALCD Server Connect £4]

Bi— Trace Server L [NEcomnest
—_— T |

—

Figure 7-2 ACD Server Connection

The Server Name dialog box displays. If the correct name of the designated server displays, click
OK (see Figure 7-3). If the server name displayed is not correct, type in the correct server name or
server | P address and click OK. When the CCWX symbol begins to spin, you have established
connectivity with the ACD Server.

Server Hame

Sermver
{

k. I Caricel

Figure 7-3 Server Name Dialog

2. Disconnect, to disconnect from the ACD Server. This command is active only when the Server is
connected.

b. The Trace Server option with two choices:

1. Connect, to connect to the Server providing trace procedures. When connected to this Server, the
Output Window command option under the Window menu displays trace datato a blue screen area
which opens beneath the main console screen. This datais for the use of techniciansin tracing and
diagnosing Server and Client behavior.

2. Disconnect, to disconnect from the Server providing trace procedures. This command is active only
when the Trace Server is connected.
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3. View Menu

The View Menu controls the behavior of the Toolbars, the Workbook area, and the Status Bar on the console
screen.

we CallCenterworx

=18 x|

H File Server Wiew Options MAT Beport ‘window Help |

|28MQ DEET 2087?79 BEREMHEBHEE 8BTS jcowx | IEEN

MAT toolbar Reports toolbar Utilities

toolbar
Personal toolbar

Workbook area Status bar

Ready |.&CD Restarting HLIM 18:14:52

Figure 7-4 Console Screen

TheToolbar areasshownin Figure 7-4 arethe MAT command tool bar, the Reports toolbar, the Utilities toolbar,
and the Personal toolbar.

*  TheMAT toolbar icons provide one of the three waysto access MAT commands.

¢ Reports can be generated by use of the Report toolbar icons as well as from the Data Entry screen List
button.

e TheUtilities toolbar icons are for use by technical staff in maintaining the database and monitoring ACD
functions.

The Personal toolbar can be named to suit your purpose and can include any icons you wish to use.
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Selecting the Toolbars option under the View menu displays the check list of available toolbars (Figure 7-5).

Toolbars

b enu bar

[ |Perzonal Toolbar

[PoalEar farmes

Figure 7-5 Toolbars Options
*  Toolbars can be displayed (checked) or hidden (unchecked).
e Atoolbar can be relocated to any portion of the screen, including the Workbook area.
*  TheReset button will restore the default condition to the toolbars.

»  Personal toolbars can be created for specific purposes or for convenience in frequent usage. Using the
New... button in the main Toolbars dialog box to display the New Toolbar window (see Figure 7-6), you
can typein a custom name for the new toolbar.

Hew Toolbar

Figure 7-6 New Toolbar Window

*  You can drag individual iconsto the new toolbar to construct a personalized selection in any order.

Note: If you move an icon onto a personal toolbar which you later deactivate, and the icon isthen missing from
itsoriginal (source) toolbar, re-selecting the original toolbar inthe main Toolbars dialog box (Figure 7-5)
and pressing the Reset button will restore the icon.
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View Menu

The Workbook area of the console screen shows atab for each screen asit is opened, allowing rapid selection

when multiple screens are displayed.

*  Thetab showstheicon of the command with the name of the command.

*  TheWorkbook area can be removed to increase space on the main screen by clicking the checked option
under the View menu. Thistogglesto an unchecked option which removes the Workbook until you check

it again.

The Status Bar on the console screen indicates the current condition of the system.

* The"Ready” ontheleft sideindicatesthat the system is connected and ready for theinput of commands or

data.

*  “ACD Restarting” on theright side (see Figure 7-4) indicates that the ACD isrestarting after stopping (see
other status statements listed below). An “Access Denied” message indicates that the Client does not have

Server launch permissions enabled.

State

Message

CCWX Symbol Not Spinning, Icons Disabled

Not Connected to ACD

ACD Stopped

ACD Shutting Down

CCWX Symbol Not Spinning, |cons Enabled

ACD Paused

ACD Initializing

ACD Restarting

ACD Restoring DB

ACD Restoring PBX Connection

ACD Unable to Establish PBX Connection

ACD Subscribing to PBX Services

CCWX Symbol Spinning, Icons Enabled

ACD Running

e TheStatus Bar areacan be removed by clicking the checked option under the View menu. Thistogglesto
an unchecked option and converts the Status Bar areato screen area. Clicking on the unchecked Status Bar

option restores the Status Bar to the screen.
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4. Options Menu

TheWorkbook / Toggle Icons option allows the choice of showing or not showing the command icon on
the Workbook tab at the bottom of the screen.

The Redraw choice provides the options of Normal or Optimized for refreshing the screen.

Background offersachoice of colorsand texturesfor the Data Entry screens. The next screen opened after
making a color selection will show that background color while the screen is open.

Background

Figure 7-7 Data Entry Screen Background Colors
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5. MAT Menu
5.1 Menu Commands

The commands used for the Maintenance Administration Terminal (MAT) functionsarelisted in thismenu,
providing one of three ways to select a MAT command data screen:

1. Selecting acommand from the menu bar using the mouse (such as selecting the Tenant Data
command by clicking Tenant Data under the MAT menu).

2. Sedlecting acommand from the keyboard by holding down the Control and Shift keys and pressing
an alphabetic letter (such as selecting the Tenant Data command by holding down CTRL and SHIFT
and pressing T). For a complete list of MAT menu and keyboard commands, see Figure 9-2.

3. Selecting acommand from the MAT icon Toolbar located under the menu bar by using the mouse
(such as selecting the Tenant Data toolbar icon).

Figure 7-8 MAT Toolbar Icons

Each screen displaysitsicon in the top left corner, and the icon also appears on the screen’stab in the
Workbook area.

Figure 7-9 MAT Menu
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MAT Menu

£| Tenant Data |

Tenant Humber; - H ame: Itn'l Remove

Splits: I'I I¥E Pilat Murnber: I DOutbaund Snzwer Tirer: ISEI
Operator Access Code; I Default Language: IEninsh j

[0 Port Aszignment;
COM1 | COM2 |

List

B

Cloze
Agent Perzonal Queues

Announcement Mumber: |0 =

I OFF k1S
OverfloweFomward Prioriby: IEI _I? —l

|Riemove Entry 7 |

Form

StatusT Figure 7-10 Sample Data Entry Screen TOperation Result

Message Bar Message Bar

5.2 Data Screen Buttons

521

Thetop button reflectsthe status of the contents. Thefirst or configuration data entry will cause the top
button to show “Update.” Pressthe Update button (or thekeyboard Enter key) to save an entry or a
change. Any dataentry or change after thefirst entry will cause thetop button to show “Remove.” You
can press the top button (now the Remove button) to remove a previous entry.

The center List button opens a Report screen view of the current data configured for this command.
That screen displaysicons allowing you to Save to a file, Save to Microsoft Excel, Print, Print
Preview, Export to Microsoft Access, or Change font style or size directly from the Report view.

The bottom Close button closes the data screen without saving any changesif the top button
(Update/Remove) has not been pressed previously. Pressing the keyboard Escape key also closesthe
screen without saving entries or changes if Update/Remove has not been pressed previoudly.

How to Use the Buttons

(@ To save newly entered or changed information, press Update or the Enter key.

(b) To delete information, press Remove.

(c) To closewithout saving changes, press Close instead of Update, or pressthe Escape key.

(d) To close after saving changes by pressing Update or Enter, press Close.
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Information Choices

The choices shown in the drop-down boxes in the data screen sometimes include only the information
previously entered. For example, if only Split 1 and Split 2 have been entered and saved, those will be the
only options shown, even though the Tenant Data may have been configured to allow more than 2 splits
and the CallCenterWor X ACD system will handle atotal of 30 splits (distributed among all tenants).

In order to access an additional option, it must first be entered as new information and the Update button
(or Enter key) pressed. It will then become another choice.

Attempted entry of out-of-range information (such as more splitsthan atenant has been configured for) will
generate ared error message on the Operation Result Message Bar (see Heading 5.4) of the Data Entry
Screen.

Message Bars

TheForm Status Message Bar, located inthebottom left areaof the Data Entry Screen (see Figure 7-10),
reflects the current state of information entry in the form.

State Message

An entry exists which is unchanged this session Remove Entry?

A change has been made to an existing entry Update name of entity (such as Split)

An entry is made that does not yet exist in the ACD New name of entity

The Operation Result Message Bar, located in the bottom right area of the Data Entry Screen (see
Figure 7-10), reflects the result of the current entry in the form.

State Message

Correct entry of an item (within character and digit ACD Data written successfully

limits, within configuration limits) (in green)

Attempted entry of an item which already existsin Entry exists in another name of entity

another entity (inred)
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6. Report Menu

The first options avail able on the Report Menu are:

Save to Text File, which saves the data to the text file name you specify.

Save to Excel File, which saves the data to a Microsoft Excel file.

Export to Access database, which exports the file to a Microsoft Access database.

Print Report, which outputs a report to a designated printer without opening the Data Entry screen.

Print Preview, which displays a sample of the report asit will be printed.

These options are also avail able asicons on the menu bar of the Data Report screen (whichiscreated by pressing
the List button on the Data Entry screen).

Figure 7-11 Report Menu

Opening a Report screen for aparticular MAT command name can be done in any of four ways:

1. Select aMAT command name from the listing of report titles under the Report menu (see Figure 7-11).
2. Hold downthe ALT and Shift keys and enter the letter specified in the Report menu listing for that
command.
3. PresstheList button on the Data Entry screen for that command.
4, Sdect theicon for that command from the Reports Toolbar.
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Pressing the List button opens the Data Report screen.
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"  Pilot Data 2|
— Pilat
[ mdate
Tenant Hurmber: Filat M M arne: 4'
([E = | 4351 | P-4351 y o |
— Route to Alternate Might COV——
b ethod: Indes: Ctep: ‘ ’7 Indes: Ctep: Cloze |

FP Pilot Beport

HxXp | 0 RS

Report Menu

Trdt | Pilat | Mame for Pilat | Fouting Methad

| Alternate Might | Irntr Priciity

T runk. Prionty | sifer Prionity |

1

—_

4351
4352
4353
4354
4355
4356

P-4351
P-4352
P-4352
P-4354
P-4355
4356

CCY |Index 1. Step 1
CCY Index 2. Step 1
CCY |ndes 3. Step 1
CCy Index 4. Step 1
CCY Index 5. Sten 1
CCY |Index B, Step 1

Mat it Lze
Mat i Lze
MHat if uze
Mat i uze
Mat it Lze
Mat i Lze

Figure 7-12 Sample Data Entry and Data Report Screens

Theicons on the Data Report Screen shown in Figure 7-12 offer quick ways to:

Save the data to atext file.
Save the data to a Microsoft Excel file.
Export the data to a Microsoft Access database.

Change the font style and size used in the report.

View a Print Preview of the report.

Send the report to a printer.

Data Reports which are too wide for the whole report to fit on the screen will appear with ahorizontal scroll bar
acrossthebottom, allowing you to move acrossthe columns. Y ou can al so adjust the viewing position of areport
by selecting the title bar with the mouse and dragging the report to bring the desired columns into view.

The columns in a Data Report screen (shown in Figure 7-12) can be resized or rearranged by using the mouse
to drag the column headings.
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| ____________ Frnt... | Wert Page || Fiew Fage || Twe Page Zoom |n o D Close
Filat Report Fage 1of 1
To#l PilotiMame for Pilot  Houting fethod lrernate Might Hotr Pricrity dTronk Pricritulefer Prioity

4351|4351 CEW Indexs 1, Step ok in use [ 5
1252 14262 CCY Indes &, Step ok n use [ [

1363 |F-4363 CEY Indey 3, Step ok in use [ [ 5
4354 |F-4 264 CCY Indes 4, Step o jn use [ [ 5
4366 |P-4 365 CEW Index &, Step ok in use [ [ 5
4356|4356 CEW Index B. Sten ok in use [ [ 5

Eeport List Prntoat

Figure 7-13 Sample Report Print Preview Screen

The Print Preview screen shown in Figure 7-13 can be opened by choosing the Print Preview command on
the Report menu, or by clicking the Print Preview icon on the Data Report menu bar.

»  ThePrint command sends the report to the printer.

 TheNext Page, Previous Page, Two Page, Zoom In, and Zoom Out commands on the Print Preview
menu bar allow you to have varying views of the displayed report.

. The Close command closes the Print Preview screen.

e Thecolumn arrangement will reflect any column adjustments made in the Data Report screen.

CHAPTER 7 NDA-24213
Page 92
Issue 3.0



ACD Menu Commands
Window Menu

7. Window Menu
Cascade
»  Placesall opendialogsontop of each other in acascading fashion, with each title bar visible and selectable.
Tile
e Placesall open dialogs apart from each other with some overlap between dial ogs, with each item selectable.
Close All
e Closesall open screens.
Output Window

e Opensabluetrace viewing area below the console area (between the Workbook Area and the Status Bar)
for use by technical personnel.

«  Permitstechnical monitoring of logged eventsin the ACD. This output can be printed or e-mailed to
another location if your technician requests.

8. Help Menu

e Help Topic opens the CalCenterWor X ACD online Help system (explained in detail in Chapter 11,
“CadlCenterWorX Online Help”).

e About provides data about the Call CenterWorX ACD system.

NDA-24213 CHAPTER 7
Page 93
Issue 3.0



ACD Menu Commands
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CHAPTER 8 MIS Menu Commands

1. File Menu

EX1 CallCenterw/orX MIS _ O
PEEN Edit  Administration  Configuration  Status Screens  Heports Wiew  Help

=] @] ¢|5] WmH| 2N

Save r
Erint k
Frint Prewview 3
3
3
3

Frint Setup
Grd Print Setup

System Shutdovn

| Current LwiC - 0:04 0240, 2

Figure 8-1 File Menu
The following commands are listed under the File menu:
e Save confirmsthe entry of information.
e Print sendsthe current information to the designated printer.
e Print Preview displays an example of what the print output will look like.

e Print Setup alowsyou to choose the printer destination, the paper size and source, the number of copies,
and the printer properties such as orientation, graphic resolution, and layout.

e Grid Print Setup evokes display of the Report Layout Grid (see Chapter 10, Figure 10-21). This grid
permits formatting of report data margins, titles, grid lines, page order, and centering axis. The grid allows
you to save this setting for future printouts of the report.

e System Shutdown isthe command by which you exit CallCenterWorX MIS.
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Edit Menu

2. Edit

Menu

The Edit menu contains commands for many of the icons on the console Toolbar.

i3 CallCenterworxX MIS T
File Administration  Configuration  Status Screens  Beports  ‘WwWindow  Wiew Help

LTI = e T D i s A

Delete Fecord

Text Wiew
Graph Wiew

Eefresh Report
Create Craph

Modify Graph
Zoom 2ut

Copy
Paste

For Help, press F1 | Current Lw/C - 0:10 02412400 17:05:51

Figure 8-2 Edit Menu Commands

1. TheAdd Record and Delete Record commands refer to the Assignment windows under the
Configuration menu.
:;]=| _|
Figure 8-3 Add Record and Delete Record Icons
2. TheText View and Graph View commands determine in what form status screens and reports appear.
These commands apply in both the Status Screens menu and the Reports menu.
[ ¥
Figure 8-4 Graph View and Text View Icons
3. Refresh Report updates screens already running. The Create Graph command operates under the Status
Screens and the Reports menus.
29 | |
Figure 8-5 Refresh Report and Create Graph Icons
4. TheModify Graph command alters existing graphs. The Zoom Out enlarges or reduces the screen image.
RAFE)
Figure 8-6 Modify Graph and Zoom Out Icons
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3. Administration Menu
The commands under this menu are Change Password and Disk Usage.

The Change Password dialog should be used only by the call center manager or network administrator as a
periodic security measure.

Change Password

Figure 8-7 Change Password Dialog

The Disk Usage screen is for information only, providing areport of disk space used and available.

Dizk Space Uzage

Figure 8-8 Disk Space Usage Screen
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4. Configuration Menu

EI! CallCenterworX MIS

Configuration

Figure 8-9 Configuration Menu Screen

The Configuration menu allows the call center manager to establish the basic parameters of the MIS. The
System Parameters window settings (see Figure 8-11 and Figure 8-12) determine the method of
communication with the ACD system and set other preferences for the operation of the MIS. The other listed
commands open screens to accept configuration of the features of the MIS.
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System Parameters

There are several kinds of configuration data used in Call CenterWor X:

ACD configuration datais used in the ACD system and affects the processing of calls. Theinitial datafor
Agent Logon ID Code assignments, Position Split Assignments, Split Inflow Threshold, and
Overflow Delay Threshold are downloaded to the MIS system during start-up. These fields are stored in
the ACD system but may be modified in the MIS.

MISlocal configuration datais used only by CallCenterWorX MIS and does not affect the ACD. The
Grade of Service Threshold, Answer Delay Interval, Abandon Delay Interval, and Wall Board
Configuration fields are assigned and stored in CallCenterWor X MIS.

Some communication parameters must be programmed and changed in both the ACD and MIS systems,
such as setting or modifying the Communication Port for the computer, and Break Type enablement and
assignment.

Certain configuration data used in the MIS (assigned names such as Split Name and Agent Name, which
are referenced by both systems) can be synchronized to match the configuration datain the ACD.
Although naming is an optional feature, the use of a name in addition to a number may enable the call
center manager to more easily identify an entity.

These names are downloaded to the M| S database at start-up. The acceptance or rejection of this download
may be set under the Download Names field in the Change System Parameters window (see Figure
8-11), accessed from the Configuration menu.

Modifying Delay Intervals
The Delay Intervals parameter is listed on the System Parameters window under the Configuration

menu. Figure 8-10 shows the default settings of the delay intervals used in reporting Answer Delay and
Abandon Delay statistics for splits and trunk groups. The intervals are measured in seconds.

Modify Delay Intervals |
— Interval 1 — Interval 2 —Interval 3 — Interval 4
a- |E! _I? 5.|1n _I? 11 .|2n _IQ 71 .|3n _l?
—Intereal & — Interval & —Interval 7 — Interval 8
| .|4IZI _I; 1 .IEIZI _I; A1 .IEIZI _I; > Bl

] I Cancel |

Figure 8-10 Modify Delay Intervals Window

These intervals can be modified to change the size of the “buckets’ into which all answered calls or
abandoned calls fall (the beginning number in each interval changesin reference to the setting of the
previous ending number). When calls are answered or abandoned within these specified timeintervals, the
counts are incremented accordingly.
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4.3 Configuring Communication Type

Before you can run Call CenterWor X M1 Syou must properly configurethe Communication Type and Port
(or Host / Host Name). If communication settings are incorrect, Call CenterWor X MI1S will not run. The
System Parameters command under the Configuration menu opens the setup window called the
Change System Parameters window which is used to configure the Communication Type and Port (or
Host/Host Name).

The Communication Type field in the Change System Parameters window (see Figure 8-11 and
Figure 8-12) offers a choice of either TCP/IP or RS-232. The Type choice determines which items can be
set in the Communication section of the window.

* RS-232isastandardized serial interface between datacommunicati ons equipment (such as computers)
and data terminal equipment (such as modems and terminals).

Change System Parameters

Figure 8-11 Change System Parameters Window — RS-232
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TCP/IP (Transmission Control Protocol/Internet Protocol) is a set of protocols (rules to add order to

data transmission) to provide end-to-end connectivity between a data source and a destination on a
network.

Change System Parameters

TR~

Figure 8-12 Change Systems Parameters Window — TCP/IP

TheHost Name or IP Address isthe network name of the ACD Server which directs the Call CenterWor X
system; it is the name given to the CallCenterWor X computer when TCP/IP is selected asthe MIS

Communication Type. A matching Host Name is required for communication between CallCenterWor X
ACD and CallCenterWor X MIS. Your network administrator can provide this name.

Important: Itisessential to configure the Tenant numbers to be monitored by the MISand to assign the System
Name. This procedureis discussed in Chapter 10, Heading 9, “ System Name Assignment.”
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4.4 Agent Assignments

The Agent Assignment window under the Configuration menu is used to add or modify agent
information.

Agent Azsignment

Elue
Blue
Elue
Elue
Cowhboys
Elue
otars
Elue

—_ k] = ) = - s

Figure 8-13 Agent Assignment Window
All agent information is referenced by the Agent ID. The Agent Assignment window displays:
e AgentLogonID
«  Agent Name
e Agent Group Number
¢ Agent Group Name
e Agent Position (if logged on)
e Attribute Split assignments

Note: Termslisted above are defined in Chapter 14, Terms and Concepts.”
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Eﬂ CallCenterworXx MIS Agent Assignment

=
Add Record W m |I—f|§ ME ’T|—

Figure 8-14 Edit Add Record Selection

From the Edit menu of the Agent Assignments window (see Figure 8-14), choosing Add Record
displays the Add Agent Record window (Figure 8-15).

Add Agent Record

Figure 8-15 Add Agent Record Window

e TheAgent ID isanumeric logon ID which may be up to 9 digits long (leading zeros are not allowed).
It isrequired information, since all other agent programming refers to it.

» TheAgent Name field may contain up to 20 aphanumeric characters.
e TheAgent Group Number may range from 1 to 16 and is set in the MIS.

* TheAttribute Split isthe agent’s primary split, which sets up the agent’ s allowed Break types, after
call Work mode, and other parameters derived from the ACD setting for that split.
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4.5 Agent Group Assignments

Agent Groups are collections of agents grouped for comparative analysis.
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Agent Groups are an MIS entity rather than being set up in ACD programming. All agents are
originally members of Group 1 and must be reassigned to other groupsif you chooseto use thisfeature.

Membership in agroup is not restricted by an agent’s split assignment. An agent group may contain
members of different splits.

A group may be named to represent the factor being analyzed (such as Evening, Sales, or Training) or
given ateam-type name (such as Red, Blue, Stars, or Rangers) to suit the purpose of the analysis.

The use of agent groupsis optional in CallCenterWor X, but if groups are defined the database will

collect data on them for display and reports (see the Agent Group Reports category under the Reports
menu).

Agent groups may be created at any time by choosing Agent Group Assignments under the
Configuration menu.

|: Agent Group Hame Aszzignment

Blua
Stars
Cowboys

Figure 8-16 Agent Group Name Assignments Window
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4.6 Break Type Assignments

Break Mame Aszsignment

Figure 8-17 Break Type Assignment Window

The ACD MAT commands offer the choice of either one or nine break types. Break Type Assignments
are set under the MIS Configuration menu, and Break names may have up to 20 al phanumeric characters.
The agent presses the Break key and is prompted to enter a number representing the type of break. The
“CallCenterWor X ACD Fesatures and Specifications” manual provides detailed procedures on using the
Break feature.

The Reports menu provides the Agent Break Report (see Figure 8-51) under the Agent Reports command,
and the Split Break Report under the Split Reports command which can be specific to each split (see Figure
8-60).

