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Contact Center

Overview

Business Communications Manager utilises Intelligent Contact Center, which
is the evolution of the existing Contact Center capability on the BCM.

Contact Center answers calls, then routes the calls to agents in a skillset that
most closely matches the needs of the caller.

Calls can be routed based on:
e the origin of the call
e the destination of the call
e or the information entered by the caller

Callers can be given:
e high or low priorities.

Callers can overflow to:
e different groups
or skillsets of agents
transfer out of the system
leave a message
hear announcements or informative messages.

You set up and operate Contact Center through CallPilot Manager, the web-
based interface, and from a display telephone.

When customers purchase the Intelligent Contact Center, and then purchase
the number of agents, skillsets, reporting and Multimedia as required.

This allows the customer to choose the specific number of agents and
skillsets that their business currently requires. With an option to increase as
the business needs increase.
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Contact Center Capacities

Features

Intelligent Contact
Center for BCM50

Intelligent Contact
Center for BCM 450

Skillsets

Default 1, maximum 30

Default 1 maximum 50

Configured agents (available agent IDs)

Maximum 100

Maximum 250

Active agents (includes supervisors) Active
agents are agents who are logged on to one
skillset or a combination of skillsets

Default 2, maximum 50

Default 2 maximum 80

Dynamic agent priority levels 20 20

Dynamic call priority levels 20 20

Active calls in all skillsets 30 100

Maximum active calls per skillset 30 100

Maximum lines configured for Contact Center 30 100

Voice ports (shared with CallPilot or dedicated) | Minimum 2, default 10, Minimum 2  default 10
maximum 10 maximum 32

Routing tables per skillset 2 2

Greetings 50 150

Maximum time per greeting 30 mins 1000 mins

Maximum time for all greetings 1500 mins 370 hours/Gigabyte

Steps per routing table 20 20

Overflow rules per skillset 20 20

Skillset mailboxes

Default 0, Maximum 30

Default 0 Maximum 50

Supervisor functionality including call | Silent monitor Silent monitor

monitoring

Supervisor Help Available with Silent Available  with  Silent
Monitor. Monitor

Maximum simultaneous monitoring sessions 6 6

Caller Input Tables 30 50

Basic Intelligent Caller Input Routing: the | Available Available

ability to route a call to an Operator Auto

Attendant skillset mailbox or CCR Tree

Advanced Intelligent Caller Input Routing: the | Available Available

ability to route a call based on multi-digit fixed

or variable strings

Delegated Contact Center Administration: the | Available Available

System Administrator can create a password

to give a Contact Center Administrator or

supervisor access to Contact Center

administration

Intelligent Overflow Routing: rules you create | Available Available

to overflow change the priority of and move

calls to multiple skillsets a skillset mailbox an

internal or external number a mailbox the

Auto Attendant or an Operator

Intelligent CLID/DNIS Routing 1000 rules 1000 rules

Overflow skillsets

Default 0, maximum 29

Default 0 maximum 49

Service Mode: you specify the start and end
times for the day and night skillset for each
day of the week

Available

Available

Limited Feature 983 telephone administration Available Available
CallPilot Manager Available Available
Reporting for Contact Center Available. Must be Available Must be

enabled with keycode

enabled with keycode

Expected Wait Time

5 tables

20 tables

Activity Codes

2,000 entries.
Reporting for Contact
Center must be enabled

2,000 entries. Reporting
for Contact Center must
be enabled to configure

to configure Activity Activity Codes
Codes
Multimedia Contact Center Available. Must be Available. Must be

enabled with keycode

enabled with keycode
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The Multimedia Contact Center Keycode will web enable the Contact Center.
Surfers browsing the Web will be able to “click” on an HTML button on a web
page and be connected to the Contact Center. The Agent and the caller can
interact through Text Chat, Browser Push and Pull, or PSTN access via the
Web.

Required Setup Information

Before commencing Contact Center configuration, it would be useful to collect
the following information:
e The number of Skillsets and their names.
e Control DN’s for the Skill Set.
e Agent Names, Agent ID’s (between 1 and 250), which Skillsets the
Agents will belong to.
e The method of call distribution within the Skillsets (either least busy or
by agent priority).
e The required Day Routing set up (announcements, distribution times,
and transfers).
e Overflow requirements (for when there are no Agents logged into the
Skillset and/or when there is no answer for a period of time).
e The BCM line numbers that will be assigned to the Skillsets.

Enabling keycodes

You enable keycodes to activate Intelligent Contact Center, to increase the
number of agents in your Contact Center, or to increase the number of
skillsets, and to enhance your Contact Center with options such as Multimedia
Contact Center and Reporting for Contact Center.
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Flowchart

Use the flow chart below to configure the Contact Centre in the correct

sequence.

ui
9 g

Determine the number of Skillsets and
Agents required, and also the desired
Contact Centre configuration: refer to the
Required Setup Information section of this

de.

J

A

y

( Assign Contact Centre Feature Codes to
handset buttons: refer to the Agent Handset
\Button Programming section of this guide./

A

y

DN’s section

Determine the Control DN’s to for the
Skillsets: refer to the Obtaining Control

of this guide.

A

y

section of

Configure the Contact Center global
properties: refer to the General Properties

this guide.

A

y

(.

Creating Agents section of this guide.

Create and configure the Agents: refer to the |

J

A

y

EWT, or Caller Input

L section of

Rules tables: refer to

the Recording Contact Center Greetings

this guide.

s ) ) )
Record the greetings to be used in routing,

J

A

y

(.

( Configure the Skillsets: refer to the Skillset )
Configuration section of this guide.