NDA-24213 CHAPTER 8
Page 105
Issue 3.0



MIS Menu Commands
Configuration Menu

4.7 Pilot Assignment

|: Pilot Azsignment - [Localf/ACD] _ O]

Pilot
Humher

1] 4351  |NODE2-4351
2| 4352  |NODE2-4352
3| 4353  |NODE2-4353
4] 4354  |NODE2-4354
5| 4355  |NODE2-4355
B| 4356 |NODE2-4355
7| 4357  |NODE2-4357
8| 430  |Pilot 4350

g 9201 |NODEZ-2201
10| 9202 |NODEZ-9202
1] 9203 |NODE2-3203
12| 9204  |NODEZ-9204
13| 9205  |NOD32-9205
14| 9206 |NODEZ-9208
18| 9207  |NODEZ-9207

Pilot Hame

Figure 8-18 Pilot Assignment Screen

This screen liststhe names of the pilot numbers configured in the ACD database. Pilot Names are assigned
in the ACD as part of the Pilot Data programming and will be downloaded to the MIS at start-up. If you
wish to have independent Pilot Names in the MIS, you must have the “Download Names® setting at OFF
in the Change Systems Parameters screen (see Figure 8-11 and Figure 8-12).

Adding or deleting Pilot Names follows the same procedures as shown in this chapter under Heading 4.4,
“Agent Assignments,” for adding or deleting an agent. With the Pilot Assignment screen open under the
Configuration menu, the Edit menu provides“Add Record” or “Delete Record” optionswhich allow the
Pilot names to be modified.

A personal pilot number isthe PBX directory number, assigned in the ACD Agent Logon ID Data
procedure, which will reach the ACD agent directly. Personal pilots cannot be named.

CHAPTER 8 NDA-24213
Page 106
Issue 3.0



MIS Menu Commands
Configuration Menu

4.8 Position Assignments

Position Numbersare assigned in the ACD and determine which incoming line numberswill be ACD lines.
The Position Class specifications of “Supervisor” or “Agent” are used as a reporting convenience, but are
not differentiated by the CallCenterWor X ACD.

Under the Configuration menu in the Position Assignments window, a Position may be assigned to a
specific split or asan “any-split” position. In order to respond to dynamic load balancing demands, a
position can be reassigned to a different split in order to place an agent in a split where that agent is most
needed.

[~ Position Assignment

SUpenisor 1

SUpervisor Any Split
SUpEenisor
SUpervisar
SUpervisor
SUpEnisor
Supervisar
Supervisor
SUpenisor

Figure 8-19 Position Assignment Window
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4.9 Spli

t Assignments

The Split Assignment window (Figure 8-20) under the Configuration menu enables users to modify
several parametersfor each split, including the Split Name, After Call Work Mode, Day/Night Mode, Night
Service split destination, and the thresholds for Grade of Service (GOS), Inflow, and Overflow. The
window indicates the current status for each split and provides drop down menus in each category to
modify values.
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Split Name isan optional aphanumeric name of up to 20 characters which identifies the split in
addition to the required Split Number.

After Call Work Mode determines whether:

e Agentsinthat split are available for new incoming ACD callsimmediately after finishing each
call (Ready).

e Agentsinthat split are allowed some wrap-up time at the conclusion of each call before the next
call isassigned (Work).

Day/Night Mode
e Permitsthe split to receive calls (Day).

e Closes down the split’sincoming queue and diverts callers to the Night Service destination
(Night).

Night Service destination
»  Specifies another split to receive calls when this split isin Night Mode.

«  Specifieswhich PBX station receives the calls (possibly an answering machine). Programming
this PBX station is done in the ACD MAT commands.

Other options are:

A Night Announcement Channel option for playing announcements to callers.

An Attendant Console option which receives calls for the split in Night Mode.

Grade of Service Threshold specifiesthe maximum time acall can wait to be answered to be counted
as “answered within the Grade of Service Threshold.” The Grade of Serviceis defined as a percentage
of calls answered within a specified amount of time (the Grade of Service Threshold) inrelation to the
total number of callsreceived. Thisisset in the MIS.

Inflow Conditional threshold specifies the threshold minimum number of Ready agents or the
maximum queue depth permitted to allow inflow callsfrom another queue. Too few agents or too many
callsin queue will disable inflow calls. Thisis set in the ACD but may be modified in the MIS.

Overflow Delay threshold specifies the number of seconds a caller waits for an agent in the primary
gueue before overflowing to asecondary queue. Thisisset inthe ACD but may be modified inthe MIS.
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Split Azsignment

=] 4
Sales Day Mo Service | 30 secs Ocalls | 0secs
Billing Diay Mo Service | 30 secs Ocalls | 0s=ecs

Figure 8-20 Split Assignment Window

See Chapter 2, Heading 8, “Multi-tenant M1S Considerations—Split Numbering” for an explanation of Split
numbering in CallCenterWor X MIS.
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4.10 Tally Code Assignments

|: Tally Hame Azsignment - |O

Split 1 1=
Mumber
|

Tally Tally Marme
Mumber

1 | Magazine
2| Mewspaper
3| T

4] Mailing

& Internet
G| Referral
7| other

8] =

Figure 8-21 Tally Name Assignment Window

The Tally feature allows agentsto use the dial keypad to register the occurrence of severa specific events,
such as responses to various advertising methods, sales campaigns, or calls from particular locations. You
may assign Tally Names (using up to 20 numerals or letters) by individual split to track the varioustally
codes entered by an agent, since multiple tally counts may be entered for a single phone call.

Detailed information on Tally Codesisavailablein the“ Call CenterWor X ACD Features and Specifications’
manual.

Adding or deleting Tally Names follows the same procedures as shown in this chapter under Heading 4.4,
“Agent Assignments,” for adding or deleting an agent. When the Tally Assignment screen is open under
the Configuration menu, the Edit menu provides “ Add Record” or “Delete Record” options which allow
the Tally names to be modified.
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4.11 System Name Assignment

Change System Hame |

Swstern Mame : INEE America, Inc.
v Use ACD (IENEEE = Mame.

Mate: Tenant name may be unazzigned in the
ACD databaze.

k. I Cancel Help

Figure 8-22 System Name Assignment Window

The Configuration menu lists the System Name Assignment command, which opensthe Change
System Name window shown in Figure 8-22. If the MISis configured for TCP/IP, only the tenants that
are assigned under the TCP/IP configuration are available for use as the System name; not all tenants are
shown.

Note: If the MISis communicating via an RS-232 serial connection, the only tenant available is Tenant 1.

The System Name is related to the Tenant Name which may have been assigned in the ACD programming.

« If you wish to use the ACD database name, you can check the checkbox and select a tenant from the
drop-down menu.

« If you choose to use an independent System Name, you can leave the check box unchecked and enter
your own name choice in the System Name dialog box.

» If you request atenant that does not exist on the ACD, the MIS will fail to receive the download
information and the System Name will not be assigned.

Important: An MISdedicated to one ACD tenant should select that tenant’s name fromthelist. The sel ected tenant’s
name will be inserted in the System Name dialog box.
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4.12 Trunk Assignments

The Trunk Allocation window displaysthe Trunk Group Number, Trunk Group Name, and the Number of
Circuitsallocated for each trunk group (sometimescalled a“ trunk route™). Circuit assignments and queuing
priorities are set in the MAT commands of CallCenterWorX ACD.

Only the Trunk Group Name can be modified in CallCenterWor X MIS.

From the Configuration menu, the Trunk Assignments command accesses the Trunk Allocation
Window (Figure 8-23) where atrunk group name of up to 20 characters may be assigned to atrunk group
number.

[~ Trunk Allocation

CCIS-RT2A

CCIS-RTZY
CCIS-RT2E

Figure 8-23 Trunk Allocation Window
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4.13 Wallboard Message Sets

CallCenterWor X MIS can display real-time statistics to the optional Spectrum Wall Display Boards which
provide up-to-the-second information on call center activity. Thisinformation is displayed to agents and
supervisors as the events take place, allowing all members of the call center to monitor the performance of
a specified split or of the center asawhole.

Theinformation for display is specified in a Message Set, a series of messages.
e Composed of text and datafields.

e Displayed on aparticular Spectrum Wall Display Board type.

e Using colors, graphics, and display modesto convey the information.

The data fields shown in these message sets are the same ACD statistical information appearing in the
real-time status screens displayed on the monitor. There are 15 different data fields available, which are
based on either split or system data.

For asingle-line board type, up to 15 messages may be sent (one at atime) in the series that makes up the
set, and adual-line board type can display a series of 30 messagesin a set. The same Message Set may be
sent to up to four boards of the same type. Only one Message Set may be sent to each board at atime.

A Message Set isidentified by a set number and a set name, and is specified for a particular type of wall
board. The type of board determines:

« How many lines of display are available.

¢ How many characters an individual message may contain.

»  Whether the display can be in amber, green, and red, or only in red.
The message displayed can be:

e All graphic.

*  All user-defined text.

* A combination of user-defined text and data fields.

The mode of display ranges through 25 variations, such as flash, rotate, and scroll. Preset graphic displays
can be included in the M essage Set.
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TheWallboard Message Sets window is accessed from the Configuration menu. There are screens for
constructing a message (see Figure 8-26) and for scheduling the display of the message on a particular
board or boards (see Figure 8-27).

IZI CallCenterwors MIS

Configuration

"Wallboard k

Figure 8-24 Select Wallboard Message Sets

Create a new message set

Figure 8-25 Message Set Name Assignment Dialog

Selecting Wallboard Message Sets—Assignment under the Configuration menu and clicking on Create
Message Set Name opens the Message Set Name Assignment dialog box in Figure 8-25. Entering a
M essage Set Name, sel ecting aboard type, and pressing OK opens up the M essage Sets A ssignment Screen
(see Figure 8-26). Board types and their characteristics are listed in Chapter 10, Table 10-1, “Wallboard
Types.”
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4.14 Constructing Message Sets

Message Sets are constructed in the Message Sets Assignment screen (Figure 8-26) which showsal the
Message Sets assigned in the system (up to 50 Message Sets).

»  Drop down menus provide a choice of existing messages to be altered or deleted.

¢ New messages can be named and their elements specified by choices from these menus.

Create a wallboard meszzage zet x|

|_ Aryg Speed of Answer ; ASA |_
sP215 7 welcome |7
olow 2 DelteLie |

__ Scope |  Mode =

MIEIC| [Ame|r|ilclal,| |1|n|c|. [,

r____ﬂ5ﬂIIIIIIIIIIIIIIIIIIIIIII SYSTEM

WE L COME A
IIIIIIIIIIIE%!!IIIIIIIIIII o
<EMPTY> NiA
<EMPT /A
<EMPTY> NiA
<EMPTY> /A
<EMPTY> :

Figure 8-26 Message Sets Assignment Screen
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4.15 Scheduling Message Sets

The Schedule Wallboard Message Sets screen (Figure 8-27) lists the message sets that have been
constructed and sets up the display plan for them, determining:

e Time of display
e Speed (interval between messages in a multi-message set)
e Individual wall board destination (display number)

Schedule Wallboard Mezzage Sets

e e | | 5 ] e

Irrirnediatel y

Immediately

Irnrmediately

Irnrmediately

Figure 8-27 Schedule Wallboard Message Sets
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MIS Menu Commands

The Configuration menu contains the View Database Limits command.

Configuration Menu

Databaze Limits x| |

Parameter Limit Current Range Comments
Agent Logon D= 300 g - 9599959999
Agent Groups 16 1 1-16
Pilct= 128 15 1 -99499
Positions a0 9 1-9999
Splitz 30 2 1-30
Trunk Circuits 255 46 1-127 127 per group, up to 255 total
Trunk Groups 63 3 1-E3

Save to file |

Frint |

Help |

Figure 8-28 Database Limits Screen

The Database Limits screen displays information about the current Call CenterWor X database. It showsthe
maximum number of entries available for each database section, aswell asthe quantity currently assigned.
It also indicates the allowed range of acceptable values for each database section.

Important:

If any of the database limits have been exceeded, that section appears in red and the text

There are two possible error types:

“ Database Limits Exceeded” is displayed against a red background in the top left corner of the
screen. It is not advisable to continue CallCenterWor X operation if database limits have been
exceeded, because this can disrupt statistical collection even in portions of the database which seem
to be within the limits. For example: a call assigned to split 3 (OK) and overflowed to split 125 (out
of range) will generate incorrect call statistics for split 3.

1. Exceeding the limit on the total quantity of entitiesinput for one section (defining 301 agent logon

2. Assigning an entity outside of the allowed range (such astrying to use split 104).

IDs or 35 splits).

Upon entry of incorrect or unacceptable data, Call CenterWor X MIS generates an error message which
appears at the bottom of the screen. A listing of error messages and suggested solutions appearsin
Chapter 13, “MIS Error Messages.”

Thisfigureis provided as reference material only, since limits are determined by both hardware and

software considerations.
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5. Status Screens Menu

The MIS Status Screens (a so referred to as Real -time Screens) provide up-to-the-second views of the agent and
gueue activity at the system level and the split level. Statistics on call volume, and on the effectiveness of the
agents handling those calls, are computed in rea-time and displayed for the current hour and day, providing
rapid feedback to the call center manager.

Il callCenterWorX MIS o =]
File Edit Administration Configuration

BIS(R e H]=] ofu] o seeewe )

Systermn Status g

Eeports  YWiew Help

Maodify Intervals. ..

| Current s - 0:37 [001/21 /00 18:24:

Figure 8-29 Status Screens Menu
The Status Screens:
»  Display the number of calls currently waiting in various queues of the ACD.
«  Display the current function being performed by the agents assigned to handle the waiting calls.

*  Provide an immediate assessment of the current operation, to assist in spotting tendencies at the earliest
possible moment.

«  Automatically reflect changes made in the System Configuration screen.

* Haveaprint preview capability that shows how areal-time status screen or areport will look when it is
printed.

*  May beviewed in either graph or table format with aclick of the
Graph View Button @I or the Text View Button El on the console.

Terms and abbreviations used in the graphs and text displays are defined in Chapter 14, “Terms and Concepts.”
The statistical methods used to calculate the information displayed in the screens are defined in Chapter 12,
“MIS Statistical Definitions and Methods.”
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Split Status

I CallCenterworX MIS

FENEOEEE

Figure 8-30 Split Status Screen Menu

The Split Status menu includes screens, displayed in either text or graph format, which look at call center
split activity from avariety of perspectives.
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Thefirst option on the submenu is All Split Statistics. Choosing this setting displaysthe Split Statistics as
shown in Figure 8-31.

Split Hourhy Statistics - Split #1 - Sales Split Agent Summary Statistics - Split #1 - Sales

30
20 5
10 4
0 3
. 2
Calls Receied Callz Abandoned 1
Callz Abandoned (%) Ay Speed of Answer (mimss) 0
Longest Yaaiting Call (mm:ss) Grade of Service %)
CurvertLNC: 0:7 JLTE = Tatal Agents [ MACD Calls [T Total &C0 Calls [l

Split Queue Statistics - Split 21 - Sales = Ready made [ Wark moce [T Break mode [

Agent Personal Clueue

High Priority Glueue

Agent Detail Statistics - Split 1 - Sales

Btandard Priority Queus

Position Personal Agent Hame

Humber Queue
= ! 2 3 4 s 1] 4306 2 Jerry
0 Announcements [N 1 announcemert ] 2+ Announcements [l ﬁ 22112 g (éhrls
Incoming Crerflow [ 4 4313 0 Jironn
4314 0 J
Spiit Queue Statistics - Spiit £2 - Billing . T . =y
5 Agent Detail Statistics - Split #2 - Billing
4 Position Personal | Agent Hame Line Time in
g Sndard Prioy Queus: 0 Bnhouncemerits : 2 ] Humber Queus Status current state
1] 4308 2 Jerry 316
| 2| 4308 i} htark 053
(5] 4309 o Jahn 017
Standard Priority Gueue High Priarity Queus  Agent Perzonal Gueue :_1_' 4310 0 | Beth ] a3

For Help, press F1

Figure 8-31 All Split Statistics
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5.1.1 Daily Statistics

This screen displays activity since midnight in either graph or text format. Figure 8-32 shows the
graph format.

|: Spht Daily Statistics - Spht #2 - Billing

&y, Speed of Answer (rmiss) [ Longest Waiting Call (mrm:ss) [ Grade of Service (%) [N

250
200
140
100

a0

Calls Received [N Calls Abandoned [N

Calls Abandoned (%) [

| Current Lw/C : 0:00 | Day y
Figure 8-32 Split Daily Statistics - Graph Format
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5.1.2 Hourly Statistics

This screen displays activity since the beginning of the current hour in either text or graph format (see
Figure 8-33).

|: Spht Hourly Statishics - Spht #1 - Sales

N
GO0
400
200

Calls Recei\fed- Calls Ahandoned-

A, Speed of Angwer (mm:ssj|:| Langest YWaiting Call (mm:ss)l:| Grade of Service (%)-

Calls Abandoned (%) [

Figure 8-33 Split Hourly Statistics - Graph Format

Termsillustrated by the symbolsin the above graph are defined in Chapter 14, “ Terms and Concepts’.
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5.1.3 Agent Summary Statistics

The Split Agent Summary Statistics screen shows the number of agents logged-on to the split and a
count of how many agents are in each mode (Figure 8-34).

Splt Agent Summary Statistics - Split #1 - Sales

Figure 8-34 Agent Summary Statistics - Text Format
ACD Calls are callsto agent positions.
NACD Calls are non-ACD calls onthe PBX lineor My Line.
ACDp indicates acall to the agent’s personal queue.

Terms and acronyms used in statistical displays are defined in Chapter 14, “ Terms and Concepts.”
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5.1.4 Agent Detail Statistics

This screen displays alist of individual agents logged-on to the split with detailed information about
the current state of their ACD and PBX lines (see Figure 8-35).

EX CallCenterWorX MIS Agent Detail Statistics - Split #1
File  Edit Adminiztration  Configuration  Statuz Screens Beportz Window  Wiew  Help =
S0 e = o] =] b 28
Position Personal . Time in
Humhber Queue e i | e ki current state
1 4301 0 1:22
2 | 4302 0 0:00
3 | 4303 0 0:20
4] 4304 0 0:03
For Help, press F1 | Curment Lw/C : 0:50 | e

Figure 8-35 Agent Detail Statistics

This display will probably be the most active, as it reflects each agent state change in coded colors.
As agents progress from one state to another, their corresponding displays are updated within a
second, and the agents' timers are reset to zero to begin counting time in the new state.

In Figure 8-35, agents 4301 and 4303 show a Line Status of “ACD2.” Since these statistics are
included in a status screen for Split #1, the number following the “ACD” status indicates that these
are multi-split agents who are taking calls for Split #2 athough they are logged-on in Split #1.
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5.1.5 Queue Statistics

This report displays activity in three possible types of queues.

|: Spht Queue Statistics - Spht #1 - Sales

Standard Priority Clueue

High Priority Queue

Agent Personal Queue

0 Annuuncements- 1 Annuuncement- 2+ Annnuncements- Incoming Overflow |:|

Figure 8-36 Queue Statistics Screen - Graph Format
5.1.5.1 Standard and High Priority Queues

The ACD Pilot Data and Trunk Group Data commands set priority levels for incoming calls. ACD
priority numbers can range from 1 to 250, with the default being 15. Priority numbersfrom 1to 9 are
considered “high” priority, and from 10 to 250 are considered “ standard” priority. The ACD Logon
Data command sets the agent’s personal pilot number, and the priority setting for that number is done
in the Pilot Data configuration.

Based on these priority settings, incoming calls are placed in a High Priority queue or a Standard
Priority Queue.

» EachsplithasaHigh Priority Queue, and aStandard Priority Queue. Anincoming call will wait
in either queue in up to four splits until an agent is ready to handle the call.

»  When agents are available, calls are removed from the queue in the same order in which they
arrived.

*  When all agents are busy, calls wait in the queue, possibly hearing recorded music or atimed
series of recorded announcements.

Asthe namesimply, when there are calls waiting in both queues, those in the High Priority Queue are
serviced first.
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5.1.5.2 Agent Personal Queue

Each agent has a queue for calls that are directed specifically to that agent. This Agent Personal
Queue:

» Isassociated with the agent’slogon ID code.
* Functions in the same manner as the split’s two queues but has the highest priority.

Anagent will always be assigned acall from the personal queue beforetaking acall from either of the
other queues. If the agent is not logged-on when a personal queue call arrives, the call isrouted to an
alternate destination that is specified during Call CenterWor X ACD database programming.
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5.2 System Status

IXI CallCenterwory MIS

D (e 4

Figure 8-37 System Status Screen Menu

The System Status screens offer statisticson asystem-widebasis, encompassing information from all splits.
These screens can be displayed in text or graph format.

Asshown in Figure 8-37, the first option on the submenu is All Statistics. Choosing this setting displays
al the System Status windows listed on the submenu.
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5.2.1 Daily Statistics

This screen displays activity in the system since midnight in either graph or text format.

|: System Daily Statistics =] E

1200
1000

g0a
600
400
200

Calls Received [N

Calls Abandoned [ Calls Abandoned (%) [

Avg. Speed of Angwer [mm:ss)l:l Langest Waiting Call [mm:ss)l:l Grade of Senice (%)-

Figure 8-38 System Daily Statistics - Graph Format

Termsillustrated by the above graph are defined in Chapter 14, “Terms and Concepts.”
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5.2.2 Hourly Statistics

LI CallCenterwors MIS Svstem Houwrly Statistics - |0O] x|
File Edit Administration Configuration  Statug Screenz Beportz Window  Yiew  Help _|5|£|

H|&|0l =] #=] alw] ¢ =] ] 2

Received : [EI]  ASA:
Abandoned : [l LWC :
% Abandoned : Efes] GOS @ Ehl

For Help, press F1 | Current LW : 0:49 | L

Figure 8-39 System Hourly Statistics - Text Format

This screen displays activity in the total system since the beginning of the current hour. Further
information on Average Speed of Answer (ASA), Longest Waiting Call (LWC), and Grade of Service
(GOS) can be found in Chapter 14, “ Terms and Concepts.”
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5.2.3 Agent Summary Statistics

|: System Agent Summary Statistics [ =l 3

O M k= 3 I O

Total Agents- Calls on Hnld-
ACDp Calls[__] Tatal ACD Calls [N
Break mude-

naCD Calls [
Ready mnde-

ACD Calls[ ]
YWork mndeI:|

Figure 8-40 System Agent Summary Statistics - Graph Format

This screen summarizes the activity of all agents currently logged-on to the system.
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5.2.4  Split Detail Statistics

LI CallCenterword MIS Split Detail Statistics
i File Edit Administration Configuration  Status Screens  Beportz Window  Miew  Help =
B&|0 e =] ol v 2] @] 2|
| | | Queue Depths Agent Summary Performance |_‘
Avy. Longest
Split Split | Day : Speed of | Waiting | Grade of
Number | Name | Night Total | High | Standard| Personal|| Total | READY || WORK |BREAK | A, 00 Call Service
(mm:ss) | (mm:ss)

1 | Day 1 1] 0 0 0:32 0:41 48.0%

2 | Day 1 1 1] 1] 0:29 0:20 53.9%

E | Day 0 1] 0 0 0:439 0:00 0%

4 | Day 1 1 0 0 0:39 0:24 40.0%

& | Day 1] 1] 1] 1] 0:00 0:00 0%

G | Day 1] 1] 1] 1] 0:00 0:00 0%

7 | Day 0 1] 0 0 0:00 0:00 0%

] | Day 0 1] 0 0 0:00 0:00 0%

4 | Day 1] 1] 1] 1] 0:00 0:00 0%

10 | Day 0 1] 0 0 0:00 0:00 0%

11 | Day 0 1] 0 0 0:00 0:00 0%

12 | Day 1] 1] 1] 1] 0:00 0:00 0% E
For Help, pressz F1 | Curent DwWTC : 0027 |

Figure 8-41 Split Detail Statistics Screen

The System Status statistical screens follow the same basic pattern as the screens displaying split
statistics, except that where the split-oriented screens show Agent Detail statistics, the
system-oriented screens show Split Detail statistics.
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5.2.5 System Queue Statistics

LE]

X1 CallCenterWorX MIS

—High Priority Queue
New Calls :

Calls in Transition :

Old Calls :

Incoming Overflow :

Total Calls :

Syztem Queue Statistics

@R S(e) #(=| olu] $15] G 20

—Standard Priority Queue
New Calls :

Calls in Transition :

0ld Calls :

Incoming Overflow :

Total Calls :

—Agent Personal Queue
MNew Calls :

Calls in Transition : [

Incoming Overflow : [

Total Calls :
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Grand Total Calls : [}

Current LwC : 0:24

Figure 8-42 System Queue Statistics Screen - Text Format

Asshown in Figure 8-42, the Queue Statistics screen for the system reflects all callsin all queues
based on length of timein queue, specifying New Calls (have received 0 announcements), Callsin
Transition (havereceived 1 announcement), Old Calls (have received 2 or more announcements), and
any Incoming Overflow from other queues. These calls can also beillustrated in the graph format (see

Figure 8-43).
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[ System Queue Statistics - [O] %]

5
Standard Priarity Queua 4
3
High Priority Queue 9
1
Agent Personal Queus
1]
0 Announcerents [ 1 Announcement [N 2+ annauncements [ Incoming Overflow [ |
Figure 8-43 System Queue Statistics Screen - Graph Format
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5.3 Modify Intervals

The statistics in the Status Screens may be updated at interval s selected by the call center manager. The
Modify Intervals option under the Status Screens menu opensthe dialog box which modifiesthe refresh
rate intervals for both the Split and System Statistics Screens (see Figure 8-44).

Modify Statisitic Screen Update Intervals

Figure 8-44 Modify Statistic Screen Update Intervals

The available refresh rates range from 1 second to 300 seconds, and can be set by using the up and down
arrows at each parameter or by typing in a number.
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6. Reports Menu

LI CallCenterwors MIS - O]
File Edit Adminiztration Configuration  Status Screens e View  Help

Trunk Group R epaorts
T ally Code Reparts

HI%'&' |E'| +|-| @IULII ?lﬁl i;:::gfnpu?;epurts :_
Split H;pcurts k
Bilot Reports k
]
b

Scheduler...

| Current Lw/C - 0:04 {0240, 2

Figure 8-45 Reports Menu Screen

A wide range of reportsis available in CallCenterWor X MIS, with features allowing flexibility in report
presentation.

e Each report screen has a modifiable grid layout. Columns and rows may be rearranged by drag-and-drop,
and their size can be changed. Each column can be sorted alphabetically.

e Theprinter setup for the new grid layout is stored and may be retrieved for future use.
e A print preview capability is available for reports.

e The Refresh Report icon on the toolbar El updates report content without the need to repeat the first
report generation procedure.

e A textreport can be saved into atab-delimited text file.
e A textreport can be copied into other Windows applications.

Detailed proceduresfor generating and scheduling areport may befound under Heading 10 in Chapter 10, “MIS
Procedures.”
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6.1 Agent Reports

LTI CallCenterworx MIS |5
File Edit Adminiztration  Configuration Status Screenz e Wiew  Help
! 1t Hepaorts »

=] = [ e el o e R 2 | eer Feeer e
Agent Group Report:  » ACD Detaill f—0
ﬁpllt Repaorts » PEX Detail
Pilot Reparts » staffing
Trunk Group Reparte # -
Tally Code Repaortz # 2
Scheduler... £l

For Help, press F1 | Current Lw/C : 010 |02/12/00 17:06:51

Figure 8-46 Agent Reports Menu

The Agent Reports Menu includes the option of All reports, which generates all the other reports listed
above (see Figure 8-46). Agent activity isreported in termsof the following parameters (defined in Chapter
12, “MIS Statistical Definitions and Methods” and in Chapter 14, “ Terms and Concepts”):

e Total ACD Calls Answered e Total Cals Transferred
e Total ACD Tak Time e Total Hold Time

* Average ACD Tdk Time * Average Tak Time

e Tota ACD Hold Time e Tota Tak Time

» Tota All PBX Calls » Tota Assist Requests
e Total PBX Talk Time e Total Staff Time

e Total PBX In Calls Answered e Total Ring Time

e Total PBX In Tak Time e Total Work Time

» Total PBX Out Calls Made e Tota Break Time

« Tota PBX Out Talk Time » Break Type Statistics

* Total Calls Answered
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6.1.1 Agent Summary Report

Agent Summary Report - Agent H: All

O
=
—
=
—
CH
—
OH
e

Figure 8-47 Agent Summary Report - All Agents

The Agent Summary Report supplies an overall view of agent activities. This report can be generated
on asingle agent or on al the available agents.
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6.1.2 Agent ACD Detail Report

Agent ACD Detail - All 5plits - Agent #: 102
Agent ACD Detail - Attribute Split - Agent #: 102
|:Agenl ACD Detail - Perzonal Queue - Agent #: 102
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Figure 8-48 Agent ACD Detail Report - Personal Queue

The Agent ACD Detail Report gives an analysis of the ACD activities performed by the agent. The
datais separated on a per split basis (for multi-split agents) and the agent’s Personal Queue (if
configured). Thisreport can be generated on a single agent or on all the available agents. Although
both report typesinclude the same data, the display of the reportsis different.

The single agent report outputs the data for each split to which the agent is assigned, and for the
agent’s Personal Queue, each on a separate screen or page:

* All splits and Personal Queue summed together

e Attribute Split

» Second, third, and fourth Split (if multi-split agent)
e Persona Queue (if configured).

The All Agents report is a single-page report which shows the data for each of the agents’ assigned
splitsand the agents' Personal Queues (if configured). The report isoutput on aper agent basisfor all
agents.
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6.1.3 Agent PBX Detail Report

Agent PBX Detail Report - Agent #: 102

Figure 8-49 Agent PBX Detail Report - Single Agent

The Agent PBX Detail Report provides a breakdown of the PBX (non-ACD) activities performed by
the agent. Thisreport can be generated on a single agent or on al the available agents.
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6.1.4 Agent Staffing Report

Agent Staffing Report - Agent #: 101

Figure 8-50 Agent Staffing Report - Single Agent

The Agent Staffing Report liststhe amount of time agents have spent in specific states (such as Ready,
Ring, Talk, Work, and Break).

The TOTAL line at the end of the report gives the sum of the time amounts, and a second line,
TOTAL(%), provides the percentages of each total in relation to the total time available. An
explanation of the procedures used for cal cul ating these percentagesisin Chapter 12, “MI S Statistical
Definitions and Methods.”

This report can be generated for asingle agent or for al available agents.

CHAPTER 8 NDA-24213
Page 140
Issue 3.0



MIS Menu Commands
Reports Menu

6.1.5 Agent Break Report

Agent Break Report - Agent #: All
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Figure 8-51 Agent Break Report - All Agents

The Agent Break Report suppliesan analysis of al nine available Break types and the amount of time
an agent spent in each type of break. This report can be generated for asingle agent or for al of the
available agents.
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6.2 Agent Group Reports

Agent Group Report - Group #: All

Cowboys

Figure 8-52 Agent Group Report

An Agent Group is a collection of agents grouped for comparative analysis (independent of the
agents’ assigned splits) existing only in the MIS. Agent groups may be created at any time by
assigning agents to an agent group (such as Red or Blue), even though these agents may work in a
variety of splits. All agents are originally in Group 1 and must be moved to other groups in the MIS
programming if you wish to maintain agent group statistics.

Definitions of terms and statistical methods shown in column headings in the report in Figure 8-52
can be found in Chapter 12, “MIS Statistical Definitions and Methods,” and Chapter 14, “ Terms and
Concepts.”
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Agent Group Report - Group #: 1

Figure 8-53 Agent Group Summary Report Screen

The Agent Group in the above Summary Report (Figure 8-53) can be made up of agentsfrom various splitswho
have been placed in this group for statistical purposes. The naming of a Group is optional, but may be used to
illustrate the purpose of the analysis (such as Evening or Training), or may be ateam name (such as Stars or
Rangers).

Agent Groupsexist only inthe MIS and are not an ACD entity. When Groups are specified, the MISwill collect
data and prepare reports on them.
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6.3 Split Reports

X! CallCenterworX MIS =]
Eile Edit Adminiztration Configuration  Status Screens [EEEEG YWiew Help {elp
H % E‘ + — | 9 59 Agent Beparts 3
I | &I | | I | [:] | | | I Agent Group Beparts #
Split Reports b SurArTary
Pilot Reportz k Traffic
Trunk Group Reports # B il
Taly Code Reports e
Staffing
Scheduler... Ereaks
Answer Delay
Ahandon Delay
Al
Far Help. press F1 | Cument w/C: 010 |02412/00 17-06:51

Figure 8-54 Split Reports Menu

The Split Reports show split activity with respect to the following parameters (defined in Chapter 12, “MIS
Statistical Definitions and Methods’):

» Total Calls Received

Total Calls Answered

Total Calls Abandoned

Total Cals Overflowed
Percentage of Calls Abandoned
Average Speed of Answer
Longest Waiting Call

Grade of Service

Total ACD Calls Received
Total ACD Calls Answered
Total ACD Calls Abandoned
Total ACD Calls Overflowed
Total ACD Calls Transferred
Average ACD Tak Time

Average Delay Time Abandoned
Average Delay Time Overflowed
Total Staff Time

Total Ready Time

Total Ring Time

Total Talk Time

Average Talk Time

Total Hold Time

Total Work Time

Total Break Time

Timein Each Break Mode
Answer Delay Time

Abandon Delay Time

The All option on the submenu calls up al theindividua the Split Reports listed aboveit.
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6.3.1 Split Summary Report

Split Summary Report - Sphit #: 1

Figure 8-55 Split Summary Report

The Split Summary Report provides a concise collection of data on split activities. You can generate
this report for asingle split or for al the available splits.
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6.3.2 Split Traffic Report

Split Traffic Report - Spht #: 1
|: Split Traffic Beport - Prionity Queuesz - Spht #: 1

Figure 8-56 Split Traffic Report

The Split Traffic Report generatestwo different views of the split’sincoming traffic. The Split Traffic
Report can be generated for asingle split or al splits available.

Each screen or page reports two groups of data (side by side for comparison):
1. High Priority Queue and Standard Priority Queue (see front screen in Figure 8-56)

2. Combined High and Standard Priority Queues and the Agent Personal Queue (back screen)
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6.3.3  Split Profile Report

Split Profile Report - All Queues - Split #: 1
Split Profile Report - High Priority Queue - Split #: 1

Split Profile Report - Standard Priority Queue - Split £: 1

Split Profile Report - Agent Personal Queue - Splic £ 1

Figure 8-57 Split Profile Report

The Split Profile Report (Figure 8-57) lists counts of call activities and the average times that calls
spent in specific states. This report can be generated on a single split or on all the available splits. It
generates up to four screens or pages covering the three available queues for a split, and a summary
screen or page which adds all three queues together. A fourth report will be output only if
CallCenterWor X is configured for Agent Personal Queue reporting.
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6.3.4 Split Staffing Report

Split 5taffing Report - Spht #: All

Billing

Figure 8-58 Split Staffing Report

The Split Staffing Report lists the amount of time the agentsin the split spent in specific states (such
as Ready, Ring, Talk, Hold, Work and Break).

The TOTAL line at the end of the report gives the sum of the time amounts, and a second line,
TOTAL (%), provides the percentages of each total in relation to the total time available. An
explanation of the procedures used for cal culating these percentagesisin Chapter 12, “MIS Statistical
Definitions and Methods.”

This report can be generated for asingle split or for all available splits.
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Figure 8-59 Split Staffing Report - Graph Format

Other aspects of split activity can be shown by the graph format. Thisisthe Extended Horizontal Bar

Graph style, one of 19 graph styles available.
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6.3.5 Split Break Report

[~ split Break Report - Split £ 1

Figure 8-60 Split Break Report - Single Split

The Split Break Report supplies an analysis of all nine available Break types and the amount of time
the agents of the split spent in each type.

This report can be generated for asingle split or for all the available splits.
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6.3.6  Split Answer Delay Report

|:Split Answer Delay Report - Split ¥: 1

Figure 8-61 Split Answer Delay Report - Single Split

The Split Answer Delay Report shows an analysis of the answer delay times callers are experiencing
in this split. There are eight time intervals (buckets) available into which all answered callswill fall.
When calls are answered within these specified time intervals, the counts are incremented
accordingly.

Thereport displays apercentage of calls answered within each interval in relation to the total number
of calls answered. This report can be output for asingle split or for al available splits.

Thetimeintervals used for calculation and display may be modified under the Configuration Menu
using the System Parameters command (see Heading 4.2).
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6.3.7 Split Abandon Delay Report

|:Split Abandon Delay Report - Split ¥: 1

Figure 8-62 Split Abandon Delay Report

The Split Abandon Delay Report provides an analysis of the wait times experienced by callers who
abandoned after being queued to this split. There are eight time intervals (buckets) available into
which all abandoned callswill fall. When calls are abandoned within these specified timeintervals,
the counts are incremented accordingly.

Thereport displays apercentage of callsabandoned within each interval in relation to the total number
of calls abandoned. This report can be output for a single split or for all the available splits.

Thetimeintervals used for calculation and display may be modified under the Configuration Menu
using the System Parameters command (see Heading 4.2).
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6.4 Pilot Reports

LI CallCenterworX MIS

Pilot Reports Summary

Curmrent LWC: 018 02400

Figure 8-63 Pilot Report Menu

The Pilot Report provides an analysis of pilot number activity, and is reported in terms of the following
parameters:

» Tota CalsReceived

» Tota CalsAnswered

» Tota Calls Abandoned

» Tota Calls Transferred

*  Average Speed of Answer
* Longest Waiting Call

» Gradeof Service

» Total ACD Tak Time

* Average ACD Tak Time
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Eﬂ CallCenterwor® MIS Pilot Summary Report - Pilot #:4351

2
EERECE RN

Current LwiC: 017 (|08/02/33 17:0:33 | 2

Figure 8-64 Pilot Summary Report

Traffic on any pilot number can be analyzed for a designated period. Terminology in the report column
headings and the means of calculating those statistics are explained in Chapter 12, “MIS Statistical
Definitions and Methods,” and Chapter 14, “Terms and Concepts.”
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6.5 Trunk Group Reports

[X]
cx; CallCenterWorx MIS

Trunk Group Reports

Current Lz 0023 (01721700 16:28:

Figure 8-65 Trunk Group Report Menu

Trunk Group Reportsdisplay information on atrunk group or trunk circuit basiswithout regard for the split
or agent to which the call is ultimately directed. The All option on the submenu produces all four of the
reports listed aboveiit.

The Trunk Group Reports show trunk activity with respect to the following parameters (most are defined
in Chapter 12, “MIS Statistical Definitions and Methods”):

e Trunk Group Number » Average Delay Time Abandoned
e Trunk Group Name e All Trunks Busy Time (mm:ss)

» Total ACD Calls Received *  Number of Trouble Reports

» Total ACD Calls Answered * Answer Delay (% calls)

e Average Speed of Answer (mm:ss) » Abandon Delay (% calls)

 Total ACD Calls Abandoned
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6.5.1 Trunk Group Call Volume Report

IZ: Trunk Group Call ¥olume Report - Trunk Group #: All

CCIE-RT2A
CCIE-RTZ7
CCIS-RTZ8

Figure 8-66 Trunk Group Call Volume Report - All Groups

This report can be generated for asingle trunk group or for all trunk groups available. Terminology in the
report column headings and the means of calculating those statistics are explained in Chapter 12, “MIS
Statistical Definitions and Methods,” and Chapter 14, “Terms and Concepts.”
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6.5.2 Trunk Group Answer Delay Report

— Trunk Group Answer Delay Report - Trunk Group #: 27

Figure 8-67 Trunk Group Answer Delay Report

Thisreport shows an anaysis of the answer delaysthat callers experienced on thistrunk group. There
are eight time interval's (buckets) into which all answered calsfall. When calls are answered within
these specified time intervals, the counts are incremented accordingly. The report displays a
percentage of calls answered within each interval in relation to the total number of calls answered.

This report can be output for asingle trunk group or for al the available trunk groups.
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6.5.3 Trunk Group Abandon Delay Report

Trunk Group Abandon Delay Report - Trunk Group #: All
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Figure 8-68 Trunk Group Abandon Delay Report

This report shows an analysis of wait times experienced by callers who abandoned after the call was
received by the trunk group. There are eight time intervals (buckets) into which all abandoned calls
fall. When calls are abandoned within these specified timeintervals, the counts are incremented
accordingly. The report displays a percentage of calls abandoned within each interval in relation to
the total number of calls abandoned.

This report can be output for a single trunk group or for al the available trunk groups.
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6.5.4 Trunk Group Trunk Circuit Report

|: Trunk Group Circuit Report - Trunk Group #: All

CCIS-RTZ5
CCIS-RTZY
MACD TH GP

Figure 8-69 Trunk Group Trunk Circuit Report - All Groups

The Trunk Group Trunk Circuit Report supplies data gathered on each individual circuit of atrunk
group. The report may be generated for a single circuit of a specified trunk group, for all circuits of
the specified trunk group, or for al available trunk groups. Although these reports provide the same
type of data, the basis of each report is different.

Terminology in the column headings and the means of cal culating those statistics are explained in
Chapter 12, “MIS Statistical Definitions and Methods,” and Chapter 14, “Terms and Concepts.”
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6.6 Tally Code Reports
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Figure 8-70 Tally Code Reports Menu

Tally Codes entered by the agents can be analyzed based on Split activity or based on Pilot Number. A Split
can be programmed in the ACD to require a Tally entry by the agent while acall isin progress, or during
the after-call Work mode. When a Split is configured for Tally Required, an agent will not be ableto answer
anew incoming ACD call until aTally entry has been made for the previous ACD call.

Tally Codes allow agents to register occurrences of several specific events using the dial keypad, such as
responses to various advertising methods, sales campaigns, or calls from particular locations. Multiple
Tally entries may be recorded for a single phone call.

Detailed information on Tally Codes can be found in the “ Call CenterWor X ACD Features and
Specifications’ manual.

Tally activity isreported on the following parameters:
e Tally Total Count —all tally entries by the specified entity during the specified time period
e Tally Total Duration —thetotal time period being surveyed

« Tally Average Duration—thetotal count of tallies divided by the total number of minutes
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6.6.1 Tally Code Summary Report by Split

LI CallCenterwor MIS Tally Code Summary Beport - Split #: 1 [B[=] E3
=& x|

Tally 512
Tally 613

Current Lw/C: 0:00 |03402/00 14:50:00) 2

Figure 8-71 Tally Code Summary - Split

This report indicates the incidence of all Tally entries by al Splits during a specified time period,
listing them by the numbers and names assigned in the Tally Names Assignment window (see this
chapter, “Tally Code Assignments”). Tally Code Numbers can be up to 9 digits.
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6.6.2 Tally Code Summary Report by Pilot

IXI CallCenterworx MIS [Tally Code Summary Report - Pilot #:790]  [M[=] 1
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Figure 8-72 Tally Code Summary - Pilot

This report indicates the incidence of all Tally entries by specified Pilot Numbers during a specified
time period, listing them by the numbers and names assigned in the Tally Names A ssignment window
(seethis chapter, “ Tally Code Assignments’).
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6.7 Report Scheduler

Eeport Scheduler
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Figure 8-73 Report Scheduler Screen

CallCenterWor X allows you to schedule areport for output to the printer at a selected time using the Report
Scheduler window (see Figure 8-73).

« Any report which can be generated can be scheduled for output.
* Upto 50 reports may be registered in the schedule.

» Onceregistered, thereport will automatically be sent to the printer at the designated output time, which
can be specified to the minute.

Detailed instructions on generating and scheduling reports may be found in Heading 10 in Chapter 10,
“MIS Procedures.”
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7. View Menu

The View menu allows the Toolbar and the Status bar to be visible (if checked) or not visible (if not checked)
on the MIS console screen.

The Toolbar (located just under the Menu bar) contains icons which provide shortcuts to many menu
commands.

The Status bar (located across the bottom of the console screen) shows the date and time, and the current
Longest Waiting Call.

File Edit Administration  Configuration Status Screens Beportes Window  Wiew  Help
WS 2] F=| ofu] == L] 2|
TOOLBAR
STATUS BAR
For Help, press F1 | Current LwC: 0:10 |02/02/00 17:06:51

Figure 8-74 View Menu Commands

BIS[0] Be] =] »lu| ¢|2] Wn| 2k

Figure 8-75 Toolbar Icons

 Save * Add Record e Zoom
e Print » Delete Record e Graph View
e Print Preview * Refresh Report e TextView
« Copy e Create Graph e Hep
« Paste ¢ Modify Graph e  What'sThis
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8. Help Menu

EE CallCenterw o MIS

HIS|0 @] =] @lw| ¢[£] mE e[k R

Figure 8-76 Help Menu Commands

Selecting the Help Topics option opens the Table of Contents to the MIS online Help system. Y ou may then
choose which topic will provide the information you need (see Chapter 11, “ CallCenterWorX Online Help”).
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Procedures

Chapter 9  ACD Procedures
Contains procedures for programming the ACD MAT system.
Chapter 10 MIS Procedures

Contains procedures for configuring and using the MIS system.
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CHAPTER 9 ACD Procedures

1. Method of Programming

1.1 Entering Data

Datais entered in the CallCenterWor X ACD programming by use of the Data Entry screens found under
the MAT menu. They are accessed in one of three ways:

Selecting a command from the menu bar using the mouse (such as selecting the Tenant Data
command by clicking Tenant Data under the MAT menu shown in Figure 9-2).

Selecting a command from the keyboard by holding down the Control and Shift keys and pressing
an alphabetic letter (such as selecting the Tenant Data command by holding down CTRL and SHIFT
and pressing T).

Selecting a command from theicon Toolbar (located under the menu bar) by using the mouse (such
as clicking the Tenant Data toolbar icon).

Figure 9-2 MAT Menu and Keyboard Commands
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2. Order of programming

Because some commands depend on information having been previously programmed before the command can
accept data, the CallCenterWorX ACD MAT should be programmed in the following order:

1. Tenant Data

2. SplitData

3.  Agent Logon Data

4. Position Data

5. Call Control Vector Data

6. Pilot Data

7. Trunk Group Data

8. Interactive Voice Response Data

9.  Week Schedules Data

10. Holiday Schedules Data

11. Holiday Caendar Data
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3. Tenant Data

E| Tenant Data 2] |
Tenant Mumber; = M arne:; Itn'l

Remove

Splitz: I'I %A Filot Hurmber; I Outbound Answer Timer: ISEI

Lizt

Operator Acceszs Code: I Defaulk Language: IEninsh j

Agent Personal Queuss——————— /0 Part Assignment:

COM1 ||:|:|r-.-12|

Cloze

i

Announcement Mumber, [0 —

I OFF k15
Overflow Fongard Pricrity: IEI _I: —l

|Remove Entry 7 |

Figure 9-3 Tenant Data Screen

STEP 1. Tenant Number (required)

Using the up and down arrows, select the desired Tenant Number between 1 and 9.
STEP2: Name

Enter the Tenant Name (optional).
STEP3: Splits

Enter the quantity of splits for this tenant.

Important:  Atotal quantity of 30 splitsisavailable to be shared among all 9 possible tenants. Entry of a quantity
exceeding the remaining available number of split assignments will generate an error messagein the
Operation Result Message Bar saying “ Tenant Databaseisfull.” Press the Tenant Data screen List
button or the Tenant Data Report icon to display a report showing the current status of split
assignments, to determine whether splits are available to be assigned.

STEP 4. IVR Pilot Number

Enter aPBX directory number to be used by the ACD to access ports on an IVR (2 to 4 digits).

STEP5: Outbound Answer Timer

Enter atime (in seconds) to indicate if an outbound call was successfully completed.

STEP 6: Operator Access Code
Enter the directory number for dialing the operator as programmed in the PBX.
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Tenant Data

STEPT:

STEPS:

STEPO:

Default Language

From the drop-down menu, choose the language to be used tenant-wideif there are no agentslogged
ontothe ACD database using aLogon ID. Each D'*™ requiresalanguagefor display, and the Logon
Dataprocedure (see this chapter, Heading 5.) specifies by agent the language to be displayed on that
agent’s D'®™ L CD display.The default Tenant language being chosen in this step is used when no
agent islogged on using a Logon ID and the Logon Data therefore cannot specify.

Agent Personal Queues
(@ Announcement Number

Using the up and down arrows, select the number indicating which announcement to use for all
personal queues in this Tenant. Announcement Number 1 is not available. Valid values are
from 2-58; the default is 0 = not used.

(b) Overflow/Forward Priority
Enter the priority level to use for split queuing after overflow or call forwarding.

I/0 Port Assignment
(a) Onthe COM 1 tab, select OFF or MISto determineif thisport isused for MIS reporting for this
tenant.

(b) Onthe COM 2 tab, select OFF or MISto determineif this port isused for MIS reporting for this
tenant.

STEP 10: Press Update to save the new information.

STEP 11: Press Close to exit the data screen.
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4. Split Data

sy Split Data

Mo Calls Accepted |_

Figure 9-4 Split Data Screen
STEP 1: After assigning the Tenant data, access the Split Data dialog (Figure 9-4).
STEP2: Split
(@) Tenant Number (required)
Select the tenant number from the drop-down menu showing all assigned tenants in the system.
(b) Split (required)

Select the split number using the up and down arrows, or enter anew split number of up to two
numeric characters with a value between 1 and 30. The 30 possible splitsin Call CenterWor X
are shared among the 9 possible tenants, and split numbering begins with “1” for each tenant.
Press the List button on the Split Data screen to see alisting of previously configured splits for

al tenants.

Important:  Step 3: Splits of the Tenant Data programming sets the quantity of splits for thistenant. You cannot
configure more than that programmed quantity of splits for this tenant.

(@) Name (optional)

Enter an optional split name of up to 20 alphanumeric characters.
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Split Data

STEP3:

STEP 4:

STEPS:
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(b) Hot Split

If used, all members of this split must be “automatic” agents. There cannot be a mixture of
standard agent positions and hot agent positionsin the same split. Thisfeature is designed for
analog devices only, such as answering machines, dictation machines, and voice mail
machines. D™ stations cannot be used as members of a Hot Split.

Click to check this box if this split destination will be continually available to answer calls
(such as an automated attendant port). This split istypically not staffed and always logged on.
A position in this split must be removed from the database to be logged off.

ACD Call(s)

() Recover Time (optional)

Using the up and down arrows, set atime between 0 and 255 seconds which indicates the
amount of time an ACD call canring at an agent’ s position before being recovered (put back
into its original queue at the highest priority). It resumes processing itsoriginal CCV at the
point at which it was removed. After the call isrecovered, the agent isimmediately forced to
Work mode with aflashing Work LED and the display “CALL RECOVERED.”

(b) Auto Answer (required)

e Check to select Automatic to connect calls automatically to the agent.

« If not checked, the agent is required to press the Answer button to answer an incoming call.
(c) Auto Work After Call (required)

»  Check to put the agent position into Work mode (unavailable to take ACD calls) after
disconnecting from an ACD call.

« If not checked, the agent position goes into Ready mode (available to receive anew ACD
call) immediately after disconnecting from a previous ACD call.

(d) Require Tally Per Call (optional)

Check to set the requirement that an agent must enter a per-call tally code before the next call
will be allowed to ring in to the position.

Stranded Calls CCV (optional)
(@) Index (optional)

Use the up and down arrows to set the CCV Index to use when recovering calls left in queue
after all agentsin the split have logged off. Valid values are 0 to 60 (0 = feature not used).

(b) Step (optional)

Use the up and down arrows to set the CCV Step to use when recovering calls left in queue
after all agentsin the split have logged off. Valid values are 1 to 20.

Queue

(@ Maximum Depth (required)

Enter the maximum number of callsthat can be in queue at any given time. Valid ranges are
from 1 to 300. If you use Variable Depth Queuing (see Chapter 14 for an example), the valid
range is from 5% to 1000%.
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(b) Agent Priority Queuing (required)
» Check to require that agents are queued according to the split preferencein their logon data.

» Leave unchecked to place agents on a“first come first served” basisin which the longest
waiting agent receives the next call.

(c) Do Not Disturb (required)
» Check toindicate that calls are not queued when no agents are logged in to the split.

» Unchecked (OFF) permits callsto be queued when no agents are logged in to the split. This
isthe default value.

Work Mode

(@) Restricted

» Check to restrict agents from going to Work mode under certain conditions, or to limit the
conditions under which Work mode is used (see the “ Call CenterWor X ACD Features and
Specifications’ manual for detailed listing).

* Unchecked does not restrict Work mode access.
(b) Time Out (required)

Using the up and down arrows, select the number of seconds that a position can stay in Work
mode before being forced to Ready mode. When the timeout expires, the agent will be assigned
acdl if there are callswaiting in queue. The agent may use a Tally-Oh code to disable the
timeout. The Tally-Oh code must be used while in Work mode and only affects the current
timeout. Valid values are from 0 to 999 (0 = feature not used). See the “ Call CenterWorX ACD
Features and Specifications’ manual for detailed information on Tally-Oh codes.

(c) ...While on PBX Call (optional)
Check to apply Work mode timeout (asin Step 6:(b)) to agents’ calls on their PBX lines.

Directory Numbers
(@) Night (optional)

Enter the directory number (2 to 4 digits) where calls will be routed when this split isin Night
mode. This must be a pilot number.

(b) Assist (optional)

Enter the directory number (up to 4 digits) where calls will be routed for assist requests. This
number is overridden by the Assist number in the Logon Data dialog for a particular agent (see
Step 8:(c), “Assist Key\Monitor Me”).

(c) Emergency (optional)

Enter the directory number (up to 4 digits) where calls will be routed for emergency requests.
This number is overridden by the Emergency number in the Logon Data dialog for a particular
agent. See the “CallCenter\WWor X ACD Features and Specifications’ manual for detailed
information on emergency monitoring.
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STEP8: Agent

STEPO:
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(@

(b)

(©

(d)

Logoff Warning Criteria

Thisfeature enablesa“ Logoff Warning” to display if an agent tries to log off when the number
of callsin queuefor the split is greater than or equal to the number of logged on agents. Y ou can
set avalue between “1 Agent” and “9 Agents’ for the maximum number of agents still logged
on to the split when the warning is given. For example, if there are 5 callsin queue, if the
settingis“5 Agents,” and if 8 agents are logged on, then 3 agents can |ogoff without the
warning displaying. If there are till 5 callsin queue, the next of the 5 remaining logged on
agents who tries to logoff will receive the warning.

The more general “Calls>Agents’ setting will display the warning to any agents who try to log
off when the number of queued callsisequal to or greater than the number of logged on agents,
however large or small the number of logged on agents or number of callsin queue.

Choosing the default “Disabled” disables the warning feature.

For more detailed information, see the “ Call CenterWor X ACD Features and Specifications’
manual.

Require Logon ID
Check to require aLogon ID for Agents logging on to this split.
Assist Key “Monitor Me”

Check to enable the “Monitor-Me” feature. An agent may request to be monitored by a specific
supervisor by pressing the ASSIST key. This sends a request to the Assist directory number
(see Step 7:(b)) and allows the supervisor to bein a silent monitor connection listening to the
agent and the calling party. Thisdiffers from the normal Monitoring function, which isinitiated
by the supervisor rather than the agent. See the “ CallCenterWor X ACD Features and
Specifications’ manual for detailed discussions on both types of monitoring.

Unchecked leaves the ASSIST key functioning to allow an agent to call a supervisor for
assistance during an ACD call. This action places the active call on hold and placesacall to a
pre-programmed number (any station in the PBX, an attendant, an individual supervisor, a pilot
number for a split of supervisors, etc.).

Multiple Break Types

Check to allow nine break types; default setting (unchecked) is one break type. Break types can
be named in the CallCenterWor X MIS.

PBX Call

(@

(b)

Auto Work on Ring (optional)

Check to automatically put the agent into Work mode when an incoming call isreceived on the
agent’s PBX line.

Auto Work on Answer (optional)

Check to automatically put the agent into Work mode when an incoming call is answered on
the agent’s PBX line.
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(c) Auto Work on Dial Out (optional)

Check to automatically put the agent into Work mode when an offhook condition exists or a
dial toneis present on the agent’s PBX line.

(d) Auto Ready on Release (optional)

Check to automatically put the agent into Ready mode upon releasing a call on the agent’s PBX
line.

STEP 10: Conditional Queuing Threshold (optional)

(a) Usethe up and down arrows to set the appropriate value as indicated below:
» No Calls Accepted: No incoming calls are accepted into the queue.

» Agents Available: Specify the minimum number of available agents before
calls can be accepted into the queue. If the number of
available agents is greater than or equal to the minimum
specified, the call will be accepted. Valid values are from
1 to the maximum number of positions for your
installation.

e Calls In Queue: Specify the maximum number of unanswered calls
allowed in the split queue before additional calls will not
be accepted. If the number of waiting callsislessthan this
number, the call will be accepted. Valid valuesare from 1
to the maximum number of positionsfor your installation.

Note: Seethe“ Queuing—ACD” section in the “ CallCenterWor X ACD Features and Specifications’” manual for
detailed information on Conditional Queuing Threshold.

STEP 11: Call Waiting Thresholds
(@) Light (optional)

Using the up and down arrows, select the minimum number of calls which can wait in this split
before turning on the Call Waiting lamp. Valid values are from 0 to 300 (0 = feature not used).

(b) Flash (optional)

Using the up and down arrows, select the minimum number of calls which can wait in this split
before flashing the Call Waiting lamp. Valid values are from 0 to 300 (0 = feature not used).

(c) Chime (optional)

Check to produce a Chime at positions currently in Work mode or Break mode when the Call
Waiting lamp isturned on or begins flashing.

STEP 12: Press Update to save the new information.

STEP 13: Press Close to exit the data screen.
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5. Logon Data

& Agent Logon

e ate:

STEP1:
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Figure 9-5 Agent Logon Data Screen
Logon
(8 Tenant Number (required)
Select the tenant number from the drop-down menu.
(b) Logon ID (required)

Enter the agent’ s unique Logon ID number of up to nine numeric characters with arange of
1 t0 999999999. Preceding zeros are not allowed. An ID code may be used at only one position
a any given time. Multiple logons with the same ID are not permitted.

(c) Language (required)

From the drop-down menu, select the language which will appear on the agent’s D'®™ display.
The language selected in the Tenant Data specifies the tenant-wide language if no agents are
logged on using a Logon 1D, while this selection is agent-specific.
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Agent Name (optional)

Enter the name of the agent or supervisor associated with the Logon ID number.

Abbreviated Name (optional)

Enter an abbreviated agent name of up to five alphanumerical characters for usein reports.

Allow Supervisor Tally-Oh Codes (optional)

Check to allow the position to use Supervisor Tally-Oh codes, which invoke various actions
such as statistical displays and mode changes. This permits supervisorsto log in at various
positions based on Logon ID number, rather than being limited to positions which are
configured to accept the Tally-Oh codes. Detailed information on Supervisor Taly-Oh Codesis
available in the “ CallCenterWor X ACD Features and Specifications’ manual.

STEP2: Split(s)

Thelisting of split numbers and names (see Figure 9-5) will appear with adim-out over a number of
splitsequal to the number configured for thistenant. (Thedim-out in Figure 9-5 indicatesthat 3 splits
have been configured in the Tenant Datafor this tenant.)

Note:  The number of splits configured for thistenant in the Tenant Data limits the number of entries acceptable
in this step. For example, if only two splits have been configured in Tenant Data, only two split numbers,
names, and preferences will be accepted in the data entry boxes in the Logon Data configuration.

@

(b)

(©

(d)

(€

()

Any Split (optional)

Check to allow the agent’ s split to be determined by the setting in the Position Data command.
Leave unchecked to specify the agent’ s working split(s) in the following steps.

# (required)

Check the box to the left of this column and enter the first Split Number that the agent is
allowed to take calls from (values are from 1 to 30 for as many splits as are assigned—see Note
above). Depending on the number of splits configured in the Tenant Data, an agent is allowed to
take calls from up to 16 splits.

Split #/ Name (automatic entry)

Theentry of aSplit Number in Step 2b displays alisting of the previously assigned number and
name for that split.

Preference (required)

Click in thisfield and use the up and down arrows to select the agent’s skill level rating for the
specified split. Valid values are from 1= highest to 99 = lowest.

Attribute (required)

Check this box to select the split which isto be the agent’ s attribute (primary) split.
Multi-Split (optional)

Check this box to allow the agent to be logged into all of the allowed splits at once.
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STEP3:

STEP 4:

STEPS:

STEPG:
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Personal Numbers
(@) Assist Request (optional)

Enter adirectory number (up to 4 digits) to be used for the agent’ s assist requests. This number
overrides the Assist number in the Split Data dialog.

(b) Emergency Request (optional)

Enter adirectory number (up to 4 digits) to be used for the agent’s emergency requests. This
number overrides the Emergency number in the Split Data dialog.

Personal Queuing

(@) Pilot Number (required)
Enter the PBX directory number (2 to 4 digits) which will reach the ACD agent directly.
Maximum Queue Depth (required)

Use the up and down arrows to select the maximum number of callsthat can bein queue at any
given time. Valid range is from 1 to 300.

(b) Call Waiting Chime (required)

Using the drop-down menu, choose Off, First, or All to select how the agent will be chimed for
incoming Personal Queue calls.

Personal Overflow CCV
(@) Timeout (optional)

Use the up and down arrows to select the number of seconds that a call should wait in the
agent’ s Personal Queue before overflowing to the Call Control V ector specified in Step 5(b).
Vadid values are 0 to 999 (0 = feature not used).

(b) Index (optional)

Use the up and down arrows to select the CCV Index number to use when the Timeout
(Step 5a) overflowsitslimit. The valid rangeisfrom 1 to 60.

(c) Step (optiona)

Use the up and down arrowsto select the CCV Step number to use when the Timeout (Step 5a)
overflowsits limit. The valid rangeis from 1 to 20 steps.

Personal Forward CCV
(@ Index (optional)

Use the up and down arrows to select the CCV Index number to use when forwarding a call
from the agent’ s Personal Queue when the agent’ s position isvacant or in Break mode, or when
apersonal call isrecovered using the Call Recover feature. Valid values are from 1 to 60.
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(b) Step (optional)

Use the up and down arrows to select the CCV Step number to use when forwarding acall from
the agent’ s Personal Queue when the agent’ s position is vacant or in Break mode, or when a
persona call isrecovered using the Call Recover feature. The valid range is from 1 to 20 steps.

STEP 7. PressUpdate to save the new information.

STEP 8: Press Close to exit the data screen.

NDA-24213 CHAPTER 9
Page 181
Issue 3.0



ACD Procedures
Position Data

6. Position Data

STEP1:

STEP 2:

STEP 3:

Important:
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[& Position Data

e ate:

—

Figure 9-6 Position Data Screen
Tenant Number (required)
Select the tenant number from the drop-down menu.

Position Number (required)

For programming anew entry, enter a PBX directory number for the position, using up to 4 digits
from 10 to 9999. The Paosition number and PBX line number entries are the same entity; they arethe

My Line. If the My Line number is entered in this field, then the PBX line number field below will
be filled with that entry.

For querying existing Position data, you can specify either aPBX number or an ACD number. Either
number will pull up the entry if it isfound in the database.

Line Numbers
(8 ACD (required)

Enter the telephone directory number that receives al of the ACD callsfor this position via
pilot or personal pilot numbers, using up to 4 digits from 10 to 9999.

(b) PBX (optional if analog station)

Enter an additional PBX directory number for the position, using up to 4 digitsfrom 10 to 9999.
(See Step 2)

There should only be two lines on an ACD position: the My Line (PBX) and the ACD Line. If other
lines are programmed on an ACD position, the MIS status may be incorrectly reported.

Do not allow Call Pickup to ACD lines. Do not permit callsto be presented to, or to be made from, an
ACD linedirectly.
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STEP 4. Split Assignment (required)
(@) Any Split
Check to allow any split to work through this position; the splits will be determined by the

Logon ID.
» Leave unchecked to limit the position to the specified split.

(b) Specified
Use the up and down arrows to limit the position to a specified split (values of 1 to 30) if
desired.
STEP5: Press Update to save the new information.

STEP6: Press Close to exit the data screen.
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7. Call Control Vectors

A detailed explanation of the Call Control V ectors programming concept can be found in the “ Call CenterWor X
ACD Features and Specifications’ manual.

ﬁ Call Control Yectors I
Tenant Mumber: TH-1 - CCY Indes: I'I 3: _ FRiemove |
— Call Contral Yectors — Tranzfer Mumbers -
] I List
CCV Action Argurment
1 Queue To Spit 1 ] [2] I
Cloze

2 Pause 5 (3 |
3 IR Announce 9 (4] I
4 End CCW

(5] |
5
g = (6 |
7 ull
B @ |
9

[ |
10

o | (oo
|Riemove Entry ? |

Figure 9-7 Call Control Vectors Screen
STEP 1: Prior to performing the CCV entries:

(a) Assign Station Data inthe PBX for any station or position that is referenced by the CCV asa
transfer destination (see Chapter 4, Heading 2, “Programming the ACD Position Prime Line
and My Line").

(b) Assign a Pilot number to go to the CCV, or to a Week Schedule that referencesthe CCV if
assigned (see Chapter 4, Heading 2, “ Programming the ACD Position Prime Line and My
Line").

(c) Set up any IVR data that will be referenced for announcements (through QueWbr X or another
Infolink application).

(d) Complete the assignments of PBX datafor Announcement Trunks that are referenced by the
CCV (see Chapter 4, Heading 5, “Programming ACD Group Announcements”).

(e) Assign datainthe ACD for any Splits that are referenced by the CCV (see this chapter,
Heading 4, “ Split Data”).

(f) Configure Tally DN data before using the Tally Long or Tally Short CCV Actions (see this
chapter, Heading 14, “System Data,” step 1).

STEP2: Open the Call Control Vectors screen through the MAT command or icon.
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STEP 3: Tenant Number

Using the drop-down menu, choose the number (required) and name (optional) of the Tenant which
the ACD is serving.

STEP4: CCV Index
Enter an Index number (from 1 to 60) to aCCV.
STEP5: Call Control Vectors

(@) CcCV Action

Inthefirst available CCV Action (Step) field (step numbers can range from 1-20), click in the
datafield and select an Action from the drop-down menu. Y ou can also select an Action by
entering the first letter (or enough letters to make the entry unique) and pressing the Tab key.
Thiswill fill in the Action step entry. An Action step can be inserted into an existing series by
using the keyboard Insert key. Action steps can be removed with the keyboard Delete key.

Possible CCV Actions are:
e Pause ¢ Cond. Queue ¢« VR Announce ¢ IVRDn
¢ Announcement ¢ Dequeue From e ETALess e  Split<ETA
 Goto CCV ¢ Queue To Split e ETA Greater e Split>ETA
« Hang Up e EndCCV * RingDeay e Up Priority
e TransfertoPBX < If Not Queued e Tally Short
* New Priority e Skip  TalyLong
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STEP6:
STEP7:

STEP8:
STEP9:
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IR Announce
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ETA Greater
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Split = ETA, ﬂ
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Figure 9-8 CCV Action Choices
(b) Argument

Tab to the Argument field and enter avalid Argument for the corresponding Action. This can
be a split number (asin Argument 1 in Figure 9-7), the number of secondsif a Pause Actionis
programmed (as in Argument 2 in Figure 9-7), or other specifications needed to carry out the
programmed Action.

Repeat Step 5 for each CCV Action you want to assign.
Transfer Numbers

In the Transfer Numbersfield, enter the directory number to be dialed for each “Transfer To PBX”
or “IVR Dn” CCV step.

Press Update to save the new information.

Press Close to exit the data screen.
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8. Pilot Data

STEP1:

STEP 2:
STEP 3:

STEP 4:

STEP5:

STEPG:

F = Pilot Data

H pdEte:

Figure 9-9 Pilot Data Screen
Prior to performing the Pilot Data entry, assign each Pilot Number as a“monitored number” in the
PBX if this has not already been done (see Chapter 4, Heading 2, “Programming the ACD Position
Prime Lineand My Line").
Open the Pilot Data screen (Figure 9-9) through the MAT command or icon.
Tenant Number (required)
Using the drop-down menu, select the number of the Tenant.

Pilot Number (required)

Enter aPBX directory number (Pilot Number) that isdialed in order to enter the ACD (valid range
2to 4 digits).

Name (optional)

Enter the Name to be displayed on the agent’s D*™ LED when acall is assigned from this Pilot
Number.

Route to (required)

Under Route to Method, use the drop down menu to choose between CCV and Week Schedule as
the method to be used to route a call presented to this Pilot Number.

(8 Index

If you selected CCV:

(1) Tabtothelndex field and use the up and down arrows to choose the CCV Index Number.

NDA-24213 CHAPTER 9
Page 187
Issue 3.0



ACD Procedures
Pilot Data

(2) Tabtothe Step field and use the up and down arrows to choose the starting CCV Step.
(b) Week Schedule

If you selected Week Schedule, tab to the Week Schedule field and enter the Week Schedule
reference number.

STEP7: Alternate Night CCV

Normally, calls that attempt to queue to a split in night mode will follow the split’s night
routing (if the call is not already queued in another split). This feature allows calls to be routed
to adifferent night destination based on the pilot number the call originally used. Calls can then
be sent to the same split from different pilot numbers, and can be routed to different night
destinations.

(@ Index
Enter the CCV index to use for the pilot’s aternate night destination.
(b) Step
Enter the CCV Step number to use for the pilot’ s alternate night destination.
STEP8: Priority
Priority numbers can range from 1 to 250, with the default being 15.
(@ Internal

Enter the priority number (1-highest to 250-lowest) to use when queuing internal callsto the
Pilot Number from a station or non-ACD trunk.

(b) Trunk

Enter the priority number (1-highest to 250-lowest) to use when queuing ACD trunk callsto
the Pilot Number.

(c) Transfer

Enter the priority number (1-highest to 250-lowest) to use when queuing transferred calls to
the Pilot Number.

STEP9: Press Update to save the new information.

STEP 10: Press Close to exit the data screen.
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9. Trunk Group Data

STEP 1

STEP 2:

STEP 3:

STEP 4:

Trunk Group Data
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Figure 9-10 Trunk Group Data Screen
Tenant Number (required)
Using the drop-down menu, select avalid Tenant Number.
Trunk Group (required)
Using the up and down arrows, select a Trunk Group Number between 1 and 63.
Name (optional)

Enter the Trunk Group Name (such asWATS, DID, or another significant name). This name may be
displayed on the agent’s D'*™ LED display

Priority (required)

Using theup and down arrows, select the priority level of this Trunk Group (1-highest to 250-lowest).
The default priority is 15.
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STEPS:

Trunk Table Selection (required)

There are four number pads for the selection of trunk circuits. The circuit numbers begin with 1
through 70 (see Figure 9-10) and pressing the “ greater than” button (>) opens the second number pad
for selecting circuits 71 through 140 (see Figure 9-11).

Two further number pads—for selecting circuits 141 through 210, and circuits 211 through 255—are
accessed by pressing the > button to go to higher values. Press the < button to go to lower values.

Using the number pads, select the circuits to make up the Trunk Group. Each selected circuit
number will show ared border (see button 5 in Figure 9-10). To remove a circuit from the group,
press the numbered key again (the red border will be removed).

CallCenterWor X provides 255 circuits, configurable in up to 63 trunk groups, to be shared among
the 9 possible tenants. A Trunk Group can have up to 127 circuits. Trunk Group humbers are unique
to the tenant they are configured for, and attempted entry of an already-assigned Trunk Group

number will generate an error message in the Operation Result Message Bar on the Data Entry
screen.

Trunk Group Data |
— Trunk Group
Tenant Mumber: ||1 [ terant one |j Trunk Group: |1 3: Update |
M arme; I Fricrity: |'| 3:
Ligt |
< -

Cloze

i1 H?Z 73 74 75 Fii] 7 78 70 a0

81 g2 83 g4 85 g6 a7 a8 a9 o0

o1 g2 03 04 05 06 97 098 09 100

101 (102 (103 |104 (105 (106 |107 (108 |109 |110

111 |112 |113 | 114 | 115 |116 | 117 | 118 119 |120

121 122 1123 | 124 1256 126 |127 (128 |129 |130

131 |132 133 | 134 135 136 |137 |138 |139 |140

STEPG:

STEPT:
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Figure 9-11 Trunk Group—Second Number Pad of Four
After completing the selection of circuitsfor this Trunk Group, press Update to save theinformation.

Press Close to exit the data screen.
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STEP1:

STEP 2:

STEP 3:

STEP 4:

STEP5:

STEPG:
STEPT:
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Figure 9-12 IVR Data Screen
Prior to entering the IVR Data:

(a) Assign IVR numbersin the PBX (see Chapter 4, Heading 2, “Programming the ACD Position
Prime Lineand My Line").

(b) Enter the IVR Pilot Number in the ACD Tenant Data (see this chapter, Heading 3, “ Tenant
Data’).

Open the IVR DataMAT command screen (see Figure 9-12) using the menu or the toolbar icon.
Tenant Number

Select the Tenant Number from the drop-down menu.

Directory Number

Enter a PBX Directory Number (2 to 4 digits) to register it as an IVR port with the ACD.

Port

Using the up and down arrows, select a Port on the IVR to be associated with the IVR Directory
Number (see Step 4) on the PBX.

Press Update to save the new information.

Press Close to exit the data screen.
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11. Week Schedules

STEP1:

STEP 2:

STEP 3:
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Figure 9-13 Week Schedules Screen
Tenant Number
Select a Tenant Number from the drop-down menu.
Schedule

Select aWeek Schedule Number using the up and down arrows. The valid rangeis from 1 to 30.
Week Schedule Numbers are unique to the tenant they are configured for, and attempted entry of an
aready-assigned number will generate an error message in the Operation Result Message Bar on the
Data Entry screen. Press the List button to see areport of all Week Schedule configurations for all
tenants.

Day-Time-CCV Index-CCV Step

(@ Day

Click in the Day column to generate the drop-down menu, and select a Day to be assigned to
this Week Schedule. Optionsinclude individual choices by day (such as Monday, Tuesday);
choice of business day or weekend (M-F, S-S); or the option of ALL. Thefirst entry ispre-set at
Monday, which is the beginning of the week to the ACD.
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(b) Time

Select a Start Time for the day selected in Step 4a. Click in the field to generate up and down
arrows. Thefirst entry is preset at “00:01.”

(c) CcCV Index

Select aCCV Index (reference number) for aCall Control Vector (see Heading 7, “ Call Control
Vectors,” Step 4) assigned to this Week Schedule. Click in the field to generate up and down
arrows.

(d) ccv step

Select the Call Control Step number (between 1 and 20) in this CCV which begins the sequence
of call routing for the day and time programmed above. Click in the field to generate up and
down arrows.

Since Monday at one minute past midnight is the beginning of the week to the ACD, the Index
and Step values for the first (Monday) entry will be automatically programmed with the values
of the last entry made if no other entries have been made in the Monday fields. Under ordinary
circumstances the user will not need to program the Monday entry.

STEP 4. Repeat Steps4a, 4b, 4c, and 4d for each entry you want to include in the Week Schedule.
STEP5:. Press Update to save the new information.

STEP6: Press Close to exit the data screen.
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12. Holiday Schedules
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Figure 9-14 Holiday Schedules Screen
STEP1: Assign aWeek Schedule (see Heading 11, “Week Schedules”) for the holiday(s) planned.
STEP2: Tenant Number
Select atenant number from the drop-down menu.
STEP3: Schedule

Select aschedule number between 1 and 30 by using the up and down arrows. Up to thirty schedules
can be programmed per tenant.

STEP4: Start Time
Select a starting time for this schedule number.
STEP5: CCV Index

Select the CCV Index reference for this schedule number.
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STEPT:
STEP8:

STEPO:
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CCV Step

Sdlect the Call Contral Vector Step number (between 1 and 20) in this CCV which begins the
sequence of call routing for the day and time programmed above.

Repeat Steps 4, 5, and 6 for each entry you want to include in this holiday schedule.
Press Update to save the new information.

Press Close to exit the data screen.
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13. Holiday Calendar

|'I_| lenant one

Figure 9-15 Holiday Calendar Screen
STEP1: Tenant Number
Select a Tenant Number from the drop-down menu.
STEP2: Schedule

Select aHoliday Schedule number from 1 to 30 to be used on a particular date (see Heading 12,
“Holiday Schedules’).The drop-down menu for Schedule number will include a list showing each
schedule number and its associated color (see Figure 9-16).

STEP 3. Calendar Setting

(a) Select the desired month by using the forward (>) or backward (<) buttons.

(b) Select thedesired date by pressing the numbered date buttons on the calendar. The selected date
will be highlighted by a colored square indicating which of the thirty schedules has been pro-
grammed (see Figure 9-15).
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ﬁ Holiday Calendar
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Figure 9-16 Schedule Number Menu

STEP 4. Repeat Steps 3(a) and 3(b) until al desired holiday dates have been programmed. The Holiday Cal-
endar can be programmed up to 365 daysin advance, and there is no limit to the number of holidays
that can be programmed within a month.

STEP5: Press Update to save the new information.

STEP6: PressClose to exit the data screen.
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14. System Data

CAUTION:

These settings should be modified with care as they alter the behavior of the ACD.

Ll System Data
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Figure 9-17 System Data Screen - User Settings

14.1 User Settings

Thisdatais used to customize the ACD for specific features including Infolink and MIS message
generation, debugging tools, and phoneset operation. It is primarily for use by technical personnel.

Note:  To use default values, leave a checkbox unchecked. To verify current settings, pressthe List button to
display the System Data report.

STEP1:

STEP 2:
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CCV Tally DN (optional)

Thisfield provides adirectory number to be used when sending tally codesto the MIS as aresult of
Call Control Vector processing (Tally Long/Tally Short). Normally, entered tally codes are
associated with the agent position which input them. However, thereis no agent position when using
CCV tally codes and the MIS system requires that each tally code have an associated position.
Value = 4 numeric characters.

Send AO(MIS) Msg. (required)
Values: Yes/ No Default = No

Thisfield determines whether or not the A0 MIS message is sent by the ACD to an attached MIS
system. This message contains the address of the ACD call record.
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STEP 3:

STEP 4.

STEPS:

STEP6:

STEPT:

STEP8:
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Display ‘ANI NONE’ (required)
Values: Yes/ No Default = No

Thisfield determines whether the “ ANI NONE” message will be displayed on agent terminals
(ringing and answer) for ACD callswhich have no associated ANI information. Thedisplay issimply
omitted from the connection display sequence when the value “No” is chosen.

Queue High Priority (required)
Values: Yes/ No Default = No

Thisfield determines whether incoming ACD calls with a priority of 1, 2, or 3 will adhere to maxi-
mum gueue depth valuesfor agiven split. A valueof “Yes’ will instruct the ACD toqueue ALL such
callsto asplit (asdirected by a Call Control Vector) regardiess of queue depth limitations. All other
calls (priorities above 3) will be subject to maximum queue limits. Priority is determined based upon
ACD database programming in the Pilot Data, Trunk Group Data, and CCV programming.

Display IVR Header (required)
Values: Yes/ No Default = Yes

Thefield specifieswhether the IV R dialed digits connection display isto contain aleading descriptor
“IVR.” Disabling this descriptor allows an increase to 16 characters to be displayed instead of 12.
The IVR diaed digit connection display is not displayed unlessit is activated using Tally-Oh 021.
See the “ Call CenterWor X ACD Features and Specifications’ manual for detailed information.

ETA Includes Excess Work (required)
Values: Included / Excluded Default = Excluded

Thisfield determines whether or not agents who have been in work mode for an excessively long
timewill be included in the calculation of the Estimated Timeto Answer (ETA) for a particular call
or split.

Infolink with Call ID (required)
Vaues: Yes/ No Default = No

Thisfield determines whether the ACD will send call identifier fields as part of certain Infolink
messages (1Q/1q, IS, IT, 1U, 1V). These fields uniquely identify an individual call whileit remains
inside the realm of the ACD to help Infolink applications keep track of the call.

Call Timeout Audit (required)
Values: Enable/ Disable Default = Disable

Thisfield enables a specialized call record audit for finding and correcting potentia problemsin the
timeout processing routines inside the ACD.
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STEPO:

STEP 10:

STEP 11:

STEP 12:

STEP 13:

STEP 14:
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Orig Detail Codes (required)
Values: Yes/ No Default = No

Thisfield specifies which values the ACD will send for the detail code field of Infolink
Acknowledgement (1Y and 1X) messages. The value of “Yes’ will result in detail codes of 01-06
(those specified in the original version of Infolink) only. The use of original codes only might be
needed if the Infolink application cannot properly handle additional codeswhich have been added to
the Infolink specification.

Incoming Call Msg (required)
Values: 1Q/Iq Default = 1Q

Thisfield determines which type of Infolink Incoming Call Notification (1Q/lq) message will be
generated by the ACD. Both contain similar information (the |q adds the queued to split numbers)
about an ACD call which has just queued to an ACD split.

Outbound Call Disp (required)
Values: 1Z/1z Default =1Z

Thisfield indicates which type of Infolink Outbound Call Disposition (1Z/1z) message will be
generated by the ACD. Both contain similar information (the |z adds the pilot/personal pilot number
associated with the outbound call) about the disposition of an outbound ACD call.

Reclaim IVR Call to  (required)
Values: Music/ Ringback  Default = Music

Thisfield determineswhat will be heard by callerswho have been connected to an I VR (vialnfolink)
and subsequently reconnected to an ACD pilot.

Work Key Press  (required)
Values: Disable Timer/Ready Mode  Default = Ready Mode

Thisfield alows the customization of the effect of pressing the work key when in “timed” work
mode (as aresult of work mode timeout programming). Pressing the work key can result in either
(1) agent immediately exiting work mode, or (2) work mode timer being deactivated and the agent
remaining in work mode until the work key is pressed again.

Dash
(@ Min Len (required)
Values: 1to 16 Default =7

Thisfield determines the minimum length (digits) of ANI information which will result in the
ACD inserting dashesin the ANI agent display for ACD calls (ringing and answer).

For example, the value of 7 would require that the ANI contain at least 7 digits before any
dashes would be displayed. The location of any dashes is determined by other system data
fields.
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Index 1 (required)
Vaues: 0to 11 Default =5

Thisfield determines the location of the first dash (if appropriate) for ANI agent displays for
ACD calls (ringing and answer). For example, the default value of 5 would result in a dash
being inserted between the 4th and 5th digits of the ANI (counting backward from the last
digit). An ANI of 2145559999 would then be displayed with a dash inserted as such:
214555-9999. A value of 0 indicates that the dash is not desired.

Index 2 (required)
Vaues: 0to 11 Default =8

Thisfield determines the location of the second dash (if appropriate) for ANI agent displays for
ACD calls (ringing and answer). For example, the default value of 8 would result in a dash
being inserted between the 7th and 8th digits of the ANI (counting backward from the last
digit). An ANI of 2145559999 would then be displayed with a dash inserted as such:
214-5559999. A value of 0 indicates that the dash is not desired.

Index 3 (required)
Values. 0to 11 Default =11

Thisfield determines the location of the third dash (if appropriate) for ANI agent displays for
ACD calls (ringing and answer). For example, the default value of 11 would result in adash
being inserted between the 10th and 11th digits of the ANI (counting backward from the last
digit). An ANI of 12145559999 would then be displayed with a dash inserted as such:
1-2145559999. A value of 0 indicates that the dash is not desired.

Index 4 (required)
Values: 0to 11 Default=0

Thisfield determines the location of the fourth dash (if appropriate) for ANI agent displays for
ACD calls (ringing and answer). For example, the default value of 11 would result in adash
being inserted between the 10th and 11th digits of the ANI (counting backward from the last
digit). An ANI of 12145559999 would then be displayed with a dash inserted as such:
1-2145559999. A value of 0 indicates that the dash is not desired.

Index 5 (required)
Values: 0to 11 Default =0

Thisfield determines the location of the fifth dash (if appropriate) for ANI agent displays for
ACD calls (ringing and answer). For example, the default value of 11 would result in adash
being inserted between the 10th and 11th digits of the ANI (counting backward from the last
digit). An ANI of 12145559999 would then be displayed with a dash inserted as such:
1-2145559999. A value of 0 indicates that the dash is not desired.
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CAUTION: Use extreme caution. Do not modify any of these settings except at the direction of NEC
technical personnel (your NEC Associate or the NEC National Technical Assistance Center).
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Figure 9-18 System Data Screen - Time Out Settings

14.2 Time Out Settings

This data maintains the ACD’s System Data for time out information. It allows custom programming of
some timers used by the ACD.

Thisdatais critical to the operation of the ACD and should be modified with extreme caution and only at
the direction of NEC technical personnel.
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Note: Thiscommand isprimarily a utility service used by technicians.
Eg Communication Data
— Server Communication Settings
| mdate
PE= 1P Address: iy 022 033 055 I_I
Min PE Port; |1 024 kax PB4 Port: |1 033 List |
ACD Client Port; |1 0239 FEB: Healthcheck: [
Clogze |
TCRAP I:::unneu:tiu:uns...l
— 40 Part Tupes
Fart 1: OFF - Paort 2. |OFF -
Part Settingz |
|
Figure 9-19 Communication Data Screen
STEP 1. Server Communication Settings
Important: Changesto the Server settings will require shutdown and restart of the Server.

(@) PBXIP Address (required)

Enter the four octet | P address for the PBX.

(b) Min PBX Port

The Min PBX Port and Max PBX Port values indicate the range on the socket ports that the
PBX specified in Step 1(a) is monitoring for external TCP/IP connection data. These settings
tell the ACD what rangesto try in order to establish connection. The default value of the Min

PBX Port setting is 1024.

(c) Max PBX Port

The default value for the Max PBX Port as discussed in Step 1(b) is 1039.

(d) ACD Client Port

The ACD Client Port listens for external TCP/IP connections to the ACD (such as Infolink, an
MIS connection, or a Trace connection). The default valueis 1039.
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STEP 2:

STEP3:

STEP 4:

(e) PBX Healthcheck

When this box is checked, amonitoring signal is sent and received every 32 seconds to confirm
connectivity. After two instances of non-return of the signal, the ACD restarts and reconnects
with the PBX.

The default condition is unchecked = OFF.
View TCP/IP Connections

Press this button to look at remote TCF/IP clients that are currently connected to the ACD (by
Connection Number, Connection Type, Remote |P Address, Remote Socket Port, Tenant
Subscriptions, RX Bytes, and TX Bytes).

1/0 Ports
(@) Port 1 Type (required)
From the drop-down menu, select:

*  MIS-2 to send MISinformation or trace data over this port.

e DOWNLOAD toforce an MIS download over an MIS port. This option will not alter the
existing port type.

e OFF if thisport is not used.
(b) Port 2 Type (required)
From the drop-down menu, select:

e MIS-2 to send MIS information or trace data over this port.

e DOWNLOAD toforcean MISdownload over an MISport. Used only if thetrace destination
isset to “1/O Port.” This option will not alter the existing port type.

e OFF if thisport is not used.
Port Settings

Press this button to invoke the control panel aplet that is currently installed on the Windows NT
system. This provides away to go manually to the Windows Settings/Control Panel.

Note: Thisappliesonly if the MAT is run on the same computer as the ACD.

STEPS:
STEPG:
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Press Update to save the new information.

Press Close to exit the data screen.
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16. Backup Database

Databaze Backup/Restore

Figure 9-20 Backup Database Screen
STEP1: Operation
(@) Backup
Select this option to back up the ACD database file.
(b) Restore
Select this option to restore the database file using a previous Backup file.
STEP2: Database File
(@) Drive/Directory

(1) Use the browse button (showing three dots) to open the Select Directory dialog box (see
Figure 9-21).

(2) Choose the drive and directory for the location of the ACD database file and press OK
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Select Directory
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Figure 9-21 Select Directory - Backup
(b) File

(1) Use the browse button (showing three dots) to open the Select File dialog box (see Figure
9-22).

(2) Enter afilename for the ACD database file or select alisted file and press Open.

Select File

Metwark, Meighborhiood

| 0nline Services
5 vour Briefcaze

ACD Databaze Files [*ACD] |_

Figure 9-22 Select File - Backup
(3) If afilenameis entered, it should have an ACD extension.
STEP 3. Comments

Enter any comments you would like to be associated with the database file.
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STEPS:
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ACD Database Summary
(@) Backup

The date, hour, and minute of the current backup of the database.
(b) Modified

The date, hour, and minute of the last modification to the datain this backup.
(c) Version

The version of the software used in this backup.
(d) Tenants

The number of Tenants configured in this backup of the database.
(e) Splits

The number of Splits configured in this backup of the database.
(f) Positions

The number of Agents configured in this backup of the database.
(g) Agents

The number of Agents configured in this backup of the database.
(h) Pilots

The number of Pilots configured in this backup of the database.
File Database Summary

Theitems are the same as for the ACD Database Summary above. The statisticsin the File Database
Summary are for comparison to the statisticsin the latest ACD Database Summary.
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17. Trace Settings

CAUTION: Thisfeature should be used only at the direction of NEC technical personnel (your NEC
Associate or NEC National Technical Assistance Center).

# Trace Settings
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Figure 9-23 Trace Settings Screen

The check boxesinthe Subsystem and State Machine sections provide away for engineersto select trace data
in order to investigate different types of problems.

STEP1: Destination
(&) Screen
Check to display Trace messages to the screen.
(b) File
Check to send Trace messages to afile. If checked, enter the destination file name.
STEP2: PressUpdate to save the new information.

STEP3: PressClose to exit the data screen.
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CHAPTER 10 MIS Procedures
1. CallCenterWorX MIS Initial Setup

STEP 1. Select Programs \ NEC CallCenterWorX \ MIS \ MIS Setup from the Start menu on your taskbar
as shown in Figure 10-1.

Mew Office Docurment
B Open Office Document
EJelE I @.ﬁ.:cessaries L4
Favontes k @Wiiip
@.ﬁ.dministrative Toals [Cormmaon] *
ﬁ Documents 4 EEDmmand Prornpt
& ST - @ Internet Explarer »
[ Microsaft Web Publishing ¥
% Eind M (8 Micrasoft Develaper Network
@ el [ Micrasaft Dffice r
@ Microzoft Reference »
22| Run.. (8 Micrasoft \Web Publishing ~ »
FE MEC CallCenter/ons »
@) Lag O Software Developrment K =
Software Toalz M S ystem Manual = ]
Shut Diaw,.. L= Startup H @ MIS Help
4 Start ! MI5 Reference Guide

Figure 10-1 Start CallCenterWorX MIS-Setup

Important: If you did not choose the C:\Program Files directory asthe location for the CallCenterWor X program
files during the installation procedure, and you did not make a note of the location you chose, you will
need to use Windows Explorer or the Find tool in the Start menu on the taskbar to find the
Call CenterWor X MI S-Setup executable.
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STEP2: The CalCenterWorX MIS-Setup window displays, as shown in Figure 10-2.

[T CallCenterworX MIS - SETUP

HIS|0y e =] @fu] ©]P

Figure 10-2 CallCenterWorX MIS-Setup Window

STEP 3: From the Configuration menu, select System Parameters. The Change System Parameters
window displays, as shown in Figure 10-3.

Change System Parameters

Figure 10-3 Change System Parameters Window—-RS-232
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STEP4: Click the Communication Type drop down menu and select either RS-232 or TCP/IP.

(8 Choose RS-232 (see Figure 10-3) if you are setting up a serially connected PC. The fields used
for an RS-232 connection—COM Port, Baud Rate, Parity Bit, Data Bits, and Stop Bit as
shown in Figure 10-3— are set to default values. Go to Step 5.

(b) If you choose TCP/IP (see Figure 10-4), the Communication Type fields used for RS-232 are
replaced by Host Name or IP Address and Tenants fields. A matching Host Name is required
for communication between the Call CenterWor X ACD and CallCenterWor X MIS. Go to Step 9.

Change System Parameters

TR~

Figure 10-4 Change Systems Parameters Window—-TCP/IP

STEPS5: If you selected RS-232 in Step 4, select the appropriate COM Port from the COM Port drop down
menu (refer to Chapter 5, Heading 1.3, Step 10: and Heading 2.2, Step 8:). Go to Step 6.

Important: The default values in the RS-232 fields for Baud Rate, Parity, Data Bits, and Sop Bits should not be
changed without consulting your network administrator.

STEP6: (Optional) Select the appropriate Wall Board Port from the Wall Board Port drop down menu. This
cannot be the same port selected as the COM Port in Step 5:. Go to Step 7.

STEP7: Start with most settings at the default value. The ones you might want to change are:

NDA-24213 CHAPTER 10
Page 211
Issue 3.0



MIS Procedures
CallCenterWorX MIS Initial Setup

(@ Download Names

This setting controls whether the names given in the ACD database are downloaded to the MIS
database upon startup (see this chapter, Heading 2, “ Configuring the MIS,” and Heading 3,
“Naming Entities,” for details). If you wish to keep the MIS database independent, set this
parameter to “OFF.” The default for thisitemis“ON.”

(b) Report Agent Personal Queue

Thissetting dependsonthe ACD Logon Data. If apersonal queueisconfigured there, the ON”
setting here will alow reporting on Agent Personal Queue statistics.

(c) System GOS Threshold

The Grade of Service specifies the percentage of calls answered within a specified amount of
time in relation to the total number of calls received. This setting determines the number of
seconds used in calculating the Grade of Service.

STEP8: Click OK to save the new communication configuration and close the CallCenterWor X M| S-Setup
window.

STEP9: If youselected TCP/IP in Step 4, enter the Host Name or 1P addressinthe Host Name or IP Address
fidd. Your network administrator can tell you the Host Name to assign.

STEP 10: Pressthe Configure button to open the Select Tenants screen in Figure 10-5. The Tenants to
Choose From listing shows the range of tenant numbers (1-9) available to be used by CallCenter-
Wor X ACD, but isnot an indication that all of these numbers have actually been configured in the
ACD. See this chapter, Heading 9, “ System Name Assignment,” for further information.

Select Tenants |
Tenants ta Chaoze From Tenants Selected
2 - 1
3 Add >
4
]
o <- Remove |
7
5 =
Cancel |

Figure 10-5 Select Tenants Window

STEP 11: Select atenant number you wish to monitor and use the Add button to move it to the Tenants
Selected listing. TheRemove button moves asel ected number back to the Tenantsto Choose From
listing. The number(s) on the Tenants Selected listing will appear in the Tenants box under the
Communication section on the Change System Parameters screen. See Chapter 2, Heading 8,
“Multi-tenant MIS Considerations—Split Numbering,” for detailed information concerning tenant
assignment in the MIS.

Note: If one or more tenants are assigned under the TCP/IP configuration and none of these tenants exist in the
ACD, the MISwill fail to receive the download information and will not initialize.
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STEP 12: Click OK to save the setting. Go to Step 13.
STEP 13: Start with most of the remaining settings at the default value. The ones you might want to change are:
(@) Download Names

This setting controls whether the names given in the ACD database are downloaded to the MIS
database upon startup (see this chapter, Heading 2, “ Configuring the MIS,” and Heading 3,
“Naming Entities,” for details). If you wish to keep the MIS database independent, set this
parameter to “OFF.” The default for thisitemis“ON.”

(b) Report Agent Personal Queue

This setting depends on the ACD Logon Data. If apersonal queueis configured there, the ON”
setting here will allow reporting of Agent Personal Queue statistics.

(c) System GOS Threshold

The Grade of Service specifies the percentage of calls answered within a specified amount of
timein relation to the total number of calls received. This setting determines the number of
seconds used in calculating the Grade of Service.

STEP 14: Click OK to save the new communication configuration and close the CallCenterWor X M| S-Setup
window.
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2. Configuring the MIS

There are several types of configuration data which affect the runtime characteristics of the Call CenterWor X
program.

21

2.2

2.3

ACD configuration data

ACD configuration datais used in the ACD system and affects the processing of calls. Theinitial datafor
these fields is downloaded to the MIS system during start-up. The following fields are stored in the ACD
system but may be modified in the MIS:

e Agent Logon ID Code assignment
e Position Split Assignment
e Split Inflow Threshold & Overflow Delay Threshold

Local configuration data

Local configuration datais used only by the MIS and does not affect the ACD. This data can be used to
adapt the MISfor your particular operations. The following fields are assigned and stored in
CallCenterWorX MIS:

* Grade of Service Threshold
» Answer Delay Interval and Abandon Delay Interval
e Wall Board Configuration

Assighed Names

Certain configuration data used in the M 1S (assigned names such as Split and Agent, which arereferenced
by both systems) can be synchronized to match the configuration datain the ACD (see
Heading 3, “Naming Entities").
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3. Naming Entities

CadllCenterWor X entities such as Tenant, Split, Trunk Group, Pilot, Tally Code, and Agent Group can be
named. Although thisisan optional feature, the use of aname in addition to anumber may enable the call center
manager to more easily identify an entity. Refer to the specific proceduresto determine size limits for each type
of name.

¢ Some of these entities can also be named in the ACD database, and these names are downloaded to the MIS
database at start-up.

e Theacceptance or rejection of this download can be set under the Download Names field in the Change
System Parameters window (see Figure 10-3 and Figure 10-4) accessed from the Configuration menu.

¢ The"ON?" setting accepts the downloaded names and synchronizes the databases on this item.

e The"OFF" setting rejects the downloaded names and makes the databases independent on this item.

Important: The ACD data download will override an MIS entry unless the Download Names setting is“ OFF.”
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4. Agent Procedures
4.1 Adding an Agent

The Agent Assignment window is used to add or modify agent information. All agent informationis
referenced by the Agent Logon ID. The Agent ID isdisplayed along with the Agent Name, Agent Group
Number, Agent Group Name, Agent Position (if logged on), and Attribute Split assignments.

STEP 1. From the Configuration menu, select Agent Assignments to access the Agent Assignments
window (Figure 8-11).

STEP2: From the Edit menu inthe Agent Assignments window, select Add Record. The Add Agent
Record window displays (Figure 10-6)

Add Agent Record

Agent D : |1
Agent Mame :
Agent Group : |1

Attribute Spht : 4

Cancel

] [

Figure 10-6 Add Agent Record Window

STEP 3. Enter anumericlogon ID inthe Agent ID field. This value can be up to 9 digits long. L eading zeros
are not allowed.

Note: TochangetheAgent ID or Attribute Split after they areentered requiresdd eting the entire Agent Record, then adding
anew Agent Record which indudesthenew Agent 1D and Attribute Split. Refer to Heading 4.3, “ Deleting an
Agent” , for information on deleting an agent’s record.

STEP4: Enter an agent name in the Agent Name field. This name can contain up to 20 aphanumeric
characters.

STEP5: Sdect an agent group number in the Agent Group field (see Heading 5.). This number can range
from 1to 16. The Agent Group field has up and down arrows, and you can enter anumber by either
of the following methods:

¢ Double-click the current number and type over it.

» Usethe up and down arrowsto scroll through the list of available numbers and select the desired
number.

STEP6: Click the Attribute Split drop down menu and select the number of the primary split in which this
agent will be working.
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Choose one of the following:

» Click OK to add the agent and close the Add Agent Record window.
» Click Cancel to close the Add Agent Record window without adding the new agent.

4.2 Changing an Agent Name

STEP1:

STEP 2:

STEP 3:

On the CallCenterWor X consol e screen, open the Configuration menu (see Figure 8-9) and select
Agent Assignment to access the Agent Assignments window as shown in Figure 8-13.

Choose one of the following:

» Triple-click the Agent Name field you wish to change. (Thefirst click moves the cursor into the
field, the second and third clicks act as aregular double-click by highlighting the text.)

» Usetheup, down, left, and right arrows on your keyboard to select the Agent Name field you
wish to change.

Type the new agent name over the selected old agent name and press Enter.

Note: Thefieldswhich require data entry in CallCenterWor X Ml Sare designed to be self-explanatory. If you have
difficulty operating a specific field, click one of the help buttons (discussed in Chapter 11,Heading 2,
“ Accessing the Online Help System” ) to open the online Help.

4.3 Deleting an Agent

STEP1:

STEP 2:

STEP 3:

STEP 4:

Fromthe Configuration menu, select Agent Assignments to accessthe Agent Assignment window
as shown in Figure 8-13.

From the Edit menu inthe Agent Assignment window, select Delete Record. The Delete Agent
Record window displays asin Figure 10-7.

Delete Agent Record |

Select a record to delete

Figure 10-7 Delete Agent Record Window

Enter the row number (from the Agent Assignment window) of the agent you wish to delete in the
Select arecord to delete field.

Choose one of the following:
» Click OK to delete the agent and close the Delete Agent Record window.
» Click Cancel to close the Delete Agent Record window without deleting the agent record.
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5. Agent Group Name Assignment

STEP 1. Choose Agent Group Assignments under the Configuration menu. The Agent Group Name
Assignment window (see Figure 8-16) will display.
STEP2: All agents are originally assigned to Agent Group 1 and must be reassigned to create other groups.
(@) If this has been done previoudly, alisting of any previously assigned numbers and names will
appear on the Agent Group Name Assignment screen. Choose the next unused group number
and go to Step 3.
(b) If thisisthe first additional group, begin the new group entry in Step 3.
STEP 3. Enter the new Agent Group Number from the drop-down menu in that column.
STEP4: Enter the Agent Group Name you wish to assign in the Agent Group Name column.
STEP5: Choose one of the following:
» Select OK to accept the entry and close the assignment window.
¢ Select Cancel to close without assigning the name.
STEP6: If you choseto assign a new Agent Group Number and Agent Group Name, and you wish to place
agents in this new group, open the Agent Assignment window under the Configuration menu.
STEP 7. Enter the appropriate number in the Group Number field for an Agent to be assigned to the new
group.
STEP8: Choose one of the following:
e Select OK to accept the entry and close the assignment window.
» Select Cancel to close without assigning the number.
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6. Pilot Assignment

STEP 1. FromtheConfiguration menu, select Pilot Assignment. The Pilot Assignment screen will display
(Figure 10-8).

Note: If the Pilot Numbers have received names in the ACD programming, these names will be downloaded at
startup. If you want to keep MIS names independent of the ACD database, you must set Download Names
to“ OFF” in the System Parameters.

STEP 2. The Pilot Numbers configured in the ACD will be listed. To add a Pilot Name to a Pilot Number,
select the Edit menu in the Pilot Assignments window, and select Add Record.

STEP 3. Enter aPilot Name of up to 20 alphanumeric charactersin the Pilot Name column.

STEP 4. Select OK to accept the entry and close the assignment window, or select Cancel to close without
assigning the name.

STEP5:. Todeete aPilot Name, select the Edit menu in the Pilot Assignments window, and select Delete
Record.

STEP 6. Select the Pilot Name you wish to delete (this deletes only the Pilot Name, not the number).

STEP 7. Select OK to accept the action and close the assignment window, or select Cancel to close without
deleting the name.

|: Pilot Azzignment - [Local/ACD] |0

Pilot
Humber

1] 4351  |NODE2-4351
2| 4352  |NODE2-4352
3| 4353 |MODE2-4353
4] 4354  |NODE2-4354
5| 4355 |NODE2-4355
B| 4355  |MODE2-4355
7| 4357  |MODE2-4357
8| 430  |Pilat 4350

g 59201  |MODE2-9201
0] 9202 |NODEZ-9202
1] 9203  |NODEZ-9203
12| 9204 |NODEZ-9204
13| 9205 |MOD32-9205
14| 9206 |NODEZ2-9206
18] 9207 |NODEZ2-3207

Pilot Name

Figure 10-8 Pilot Assignment Window
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7. Position Assignment

The CallCenterWor X ACD Position Datacommand sets up relationshi ps between splitsand positions. To assign
asplit to aposition, or to reassign a previous assignment:

STEP 1: Open the Position Assignments dialog under the Configuration menu.
STEP2: Select the Split Assigned field you wish to change.

STEP3: Select the new split number or “any split” from the drop down menu.
STEP 4: Choose one of the following:

» Select OK to accept the entry and close the assignment window.

* Choose Cancel to close without assigning the name.

Poszition Azzignment

SUperisar 1

Supervisar Any Split
SuUpenisar
SUpervisar
SuUpenisar
Superisar
Supervisar
SuUpenisar
SUperisar

Figure 10-9 Position Assignment Window
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8. Tally Code Assignment

|: Tally Hame Assignment - |O

Split 1 1=
Mumber
|

Tally Tally Marne
Murmber

1] Magazine
2| Mewspaper
3| T

4| mailing

5| Internet
G| Referral
7| Cther

&l

|

Figure 10-10 Tally Name Assignment Window

The Tally feature allows agentsto use the dial keypad to register the occurrences of several specific events, such
as responsesto various advertising methods, sales campaigns, or callsfrom particul ar locations. Y ou may assign
Tally Names (using up to 20 numerals or letters) by individual split to track the varioustally codes entered by
an agent, since multiple tally counts may be entered for a single phone call. Tally Code Names are used in the
Tally Code Summary Reports by Split and by Pilot. Tally Code Numbersare not configuredinthe ACD. A Tally
Code Number can be up to 9 digits.

STEP 1: Fromthe Configuration menu, select Tally Assignment. The Tally Name Assignment screen will
display (Figure 10-10).

STEP2: ToaddaTally Nameto aTaly Number, select the Edit menu in the Tally Assignments window,
and select Add Record.

STEP 3. Enter aTally Name of up to 20 alphanumeric charactersin the Tally Name column.

STEP 4. Select OK to accept the entry and close the assignment window, or select Cancel to close without
assigning the name.

STEP5: ToddeteaTaly Name, select the Edit menu inthe Tally Assignments window, and select Delete
Record.

STEP 6. Select the Tally Name you wish to delete (this deletes only the Tally Name, not the number).

STEP7: Select OK to accept the action and close the assignment window, or select Cancel to close without
deleting the name.
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9. System Name Assignment

The Configuration menu lists the System Name Assignment command which opens the Change System
Name window shown in Figure 10-11. If the MISis configured to use an RS-232 serial connection, this
assignment option will not be available. Only the tenants that are assigned under the TCP/IP configuration (see
this chapter, Heading 1, Step 4:) are available for use as the System Name; not all tenants are shown as choices.

The System Name is related to the Tenant Name which was assigned in the Call CenterWor X ACD
programming.

Change 5Syztem Name |

Syztemn Mame INEE America, [nc.
¥ Use &C0 (IR |=| Mame.

Mote: Tenant name may be unazzigned in the
ACD databaze.

] I Cancel Help

Figure 10-11 System Name Assignment Window

STEP 1. System Name

If you chooseto use anindependent System Name, you can leave the check box unchecked and enter
your own name choice in the System Name dialog box.

STEP2: Use ACD Name

If you wish to use the ACD database name, check the checkbox and select atenant from the

drop-down menu. If the tenant selected does not exist in the ACD, the System Name will not be
assigned.
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10. Trunk Group Name Assighments

The Trunk Allocation window (Figure 10-12) displays the Trunk Group Number, Trunk Group Name, and
Number of Circuitsallocated for each listed trunk group (sometimes called a“trunk route”). Circuit assignments
and queuing priorities are set in the MAT commands of CallCenterWorX ACD.

Only the Trunk Group Name can be modified in CallCenterWor X MIS.,

STEP 1

STEP 2:

STEP 3:

STEP 4:

STEPS:

STEP6:

[~ Trunk Allocation _ O] =]
Trunk Group | Trunk Group | Number of
Number Name Circuits
1] 25 CCIS-RT25 23
2| 27 CCIS-RTZ7 23
3]

Figure 10-12 Trunk Allocation Window

To add a Trunk Group Nameto a Trunk Group Number, select the Edit menu in the Trunk
Assignments window and select Add Record.

Enter a Trunk Group Name of up to 10 alphanumeric charactersin the Trunk Group Name column.

Select OK to accept the entry and close the assignment window, or select Cancel to close without
assigning the name.

TodeeteaTrunk Group Name, select the Edit menu inthe Trunk Assignments window, and select
Delete Record.

Select the Trunk Group Name you wish to delete (this deletes only the Trunk Group Name, not the
number).

Select OK to accept the action and close the assignment window, or select Cancel to close without
deleting the name.

See Heading 3, “Naming Entities,” in this chapter for download options concerning Trunk Group Names.
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11. Wall Display Board Assignments
11.1 Assigning Message Sets

STEP 1. IntheConfiguration menu, select Wallboard Message Sets.

STEP2: Select Assignments.

Create a wallboard message set Ed

Grade of Service : GOSE |_
Weeare 5

Figure 10-13 Create Wallboard Message Set

STEP3: When the Create a Wallboard Message Set screen appears (see Figure 10-13), select the Create
Message Set button.
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Create a wallboard message set X

|— Ayvg Speed of Answer | ASA |—
SP215 || welcome 1]
Yelow 1]

__ Scope | Mode =
N/
SYSTEM Hold

FFLN FFLS

<EMPT

<EMPT
PT

<EMPTY>

—
.
—
—
=
N
—
.
.
—

o

Figure 10-14 Wallboard Message Set Window

In the Message Set field, enter aname of up to 11 a phanumeric characters, or select an existing
name from the drop-down list.

In the Board Type field, select aboard type from the drop-down list (for selection see Table 10-1).
Select a Color from the drop-down list. (Some board types support only red.)

Inthe Message area, selecting <EMPTY> will open amessage field containing anumber of slots (the
number depends on the board type used). When thisfield is open, you may:

(&) Enter amessage by typing aletter, using the right arrow to move to the next slot, typing the next
letter, and so on. The Scope field isinactive for typed messages, but the Mode field allows a
choice of 25 display modes (such as Hold, Roll Right, and Twinkle).

(b) Add statistics from the drop-down list. The Add Statistic button is activated when the message
field is open. Choose System or Split in the Scope field, and the Mode field allows a choice of
display modes.

(c) Add agraphic from the drop-down list. The Add Graphic button is activated when the message
field is open.The Scope field is inactive for graphics, but the Mode field allows a choice of 25
display modes.
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STEP8: (Optional) Select Save to file and specify a destination file, or select Print if you wish to print the
message Set.
STEP9: Select OK to end the assignment section.
Table 10-1 Wallboard Types
Case Size (Cabinet)
LH X DH X H"
Model ((LEm 22 [BIEi) o2 2130 Chars Lghejrztseprlgzeg: Red Color
Number Min/Max LEDs LEDs
Message Area Inches (cm)
L" X HH
(Lecm x Hem)
28.9” x 2.1" x 4.5”
215R (73.4x 5.3 x 11.4) .
& 15/ 30 5 ?,,” ‘(35' 'gfm) 215R 215C
215C 27" x 2.1” ' ’
(68.6 x 5.3)
57.4” x 3.8" x 5.5"
(145.8 x 9.7 x 14.0) one line:
320C 20/ 34 T . N/A 320C
54" x 3.1" 3.1"(7.9cm)
(137.2x 7.9)
84.4” x 3.8" x 5.5”
(214.4 x 9.7 x 14.0) .
330C 30/51 3?,??7'5“&) N/A 330C
81" x 3.1” ) '
(205.7 x 7.9)
49" x 4.25” x 6.25”
(124.5 x 10.8 x 15.9) P
714C One line:
o e o 14/ 27 & N/A 714C
Big Dot 456" x 4" 4”(10cm)
(115.8 x 10.16)
40.2" x5.1" x 7.7" Two-line mode:
4120R (102.1 x 12.9 x 19.6) 1.5"(3.8) or 2.1"(5.3)
& 10/60 4120R 4120C
4120C 36" x 4.8” One-line mode:
(914 x 12.2) 4.8"(12.2cm)
522" x5.1" x 7.7" Two-line mode:
4160R (132.5x 12.9 x 19.6) 1.5"(3.8) or 2.1"(5.3)
& 14 /80 4160R 4160C
4160C 48" x 4.8” One-line mode:
(121.9 x 12.2) 4.8"(12.2cm)
64.2" x5.1" x 7.7" Two-line mode:
4200R (163 x 12.9x 19.6 1.5”(3.8) or 2.1"(5.3)
& 18 /100 4200R 4200C
4200C 60" x 4.8” One-line mode:
(152.4 x 12.2) 4.8"(12.2cm)
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11.2 Scheduling Message Sets

The Schedule Wallboard Message Sets screen (Figure 10-15) lists the message sets that have been
constructed and sets up the display plan for them, determining:

e Typeof display
e Individual wall board destination (display humber)

e Speed (interva between messages in a multi-message set)

Schedule Wallboard Message Sets

e e [ | 58 ] e

Immediately

Irnrnediately

Irmmediately

Immediately

Figure 10-15 Schedule Wallboard Message Sets
STEP 1: Inthe Configuration menu, select Wallboard Message Sets.
STEP2: Select Schedule.
STEP3: Select Add Message Set to open the dialog box.
STEP 4. Select the (Message) Set Name from a drop-down list of assigned messages.
STEPS5: Select the Display (Board) Number from the drop-down list of 1 to 4.
STEP6: Select Add.
STEP7: Select the Display Speed (from 1 = slowest to 5 = fastest).
STEP8: Select OK. A box will appear stating that the Message Set has been sent to the display board.

STEP9: Toremove amessage set previousdy scheduled, highlight the scheduled message to be deleted and
press the Remove Message Set button.

STEP 10: Select OK to close the dialog.
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12. Reports

CadlCenterWor X MIS contains a set of statistical reports providing data to guide call center management
decisions. The MIS maintains a database of the past 40 days of statistical data. The current and previous days'
statisticsare stored on an hourly basis (up to amaximum of 47 hours), whiledaily datais stored for the preceding
38 days.

Using a series of menus, statistical datais separated into:
Major categories

e Minor categories

*  Report dialogs

12.1 Major Categories

The Mgjor Categories are the first level of menu items displayed when you select one of the MIS main
menus (such as Configuration, Status Screens, or Reports). Figure 10-16 shows the major categories
available under the Reports menu, which are Agent Reports, Agent Group Reports, Split Reports, Pilot
Reports, Trunk Group Reports, and Tally Code Reports.

I CallCenterworX MIS . =]

File Edit Adminiztration  Configuration Status Screens Wit Wiew  Help

EI%'&' |E| +|—| @Iunl Qlﬁl dgent Reparts

Trunk Group R epaorts
T ally Code Reparts

3
Agent Group Reports » |
Split Reports L
Filot Reparts k

3

3

Scheduler...

| Current Lw/C - 0:04 {0240, 2

Figure 10-16 Major Report Categories
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12.2 Minor Categories

Each major category (such as Agent Reports) hasits own set of minor category reports. Figure 10-17
shows the minor categories associated with the Agent Reports major category (Summary, ACD Detail,
PBX Detail, Staffing, and Breaks).

III CallCenterworX MIS

wisln e #[=] clu] 2]

Figure 10-17 Minor Report Categories
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12.3 Generating a Report

The following sample procedure focuses on generating an Agent Report, but the window elements and
navigation tools used in the procedure are generic and can be applied when generating any Call Center\Wor X
MIS report.

12.3.1 Selecting the Subject

STEP 1: FromtheReports menu (Figure 10-16) select oneof theMajor categories (inthisexample, we have
selected Agent Reports).

STEP 2: Click on aMinor category from the Major category you selected in Step 1 (Figure 10-17).

STEP3: TheAgent Report window displays (Figure 10-18), allowing you to select the parameters for your
report. (In this example, any of the reports on the Agent Report Minor Category menu would bring
up thiswindow.)

Agent Beport

Figure 10-18 Agent Report Window

STEP 4: Click on the drop-down menu and select the number of the entity you want the report to focus on.

Important: Thisexample showsthe Agent ID drop down menu, but the field namewill vary depending on the Major
and Minor category used to access the Report window.

STEP5: Choose from the following Data Types:
¢ Click the Hourly radio button to activate the Hourly Duration box. Then go to Step 6.
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STEP7:

STEPS8:

STEP9:
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» Click the Daily radio button to activate the Daily Duration box. Then go to Step 7.
Choose from the following in the Hourly Duration box:

» Click the Today or Yesterday radio button. Go to Step 8.

» Click the Specified radio button to activate the From and To fields. Go to Step 9.

Choose from the following in the Daily Duration box:

» Click the Month radio button in the Daily Duration box. Go to Step 8.

» Click the Week radio button. Go to Step 8.

» Click the Specified radio button to activate the From and To fields. Go to Step 9.

Choose from the following in the Select Month box:

» Click the Current radio button. Go to Step 9.

e Click the Previous radio button. Go to Step 9.

» Click the Specified radio button to activate the From and To fields. Go to Step 9.

Highlight the day, month, hour, or minutes in the From field, then use the up and down arrows to
adjust the date and time to determine when the report should begin. Or, you can use the large down
arrow (to theright of the up and down arrows) to display a calendar to sel ect the day and month. Then
goto Step 10.

Split Report

Figure 10-19 Calendar Drop Down Menu
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STEP 10: Click OK.

The datawill be retrieved from stored information, formatted into a report, and displayed on the
monitor. All of the reports are designed to be displayed so that no |eft-right scrolling is needed to see
all of the data. Datamay be scrolled up and down aline or a page at atimeto bring the most pertinent
data within view.

Select Major

Category STEP 1

from Reports
menu

!

Select Minor

Category STEP 2

from submenu

Category
Report window
displays

STEP 3

Select report

subject number or STEP 4

name

Hourly or Daily
Hourly Month/Week
STEP 6 Select
Choose duration Current
Specified or
o Today/Yesterday— Previous STEP 8
Today/Yesterda or
Specified
A4
Specified
L .
i Select report period

From and To

v

STEP 10 Click OK

STEP 9

Figure 10-20 Specifying Report Parameters
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12.3.2 Formatting a Report

A print preview capability lets you see the default layout of atext report. A modifiable grid screen
(see Figure 10-21) allows you to drag-and-drop or change the size of certain columns or rows. Each
column can be sorted by alphabetical order

Page Setup

Figure 10-21 Report Layout Grid

Check the Save settings to profile checkbox to save the profilein the NT registry.
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12.4 Scheduling and Printing a Report

CallCenterWor X allows you to schedule areport for output to the printer at a sel ected time using the Report
Scheduler window (see Figure 10-22).

Any report which can be generated can be scheduled for output. Up to 50 reports can be registered in the
schedule. Onceregistered, the report(s) will automatically be sent to the printer at the specified output time.

In order to register areport for scheduled output, you must complete three steps. Steps (a) and (b) are the
same as for displaying a report to the screen (see Heading 12.3, “ Generating a Report”), but Step (¢) is
unigue to scheduling areport to print.

(@) Identify the report subject.
(b) Specify the timeframe the report covers.
(c) Specify the hour and minute when the printed output should be generated.

Note:  Reports cannot be set to generate on-the-hour.

STEP 1. Under the Reports menu, select Scheduler. The Report Scheduler window displays (see Figure

10-22).
Report Scheduler
Output Time
Report | Report Report . . Suppress
Humber| Type Report Selected fems Report Period Day(=) Hour({z} | Minute Weekend

1 Manthly Agent Summary Report Each fanthly 1 16:00 1B AR

Add a repart | Delete a reportl
Save tofile | Print |

Figure 10-22 Report Scheduler Window

STEP 2. Pressthe Add areport button, causing the Add a Report window to display.

STEP 3. Pressthe Select a report button in the Add a Report window and choose a Mgjor category (in this
example, Split Reports) and a Minor category (in this example, Breaks) from the drop-down menu,
asin the examplein Figure 10-23.
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Add a report

Split Reports

Reports

Figure 10-23 Add a Report Window

STEP 4: Press Next>. The Report Duration window displays (see Figure 10-24).

Report Duration

Figure 10-24 Report Duration Window

STEPS5: Select the Duration, Range, and Previous parameters.
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STEP6: PressNext>. The Report Output Time window displays (see Figure 10-25).

Report Output Time

P

ET

Figure 10-25 Report Output Time Window
STEP7: Select the Duration, Day and Hour Frequency and whether to Suppress weekend output (see
Heading 12.5 “Weekend Suppression of Printing” below for important considerations on scheduling
print output on weekends).

STEP8: PressFinish. The Report Scheduler window (see Figure 10-26) displays showing the output settings
of the report just entered.

Report Scheduler

Figure 10-26 Completed Report Output Schedule
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12.5 Weekend Suppression of Printing
An important question to consider is whether to suppress printing reports on weekend days.
e Theweekend is defined as starting at midnight on Friday and ending at midnight on Sunday.

e Since some locations are staffed only during normal business days, Monday through Friday, the
scheduled reports may not need to be output over the weekend.

» If you check the “ Suppress weekend output” checkbox in the Report Output Time window, this report
will not be sent to the printer if any of the scheduled output times falls during a weekend hour.

Important: Weekend Suppression causes reports not to print out on Saturday or Sunday. A Monday-through-
Friday business should schedule daily reportstorunasa* today” report at sometime prior to midnight.
Adaily report scheduled as a “ yesterday” report might print out prior to a day’'s opening (such as at
6:30 a.m.). If weekend suppression is enabled, Friday’s report would be suppressed - it could not print
at 6:30 a.m. on Saturday.
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12.6 Generating a Graph from a Report

Once areport has been generated, it can be viewed in either its original report format or in avariety of
graph formats. This section explains how to select the type of graph, as well as what types of graphs are
available.

12.7 Selecting a Type of Graph

STEP 1: Click the Create Graph ﬂl button on the console Toolbar. The Choose Graph Style window
displays (see Figure 10-27).

Choose graph style

Figure 10-27 Choose Graph Style Window
STEP2: Select graph type from the drop-down menu.
STEP 3: Choose the refresh rate Interval in seconds, selecting the number using the up and down arrows.
STEP4: Check the Auto Legend checkbox if you wish to have the legend display.
STEPS5: Pressthe Modify Display Fields button to alter the report graph display.

STEP6: Click the OK button. The graph view of the report displays.
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12.8 Types of Graphs
CallCenterWor X MIS can generate the following types of graphical representations of reports:

12.8.1 Line graph

The Line graph draws aline connecting the data points of agroup. The markers used in this graph are
called widgets. Choose Line plot, with point markers to display this type of graph.

12.8.2 Line Only graph

A LineOnly graph isaLine graph without the widgets. Choose Line plot, no markers to display this
type of graph.

12.8.3 Step graph

The Step graph issimilar to aLine graph except that horizontal and vertical line segments (forming a
step) connect the data points of agroup. Choose Step chart, with point markers to display thistype

of graph.
12.8.4 Step Line Only graph
20 F
15
10 -
5

A Step-Line Only graph is a Step graph with no widgets. Choose Step chart, no markers to display
this type of graph.

12.8.5 Vertical Bar graph

15
10

In aVertical Bar graph, the data values are indicated by the vertical extent of individual rectangles.
Choose Vertical bars to display this type of graph.
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12.8.6 Horizontal Bar graph

I
a5 10 15

In aHorizontal Bar graph, the data values are indicated by the horizontal extent of individual
rectangles. Choose Horizontal bars to display thistype of graph.

12.8.7 Extended Vertical Bar graph

4000
2000 vy
P‘J_ -
0 o
Cars Trucks

The Extended Vertical Bar style gives the bars and axes a 3-D look. Choose 3D Vertical bars to
display this type of graph.

12.8.8 Extended Horizontal Bar graph

The Extended Horizontal Bar graph style gives the bars and axes a 3-D appearance. Choose 3D
Horizontal bars to display this type of graph.

12.8.9 Stacked Vertical Bar graph

15

10

In a Stacked Vertical Bar graph, the barsfor different groups are displayed one behind another rather
than side-by-side. Thevaluesfrom the different groups are not summed. The Strata Vertical Bar graph
iswhat some peopl e expect for astacked bar graph. Choose Stacked vertical bars to display thistype

of graph.
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12.8.10 Stacked Horizontal Bar graph

In a Stacked Horizontal Bar graph, the bars for different groups are displayed one behind another
rather than side-by-side. The values from the different groups are not summed. The Strata Horizontal
Bar graph is what some people expect for a stacked bar graph. Choose Stacked horizontal bars to

display thistype of graph.

12.8.11 Manhattan graph

An IsoBar or “Manhattan” graph represents data values as a three-dimensional rectangle. The data
valueisplotted against both its group and index. Theresulting chart resembles the Manhattan skyline.
Because negative values cannot be represented, a standard bar chart is drawn if the data contain
negative vaues. Choose Manhattan chart to display this type of graph.

12.8.12 RoofTop graph

An IsoAreaor “Roof Top” graphissimilar to an IsoBar graph except the “roof top” between data
val ues comprises sloped surfacesrather than steps. No linesare drawn to separate the indices. Because
negative val ues cannot be represented, a standard bar chart is drawn if the data contain negative
values. Choose Rooftop chart to display this type of graph.

12.8.13 Ribbon graph

A Ribbon graph is similar to an IsoArea graph except just the “roof top” is drawn without any sides.
Choose Ribbon chart to display this type of graph.
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12.8.14 Pie graph

(15 00%)
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Pie graphs display acircledivided into “wedges’. A wedge isdrawn for each dataitem, representing
the fractional contribution of that dataitem to the total. All the data items in the scope, regardless of
group, make up one pie. Because negative val ues cannot be represented, a standard bar chart isdrawn
if the data contains any negative values. Choose Pie chart to display this type of graph.

12.8.15 Isographic Pie graph

9 {15.00%)

10 (16,57 %) B (12.33%)

12 (20.00%3 5 (8.33%)
& (10.00%) 10 (1567 %)

The Isographic Pie graph draws the pie from a 3-D perspective. The pie appears to have some
thickness. Choose 3D Pie chart to display this type of graph.

12.8.16 Area graph

An Areagraph issimilar to aLine graph except the areabelow the datalineisfilled. If morethan one
group of data are plotted, they are drawn in order of decreasing average value so that the groups with
smaller values are not obscured by the groups with larger values. Choose Area under points to

display this type of graph.

12.8.17 Strata graph

A Strata graph is similar to an Areagraph, but it shows the summed total of a particular index over
all groups. The height of the combined area represents the total over all groups. Sub-areas show how
much each group contributes to the total. Choose Strata chart to display thistype of graph.
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12.8.18 Strata Vertical Bar graph

EO0

20

A Strata Vertical Bar graph iswhat might be called a stacked bar graph. It shows the summed total of
aparticular index over all groups. The length of the combined bar representsthe total over all groups.
Areas within the bar show how much each group contributes to the total. Because negative values
cannot be represented, a standard bar chart is drawn if the data contains any negative values. Choose
Strata, with vertical bars to display thistype of graph.

12.8.19 Strata Horizontal Bar graph

A Strata Horizontal Bar graph could also be called a stacked bar graph. It shows the summed total of
aparticular index over all groups. Because negative val ues cannot be represented, a standard bar chart
isdrawn if the data contain negative values. Choose Strata, with horizontal bars to display thistype
of graph.
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CHAPTER 11 CallCenterWorX Online Help

1.

Online Help Features

CallCenterWor X includes individual Help systems for CallCenterWor X ACD and CallCenterWorX MIS. The
featuresinclude:

e Context-sensitive help for every dialog, button, and field within the programs.
e Step-by-step procedures for programming the CallCenterWor X ACD and MIS.
*  Comprehensive glossary in each program.

e ACD functionality with respect to supported MAT commands.

e Interactive headingsin MIS statistical reports.

e ACD Troubleshooting tips.

Accessing the Online Help System

There are several waysto use the online Help system within CallCenterWor X ACD and MIS. Y ou can display
and work in the current ACD or MIS dialog while a Help window is open. Y ou can a so resize, move, tile, or
cascade the online Help window to make it easier to display and follow the Help procedures while working in
CallCenterWorX ACD or MIS.

To access Help, do one of the following:
*  Sdlect Help Topic from the Help Menu onthe ACD or MIS console.
*  PressF1 todisplay Help for the current ACD or MIS dialog.

e Onthe ACD and MIS consoles, click on the Help button EI for help on atopic. Click the What's This
Help button El for context-sensitive Help, then select the item you are questioning.

Inthe ACD Online Help, terms shown in color (and possibly underlined) are hot-spots. When the mouseisheld
over them, the arrow changes to a pointing finger. Double-click on these hot-spots to open the text to a Note,
Caution, Warning, definition, Before..., or Comments section. These areas offer additional information on the
topic you are researching.

NDA-24213 CHAPTER 11
Page 247
Issue 3.0



CallCenterWorX Online Help
Navigating the Help System

3. Navigating the Help System

The Help topics are grouped according to function and content within three tabs: Contents, Find, and Index. For
example, when you open the M1S Help, the following Help Topics window displays:

Help Topics: CallCenterw/ors MIS

indes [ Fnd |

-3 Overview Topics
@ CalCenterworx MIS Dialogs
Q CalCenterafon= MIS Procedures

Q Glogzzan

Figure 11-1 Help Topics Window - Contents Tab

3.1 Contents Tab

The Contentstab isintended to be used as an online Table of Contents. Figure 11-2 provides samples of the
Closed Book, Open Book and Help Topic bullets:

e Double-clicking a Closed Book Bullet displays all the help topics contained within the book.
* Double-clicking an Open Book Bullet closes the book and all of its help topics.
» Double-clicking aHelp Topic Bullet displays the Help topic window for that bullet

@ = Closed Book Bullet
) = Open Book Bullet

= Help Topic Bullet

Figure 11-2 Content Tab Bullets
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3.2 Index Tab
The Index tab (Figure 11-3) enables you to search for ahelp topic by alphabetical listing.

Help Topics: CallCenterw orx MI5S

HABMD

D atabase Limitz Exceeded
Enter Selection: prompt
A0 days of ztatiztical data
Abandon Delay

ABMD

ACD

ALCD Agent Positions
ACD configuration data
ACD Detail

Figure 11-3 Help Topics Window - Index Tab
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3.3 Find Tab

The Find tab (Figure 11-4) enables you to run afull text search for Help topics.

Help Topics: CallCenterw o MIS

Ahandon

ab -Iar'u:II:-n ned

Abandon Delay
ABHD

Abort

About Window popup
Accessz Code

ACD

ACD Agent

Figure 11-4 Help Topics Window - Find Tab
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4. Printing Help Topics

CallCenterWor X Helpisnot availablein hard copy, but you can print topics of interest to you from several places
within the Help system. The following procedure explains the process of printing Help topics.

4.1 Printing from the Contents, Index or Find Tabs

STEP1:
STEP2:

STEP 4:
STEP5:

STEP6:
STEP7:

5. Tips

Highlight the Help topic you wish to print.

Click the Print button at the bottom of the window. The Print dialog box displays (Figure 11-5).

Print Setup

Leter [
AutoSelect Tray |_

Figure 11-5 Print Dialog Box
Choose one of the following in the Print Setup:

To print to aprinter, click on the Name drop down box and select a printer.
To print to afile, click the Print to file check box.

In your Print command, click the All radio button to print the entire report.

Usetheup and/or down arrows inthe Number of copies field, or double-click inthefield and enter
avalue.

(Optional) Click the Collate check box in the Copies box.

Click OK.

Use the right mouse button to click inside the Help window, then click Print Topic. Thisalsoworks
for printing the contents of a pop-up window.

Print a group of related topics by clicking a book in the Help Contents and then clicking the Print
button.
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CHAPTER 12 MIS Statistical Definitions and Methods

(Notations beneath definitions indicate the method used to calculate the statistic shown.)
All Trunks Busy Time isthe amount of time al circuits arein use in atrunk group.

Average ACD Busy Time istheaverage amount of timeatrunk wasin usefor ACD calls. Thisincludesall time
the circuit was active (from the time the call queued until the time the call rel eased).
Total Trunk Busy Time / Total ACD Calls Received

Average ACD Talk Time isthetotal amount of time spent talking on ACD incoming callsdivided by the number
of calls answered.
Total ACD Talk Time / Total ACD Calls Answered

Average Delay Time Abandoned isthe average amount of time a caler waits before rel easing without being
answered.
Total Time In Queue for Abandoned Calls / Total Calls Abandoned

Average Delay Time Answered isthe average amount of time a call waits prior to being answered.
Total Time In Queue for Answered Calls / Total Calls Answered

Average Speed of Answer isthe average amount of time acall waits prior to being answered.
Total Time In Queue for Answered Calls / Total Calls Answered

Grade of Service isthe percentage of calls answered within the user-defined service threshold (number of
seconds).

(Number of Calls Answered Within Threshold / Total Calls Received) * 100

Longest Waiting Call isthe longest time a call waited in queue before being answered or releasing. Thistime
is kept for current waiting calls, and calls completed within this hour or within this day.

Within any hour it is possible for the longest waiting call to be reported as greater than one hour, dueto calls
being reported in the hour they were handled.

Number of Trouble Reports isthenumber of timesthe Trunk Trouble key was pressed while anincoming ACD
call was active on thistrunk.

Percentage Hold Time isthe percentage of time an incoming ACD caller was placed on hold in relation to the
total talk time.
(Total Hold Time / Total Talk Time) * 100

Percentage of Calls Abandoned is the percentage of incoming ACD calls which release before being
answered.
(Total Calls Abandoned / Total Calls Received) * 100

Percentage Ready Time isthe percentage of staffed time spent in the Ready mode.
(Total Ready Time / Total Staffed Time) * 100

Percentage Ring Time isthe percentage of staffed time spent in the Ringing mode.
(Total Ring Time / Total Staffed Time) * 100

Percentage Talk Time isthe percentage of staffed time spent in the Talk mode.
(Total Talk Time / Total Staffed Time) * 100
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Percentage Work Time isthe percentage of staffed time spent in the Work mode.
(Total Work Time / Total Staffed Time) * 100

Total ACD Busy Time isthetotal amount of time atrunk wasin use for ACD calls. Thisincludes all time the
circuit was active (from the time the call queued until the time the call released).

Total ACD Calls Answered isincremented by one each time a call which has been distributed to an agent
position is answered. If acall has been distributed to a position but abandons while ringing, this counter is not
incremented.

Total ACD Calls Transferred isincremented by one when acall has been answered and is subsequently
transferred to another position, split, or even outside of the ACD.

Total ACD Hold Time isthe amount of time an ACD call was placed on hold.

Total ACD Talk Time isthe amount of time from when an ACD incoming call is answered to the time the call
isreleased. Time the call was placed on hold isincluded in thistime.

Total All PBX Calls isthe number of incoming calls received plus the number of outgoing calls made on an
agent’s PBX line.

Total Assist Requests isincremented by one when the Assist key of aposition is pressed.
Total Break Time isthe amount of time the agent spent in any of the Break mode types.

Total Calls Abandoned isthe number of incoming ACD calls which are released prior to the call being
answered by an agent. Calls which queue to multiple splits and abandon appear only in the statistics of the split
to which the call initially queued.

Total Calls Overflowed isthe number of incoming ACD calls which are subsequently queued to and answered
in another split after being first queued to the split being measured.

Total Calls Received isthe number of incoming ACD calls handled, including calls answered, abandoned, or
overflowed.

e Cadlswhich aretransferred into a split are counted as received calls.

e Calswhich are queued to multiple splits are counted in the original queued-to split as well asin the
answering split in an overflow scenario.

« |f thecall doesnot overflow but is subsequently answered by the original queued split, then that splitisthe
only one credited with areceived call.

Total Calls Answered + Total Calls Abandoned + Total Calls Overflowed
Total PBX IN Calls Answered isincremented by one each time a call is answered on a position’s PBX line.

Total PBX IN Talk Time isthe amount of time from when aPBX line call is answered until it isreleased. Time
the call was placed on hold isincluded in thistime.

Total PBX OUT Calls Answered isincremented by one each time acall is placed on a position’s PBX line.
Total PBX OUT Talk Time isthe amount of time from when aPBX line call is placed until it isreleased. This

includestime the caller heard ring back tones until the call was answered, plustime the call was placed on hold.
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Total PBX Talk Time isthe amount of time spent talking on incoming calls received plus the time talking on
outgoing calls on an agent’s PBX line.

Total Ready Time isthe amount of time the agent was in Ready mode.
Total Ring Time isthe amount of time the agent’s position was ringing.

Total Staffed Time isthe amount of time from agent log-in until log-out, minus any time spent in aBreak mode
of any type.

Total Trunk Usage (CCS) isthetotal time the trunk wasin use for ACD calls expressed in Hundred Call
Seconds.
Total ACD Busy Time / (Number of Trunks in the Group * 100)

Total Work Time isthe amount of time from when an agent pressesthe Work key to enter the Work mode until
the Work key is pressed again to exit Work mode.

* Inthe case of aMulti-Split Agent, thistimeis normally attributed to the split which is the agent’s attribute
split.

«  Work timeis attributed to a non-attribute split only when entering Work mode after answering acall for a
non-attribute split.

e After exiting Work modefor the first time prior to anon-attribute split call, all subsequent Work modetime
is returned to the attribute split.
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CHAPTER 13 MIS Error Messages

This chapter contains alist of possible error messages. Although many are self-explanatory, a brief description
isincluded to help determine the cause of the problem. If the suggested action does not correct the error, please
contact NEC Technical Support.

ABORT
The requested configuration change under CallCenterWor X MISis not supported by the ACD.

ACD Position Data not assigned

CallCenterWor X M1 S attempted to modify or retrieve data for an agent position which is not assigned on the
ACD. Check theinput; if it is correct, check the position’s assignment on the MAT.

ACD System has no Agents

The ACD does not have any agents assigned. Check the input; if it is correct, check the agent’s assignment on
the MAT.

ACD System has no Splits

There are no splits currently assigned on the ACD. Check the input; if it is correct, check the split’s assignment
on the MAT.

ACD System has no Trunk Groups

The ACD does not have any trunk groups assigned. Check the input; if it is correct, check the Trunk Groups
assignment on the MAT.

Agent ?? already assigned

The Agent Logon ID Code has already been assigned to another agent. The question marksin the error message
will be replaced with the Logon ID Code causing the error. Each agent must have aunique Logon ID Code. Use
another Logon ID Code and try again.

Agent assigned by the parameter is out of range

The agent number input is not within the acceptable limits. An agent number is from one to nine numeric
characters. The valid range of an Agent Logon ID Codeis 1-999999999. Preceding zeros are not accepted. Use
avalid Logon ID Code and try again.

Agent Group assigned by the parameter is out of range

The Agent Group number input is not within the acceptable limits. An Agent Group humber isfrom oneto two
numeric characters. The valid range of an Agent Group number is 1-16. Use avalid group number and try again.

Agent Group No. %d has no Agents

The Agent Group number given does not have any agents assigned to it. Agent Groups are an MIS entity only,
which meansthe ACD is unaware of these agent groupings. All agents originally reside in Agent Group 1 and
must subsequently be moved to other groups by Call CenterWor X MIS. Check the Agent Group assignments and

try again.
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Agent Group requested is not registered

The Agent Group requested has not been assigned. Agent Groups are an MISentity only, which meansthe ACD
is unaware of these agent groupings. All agents originally reside in Agent Group 1 and must subsequently be
moved to other groups within Call CenterWor X MIS. Check the Agent Group assignments and try again.

Agent Position assigned by the parameter is out of range

The position number that was input is not within the acceptable limits. An Agent Position number is from two
to four numeric characters. The valid range of an Agent Position number is 10-9999. Use avalid Agent Position
number and try again.

Agent Position requested is not registered

The Agent Position requested is not registered in the ACD. Check theinput; if it is correct, check the position’s
assignment on the MAT.

Agent requested is not registered

The Agent Logon ID Code requested is not registered in the ACD. Check theinput; if it is correct, check the
agent’ s assignment on the MAT.

Break Type Number is out of range

The Break type number input is not within the acceptable limits. Up to nine separate Break types may be defined.
A Break type number is one numeric character, and the valid range of a Break type number is 1-9. Use avalid
Break type number and try again.

Data cannot be written into memory

Thisindicatesan ACD database problem. Check theinput; if it iscorrect, try the database changefromthe MAT.

Data has been compromised

The MIS tatistical datahas become inconsistent with the current data. This can occur inthe ACD Detail Report
when an agent worksin one split and then is reassigned to another. A report covering the time period including

both split assignments will generate this message. Separate reports for each time period will produce correct
data.

Data input format is incorrect

This can occur only if atransfer of datato the ACD is corrupted or somehow misread by the ACD. Check the
input; if itis correct, try the database change from the MAT.

Database Limits exceeded

Upon entry of incorrect or unacceptable data, Call CenterWor X MIS generates an error message which appears
in red at the bottom of the screen. Examples of such data would be exceeding the limit on the total quantity of
entries received for one entity (defining 301 agent Logon IDs or 35 splits), or assigning an entry outside of the
alowed range (such as trying to use split 104).

ID code already assigned

The Agent Logon ID Code has already been assigned. Each agent must have a unique Logon ID Code. Use
another Logon ID Code and try again.

CHAPTER 13 NDA-24213
Page 258
Issue 3.0



MIS Error Messages

In the parameter, illegal characters appear

Y ou entered an invalid character during input (such as an aphabetic character where only numerals are
accepted). Check the input and try again.

Input data is incorrect
Y ou entered avalue that is out of acceptable range or contains invalid characters. Check the value entered and
try again.

Invalid password
The password entered does not match the current system password. Check the input and try again.

New Split assigned is incompatible with current Agent

A position’s split assignment cannot be modified to a split incompatible with the split assignment of the agent
currently logged-on to that position. There are many waysto correct this conflict. The recommended procedure
isto assign the position asan ‘any split’ position viathe MAT and let the agent’s Logon |D Code determine the
splits for which the position may receive calls.

Night DN not assigned

CallCenterWor X M1 S attempted to place a split in Night mode when no destination for the split’s callswas
assigned in the ACD database. Use the MAT to define the split’s Night Destination and try again.

Parameter is out of range
The input is not within the acceptable limits. Check the input and try again.

Report schedule table entry is not assigned
Y ou attempted to delete areport that is not registered. Check the report number entered and try again.

Report schedule table is empty
Thisindicates that there are no reports schedul ed.

Report schedule table is full

There are already 50 reports scheduled for output. An existing report must be deleted before a new report can
be scheduled.

Split assigned by the parameter is out of range

The split number input is not within the acceptable limits. A split number isfrom oneto two numeric characters.
The valid range of a split number is 1-30. Use avalid split number and try again.

Split No. ?? has no Agent Positions

The split number given does not have any positions assigned on the ACD. The question marksin the error
message will be replaced with the split number causing the error. Use another split number and try again.

Split No. not assigned

CallCenterWor X M 1S attempted to modify or retrieve datafor asplit which is not assigned on the ACD. Check
the input; if it is correct, check the split’s assignment on the MAT.
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Split requested is not registered

The split number input specifies asplit number that has not been registered inthe ACD. Check theinput; if itis
correct, check the split’s assignment on the MAT.

Station No. not assigned

CdlCenterWor X MIS attempted to modify or retrieve data for an agent position which is not assigned on the
ACD. Check the input; if it is correct, check the position’s assignment on the MAT.

Statistical data assigned by the parameter is not saved

Y ou attempted to select areport time period for data that has not been saved in the CallCenterWorX MIS
database. MIS data is saved for the past 38 days and 47 hours. Check the time period selected and try again.

System variable selected cannot be modified by the user
Y ou attempted to modify a system parameter that is not displayed. Check the parameter selected and try again.

Tally Code Number is out of range

The Taly Code Number input by the user is not within the acceptable limits. A Tally Code Number isfrom one
to two numeric characters, and the valid range of a Tally Code Number is 1-20. Use avalid Tally Code Number
and try again.

Temporary Error: error no. =??

An error message to handle any unforeseen errors that are not covered by any other error code. Contact NEC
Technical Support if this error should occur and supply them with the error number which appears in place of
the question marks.

Tenant No. not assigned

CadllCenterWor X M 1S attempted to modify or retrieve datafor atenant which is not assigned onthe ACD. Each
CallCenterWor X M1S application supports only one tenant. A tenant number is one numeric character, and the
valid range of atenant number is 1-9. Use avalid tenant number and try again.

Time out

An attempted configuration change has failed due to acommunication error with the ACD. Try again and if this
fails, attempt the change from the MAT.

Trunk assigned by the parameter is out of range

Thetrunk circuit number input is not within the acceptable limits. A trunk number isfrom oneto three numeric
characters. The valid range of a trunk number is 1-127. Use avalid trunk number and try again.

Trunk Group assigned by the parameter is out of range

The Trunk Group number is not within the acceptablelimits. A Trunk Group number isfrom oneto two numeric
characters. The valid range of a Trunk Group number is 1-63. Use avalid Trunk Group number and try again.

Trunk Group No. ?? has no Trunk

The Trunk Group entered does not have any circuits assigned on the ACD. The question marks in the error
message will be replaced with the Trunk Group number causing the error. Use another Trunk Group number
and try again.

CHAPTER 13 NDA-24213
Page 260
Issue 3.0



MIS Error Messages

Trunk Group No. not assigned

CallCenterWor X MI S attempted to modify a Trunk Group which is not assigned on the ACD. Check the input;
if it is correct, check the Trunk Group’s assignment on the MAT.

Trunk Group requested is not registered

The Trunk Group requested is not registered in the ACD. Check theinput; if it is correct, check the Trunk
Group’ s assignment on the MAT.

Trunk requested is not registered

The Trunk Group selected does not have a circuit number matching the circuit number requested. Check the
input; if it is correct, check the Trunk’s assignment on the MAT.

NEC Technical Support isyour best resource in resolving problems that do not respond to these suggestions.
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CHAPTER 14 Terms and Concepts

Term

Definition

Abandon Delay Interval

The amount of time elapsed before a caller abandons. The abandon
delay timeis divided into 8 segments (or buckets) and these timing
intervals can be modified within Call CenterWor X MIS.

ACD

See Automatic Call Distribution.

ACD Call

A call connected to the ACD through apilot number or personal pilot
number; an MIS report term for acall to an agent position.

ACD Computer (Client or Server) /
Remote MIS PC

Terms used to distinguish the computer using the Call CenterWor X
ACD program (and possibly the MIS program) from one or more
remote computers using only the MIS portion of the program.

ACDp

An MIS report term for an ACD call to an agent’s personal queue.

Agent

A person who operates an agent position. In order to usethe ACD, an
agent may be required to logon to an agent position by pressing the
LOGON key and entering avalid agent 1D code on the keypad (see
Agent Logon ID Code).

Agent Group

A collection of agentsgrouped for comparative analysis, independent
of the agents’ assigned splits, in the MIS only. Agent groups can be
created at any time by assigning agentsto an agent group even though
these agents may work in avariety of splits. All agentsare originally
in Group 1 and must be moved to other groups created viathe MIS
programming.

Agent Logon ID Code

The unique identification code assigned to each agent; a code using
from one to nine numeric characters with avalid range from
1-999999999. Preceding zeroes (such as00123) are not acceptablein
Agent Logon ID Codes. Each split determineswhether aLogon ID is
required to logon to an agent position D™,

Agent Mode

The status of alogged-in agent in relation to her/his ability to receive
acall. Anagent ableto receive an ACD call isin Ready mode. Work
modeis alimited time following acall during which the agent’s
position will not receive calls, allowing the agent time for paperwork
and follow-up to the previously completed call. Break mode is
agent-initiated by pressing the Break key on the D'*™ keyboard and
can include up to nine Break types (such as Lunch, Coffee, and
Personal).

Agent Personal Queue

A queue for calls directed specifically to an agent. Persona queued
calls are the highest priority and an agent will always be assigned a
call from her/his personal queue before taking a call from any other
queue.
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Term

Definition

Agent Position

A telephone set that isconfigured for usein handling ACD calls, with
anumber of keysfor controlling ACD functions. Agent positionsare
typically equipped with two telephone lines: oneis for incoming
ACD calls; the other line (called the PBX line or My Line) isfor
non-ACD work or personal calls, and functions as anormal business
station. An Agent Position number is from two to four numeric
characters with avalid range from 10-9999.

Agent State

The current function being performed by an agent as displayed in an
MIS report (such as whether they are taking an ACD or non-ACD
call, or whether they are working within a primary split or on a
multi-split basis).

Answer Delay Interval

The amount of time elapsed before acal isanswered. The answer
delay timeis divided into 8 segments (or buckets). These timing
intervals can be modified within CallCenterWor X MIS.

Argument

A quantity upon which another depends, such as the specification of
asplit number or anumber of seconds, ina Call Control V ector step.

Assighed Names

Optional names (such as Tenant Name, Split Name, Agent Name,
Pilot Name, Tally Name, Trunk Name) given to these entities to
make them easier to remember than by their numbers alone.

Asynchronous

A method of data transmission which allows charactersto be sent at
irregular intervals (without a timing clock) by preceding each
character with a start bit, and following it with a stop bit.

Attribute Split

The number of the preferred split in the list of allowable splitsin
which this agent will be working. This split sets up the agent’s
allowed break types, after call Work mode, and other parameters
derived from the ACD settingsfor that split. See“Multi-Split Agent”
in the “ CallCenterWor X ACD Features and Specifications’ manual
for adetailed explanation.

Automatic Call Distribution (ACD)

The system responsible for accepting and evenly distributing
incoming callsto available agents. An ACD allows callsto follow a
user-defined route once the calls enter the system.

Baud Rate A measure of transmission speed for data. The Call CenterWor X
default baud rate setting is 9600.
Break Type A staffing analysis statistic. Up to 9 break types (such as Lunch,

Coffee, or Rest) can be configured and MIS reports generated.

Business Station

A regular (non-ACD) PBX telephone station.

Call Control Vectors (CCVs)

A user-defined set of call-handling instructions, producing atimed
sequence of events which control incoming ACD calls prior to their
connection to an agent. The instructions can include placing acall in
the queue of a specific split, delivering an announcement to the
calling party, pausing, placing the call under the control of another
Call Control Vector, and many other actions. Up to 60 different
sequences containing up to 20 steps per sequence provide great
flexibility in call handling. See the “ CallCenterWor X ACD Features
and Specifications’ for detailed information. See also this manual
Chapter 9, Heading 7., Step 5, “ CallControl Vectors.”
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Configuration Fields Allow on-the-spot program configuration changesin MIS. They are
displayed in white until the information contained within thefield is
changed, when the field color changes from white to yellow.

Dialog (box) A GUI object which is displayed in response to the selection of a
menu command or anicon, offering one or more choicesto determine
the next activity.

pterm An NEC dectronic phone/terminal that derivesitsintelligence from
its own microprocessor, which detects events and accepts direction
from the PBX.

Grade of Service Threshold Specifiesthe percentage of callsanswered within a specified amount
of timein relation to the total number of calls received.

Graphical User Interface (GUI) A development that uses icons representing actual desktop objects
which the user can access and manipulate with a pointing
device/mouse.

Help button/What's This button Icons on the toolbar which allow the user to request additional
information on a general topic (Help button) or a context-sensitive
topic (What's This button).

Holiday Schedule The programming determining how incoming calls are processed
when a holiday is designated viathe ACD Holiday Calendar dialog.
The processing will be according to one of up to 30 Holiday
Schedules for that tenant. Each Schedule entry has steps that
determine which CCV action to perform for a particular holiday
calendar.

Host / Host Name The network name of the PBX which directs the CallCenterWor X
system; the name given to the Call CenterWor X ACD computer when
TCP/IP is selected as the communication type. A matching Host
Nameisrequired for communication between CallCenterWor X ACD
and CallCenterWorX MIS.

I/O Ports Input/Output connections on the PBX (see also Port).

Icon A pictureor symbol representing an object, task, command, or choice
you can select from a piece of software. The CallCenterWor X
consoles have toolbars showing icons in addition to having
word-oriented menu choices.

Inflow Threshold Specifies the threshold minimum number of Ready agents or the
maximum queue depth permitted to allow inflow calls.
Infolink Infolink data messages provide atwo-way communications link

between the ACD and external computer equipment, such as mini
and mainframe host computers, desktop workstations, personal
computers, and IVR. Three message sets have been designed for
Infolink, providing avariety of applications using those messages.
Seethe“ Call CenterWor X ACD Features and Specifications” manual
for more detailed information.

Interactive Voice Response (IVR) A unit used by the ACD to provide customized announcementsto the
caller. It can provide voice menuing and display collected caller
information (such as name, address, and account information) to the
agent’ sterminal.
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Term

Definition

Internet Protocol (IP)

A standard describing software that keeps track of the internetwork
addresses for different nodes, routes, and outgoing messages, and
recognizes incoming messages. It allows a data packet to traverse
multiple networks on the way to its final destination.

IP Address

A 32-bit address, used in | P routing, which includes a Network
address identifier assigned by a central authority, and aHost ID (an
end station identifier) assigned by the LAN administrator.

The network and the computer itself are both represented in a
sequence of numbers.

Longest Waiting Call

The longest time a call waited in queue before being answered or
releasing. Thistimeis kept for current waiting calls, and calls
completed within this hour or within this day. Within any hour it is
possiblefor thelongest waiting call to be reported as greater than one
hour, due to calls being reported in the hour they were handled.

Maintenance Administration
Terminal (MAT)

* A computer used for programming and maintenance of the
NEAX2000 1VS; the man-machine interface with the PBX.

e Atermreferring to the ACD programming which determinesthe
parameters and behavior of the ACD.

Major Categories

Thefirst level of menu items (such as Agent Reports, Split Reports,
Trunk Group Reports) which are displayed when you select one of
the CallCenterWor X MIS main menus (such as Reports, Figure
8-45).

Management Information System
(MIS)

Receives data from the ACD pertaining to system performance,
compiles the data into meaningful statistics, and records and stores
the data for historical reference and reports.

MAT

See Maintenance Administration Terminal

Minor Categories

The subdivisions (such as Summary or ACD Detail) of amajor
category (such as Agent Reports, Figure 8-46).

MIS

See Management Information System

MIS Status Screens
(also referred to as Real-time
screens)

Provide color-coded, up-to-the-second views of the agent and queue
activity at the system and split levels. Statistics on the call volume
and the effectiveness of the agents handling those calls are computed
in real-time and displayed for the current hour and day. These
screens:

» Display the number of calls currently waiting in various queues
of the ACD;

« Display the current function being performed by the agents
assigned to handle the waiting calls,

» Have color-coded fields designed to provide an immediate
perception of the current operation and to assist in spotting
trouble at the earliest possible moment; and

e Canbeviewedin either graph or tableformat by use of the Graph
View or Text View icon buttons.
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Definition

Multi-split Agent

Mode which allows an agent to function in more than one split. An
agent may logon to as many as 16 splits and will be able to receive
calls from any of those splits, according to a customized preference
algorithm programmed into the ACD Logon ID Data, and to the
programming of a specific position. See the “ CallCenterWor X ACD
Features and Specifications’ manual for adetailed explanation of the
factors and variables involved.

NACD Call

An MIS report term for anon-ACD (PBX or My Line) call. This
feature allows agents and supervisorsto receive calls from and place
callsto other portsin the system, and to place outgoing calls.

Overflow Delay Threshold

Specifiesthe threshold number of secondsacall waitsfor an agentin
aprimary queue before overflowing to a secondary queue.

Parity Bit

A bit appended by many asynchronous systems following data bits,
used for error detection. A parity bit is abinary bit appended to an
array of bitsto make the sum of all the bits always odd or always
even.

Personal Queue

A queuefor callsthat are directed specifically to an agent. See Agent
Personal Queue.

Pilot Numbers

The access codes to the ACD functions. They are programmed into
the PBX-side database according to the numbering planin effect for
the system. Pilot numbers do not correspond to any line appearances,
either physical or virtual, in the system. Although pilot numbers are
often thought of asringing in to a particular split, pilot numbers are
in fact associated with a Call Control Vector or a\Week Schedule,
which in turn controls the handling of the ACD call.

Port A point in the computer or telephone system where data may be
accessed; the interface between a process or program and a
communications or transmission facility.

Position A telephone set that isconfigured for usein handling ACD calls, with

anumber of keysfor controlling ACD functions. Agent positionsare
typically equipped with two telephone lines. Oneis for incoming
ACD calls. Theother, calledthe PBX lineor My Line, isreceivecals
from and place calls to other ports in the system, and to place
outgoing calls; it functions as a normal business station.

Position Split Assignment

The assignment of a particular position (agent telephone) to be
related to a particular split (set of agents).

Queue

The step in which a call has been received and is on hold awaiting
answer by an agent. An incoming call to the ACD system will be
presented to a split in one of two ways:

e Standard Queuing always connects a call with an available agent
or gueues the call according to its priority, limited only by the
split’s specified maximum depth. Up to 250 different priorities
are available to determine placement of an incoming call.

e Conditional Queuing checks pre-programmed conditions
(minimum agent availability and maximum queue depth) before
acal is either connected to an agent or queued.
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Real-time Screen

A display which reflects the activity of the call center on an
up-to-the-second basis (see also MIS Status Screens).

Remote MIS PC / ACD Computer
(Client or Server)

Terms used to distinguish the computer (Client or Server) using the
CallCenterWor X ACD program (and possibly the MIS program)
from one or more remote computers using only the MIS portion of
the program, possibly serving multiple supervisorsin acall center.

RS-232

A standardized seria interface between Data Communications
Equipment (DCE) and Data Terminal Equipment (DTE), employed
as one of the communication interfaces for personal computers.

Security Key

A 25-pin plug-in device which attaches to the printer port of a
computer using CallCenterWor X, enabling the program to function

properly.

Select / click (item)

Procedure used to activate a selection. When you click or
double-click on anicon with a mouse or other pointing device,
CallCenterWor X opens the related dialog or performs an operation.

Service Modes

Conditions of operation for an agent position (such as Night mode,
Break mode, Work mode, Ready mode).

Split

A collection of agents who perform a common function. A tenant
usually consists of several splits performing different functions
within the call center. A split number isfrom one to two numeric
characters with avalid range from 1-30. Call CenterWor X supports a
total of 30 splitsfor all tenants.

Split Inflow & Overflow Thresholds

An ACD feature which allows calls to be handled quickly when a
split receives alarge number of cals. If acall waitsfor acertain
time without being passed to an agent, it can be routed to another
split. When this routing occurs, the call also remainsin the original
gueue, so that it is effectively “in two places at once,” and can be
answered by the first available agent in either split.

Overflow handling is controlled by three parameters:

*  Overflow threshold

*  Overflow destination

* Inflow threshold

The Inflow Threshold prevents a split from being overloaded by
another split’s overflowing calls.

Split Level An MIS report view which shows the activity of an individual split,
as opposed to System Level, which summarizes activity over all
splits.

Stop Bit Aninterval at the end of each asynchronous character that allowsthe

receiving computer to pause before the start of the next character.
The Stop Bitisalwaysal.

System Level

An MISreport view which summarizes activity over all splits, as
opposed to Split Level, which views activity of an individual split.
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Tally Code or Count A feature which allows agents to register the occurrences of several
specific events using the dial keypad (the Tally key). The events may
be responses to various advertising methods, sales campaigns, or
callsfrom particular locations. The MISreportson Tally Code use by
Split(s) and by Pilot(s).

Tally-Oh codes A key sequence which is entered by an agent or supervisor in the
ACD system and is not reported to the MIS. These codes invoke
various actions, such as statistical displays and mode changes. This
key sequence aways begins with the digit zero, “0.”

TCP/IP A set of protocolsto link dissimilar computers across many kinds of
networks; a set of protocols to provide end-to-end connectivity
between a data source and a destination on a network.

Tenant An organization of users who form a customer group; a business
group consisting of many agents (possibly organized into smaller
groups called splits) performing a variety of functions.

Trace Destination A file or a screen display on the ACD console designated to receive
information from a trace or debugging operation.
Trunk A circuit that carriesacall between the NEA X 2000 and the tel ephone

company’s central office/ trunk group. A Trunk circuit number is
from one to three numeric characters with avalid range from 1-255.

Trunk Group / Trunk Route A collection of trunk circuits. A Trunk Group has a common set of
characteristics for each of its member circuits. Common names
whichrefer totrunk groupsare DID, DOD, WATS, and FX. A Trunk
Group number is from one to two numeric characters with avalid
range from 1-63.

Variable Depth Queuing A feature which allows an ACD call to be queued to a split,
depending on the number of working agents (logged on and not in
Break mode) at the time that the ACD call is presented to the split.
This percentage is programmed in the Split Data screen at maximum
queue depth.
Example: Maximum Queue Depth 150% 1.50

Number of working agents x4

Number of callsalowedinqueue  6.00

Wall Message Board An LED display board that receives statistical information from the
CallCenterWor X MIS and displays the information according to a
programmed pattern.

Week Schedule Thename of an ACD MAT command used to select the Call Control
Vector(s) by which all incoming callsare handled on a24-hour basis.
Each schedule can be used as arouting destination for pilot numbers.

What’s This button / Help button Icons on the toolbar which allow the user to request additional
information on a general topic (Help button) or a context-sensitive
topic (What's This button).

Note 1: Some statistical terminology is defined in Chapter 12, “ MIS Satistical Definitions and Methods.”

Note 2: More detailed information on many of the above terms and concepts can be found in the “ Call CenterWor X ACD
Features and Specifications’” manual.
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