J

—>

Ensure the Skillset Mailbox is initialised:
refer to the Skillset Mailbox Initialisation
section of this guide.

A\ 4

(it using a number to dial the Skillset, assign )
a line to the Skillset: refer to the Assigning

L Lines to the Skillset section of this guide. )

\ 4

( If routing calls to Skillsets via a CCR Tree,
assign the Skillset Control DN’s to CCR
Tree Transfer Nodes: refer to the CCR

Trees and the Contact Center section of

this guide.

~

- J

A 4

([ Enable the Skillset(s): refer to the Enabling )

the Skillset section of this guide.

|\ J

\ 4

Ensure that CallPilot is answering assigned
lines: refer to the Ensuring Lines are
Answered by Contact Center section of
this guide.

10
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Agent Handset Button Programming

To allow Contact Center Agents to efficiently use their handsets, there are a
number of features that can be programmed against LCD buttons. (Note: On
T7316 handsets do not use the top 6 buttons).

These features are:

e F904 (Agent Login / Logout). This feature must be programmed on
the agent’s handsets.

e F908 (Agent busy / Agent Active). This feature must be programmed
on the agent’s handsets.

e F909 (Queue status — shows alarms set against Primary and
Secondary Alert times).

e 905 (Monitor Agents) — Supervisor handsets only

e F906 (Agent Help).

e F907 — (Activity Code entry)

e F989 — (Record-a-Call)

e F995 — (Professional Call Recording — Start call record)

e 996 — (Professional Call Recording — Stop call record)

Note: Silent Record a Call is a call recording method with distinct
configuration and usage procedures to the Professional Call Recording
feature. Professional Call Recording is not described in this guide. Please
refer to the Professional Call Recording Guide for more information on this
feature.

To program a feature code to a button:
1. Press the Feature button and then * 3.
2. Do not lift your handset.
3. The display shows Program Features.
4. Press a memory button with an LCD indicator.

5. Press the Feature Key.
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6. Enter the Feature Code number that you want to program. For
example, enter F904 to program the Agent Login Feature Code.

7. The display shows that the button is programmed, and then ends the
session.

8. Repeat the above steps for each Feature Code you want to program.

9. For conformation of button programming use F*0, button enquiry.

Note: Agents that need to log in to multiple (but not all) Skillsets require a two
line display handset. If they login via a single line display handset and the
agent belongs to multiple skillsets, they will be logged into all of the skillsets.

Agent Passwords

When agents log in for the first time using their assigned IDs (refer to the
Creating agents section of this guide), their default password will be 0000.
Agents will be prompted to change the default password on first use on first
use.

Obtaining Control DN’s

The Control Directory Number is the extension associated with the skillset.
Incoming Contacts can transfer to the CDN of each Skillset from one of the
following:

e Extensions
e Automated Attendant
e Custom Contact Routing

The CDN is also the Skillset mailbox number.

Allowed CDN’s are Inactive Application DN’s, and can be found using the
following method:

1. Launch Element Manager and connect to the BCM.
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2. From the Configuration tab, open the Telephony folder, followed by
Sets, and click on Inactive DN’s.

Task Mavigation Panel
— Inactive DNs
.ﬁ.dministratiu:un|
E-----{%Welcnme Line Access | Capabilities and Preferences || R.estrictions
[+ Syskem
{5 Administrakor Access Lo Model el
i) Resources 223 T7208/M7208 223 1003
=) Telephany 224 T7208/M7208 224 1004
&) Global Settings 225 T7208/M7208 225 1005
553 Sets 226 T7208/M7208 226 1008
@ Templates 227 T7208/M7208 227 1007
@ Active Sets 228 T7208/M7208 228 1008
@ Active Application D1 | | 229 T7208/M7208 229 1009
*. 231 T7208/M7208 231 1011
@ All DNs 232 T7208/M7208 232 1012
&3 Lines 233 T7208/M7208 233 1013
@ Laops 234 T7208/M7208 234 1014
@ Scheduled Services 235 T7208/M7208 235 1015
E}'l?;'ia“':;g Plan [ Copy ] [ Paste. .. ] [ Renumber, .. ]
ing Groups T

3. It is now necessary to search for Application DN’s. Click in the Model
column header to sort alphabetically, and scroll down until you see a
list of Application DN’s.

Inactive DNs

Lins Access | Capabilities and Preferences || R.estrictions

DM Madel Mame Por
289 Application 389 0z21:
290 Application 290 020¢
391 Application 391 0z21¢
392 Application 392 0205
293 Application 393 0z1¢
294 Application 294 020z
295 Application 395 0z21¢
296 Application 296 0213
297 Application 397 022
298 Application 398 021k

%9 Jo2ad

223 100:

4. Make a note of the Inactive Application DN numbers. These can be
used as Control DN’s.
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Accessing CallPilot Manager

CallPilot Manager is used to configure Contact Centre, and can be accessed
using various methods.

Accessing CallPilot Manager from Element Manager

1. To access the Business Element Manager application from the Start
Menu, navigate to Start, Programs, Avaya, Business
Communications Manager, Business Element Manager.

-~

Pﬁ Avaya

i) avee.0

I BCM Dial by Name 2.0
@ Camtasia Studio 2
I} Camtasia Studio &
I Canon Printer Uninstaller
I Canon Utilities

I Citrix

I ClarifycRM12.0

@ Computer Assodates
I Dia

I FileZila FTP Client
@ FreeMind

@ Games

I HDView 5.0

I He

I HP CD Labeler 11

IFf) HP RecordNow
Programs N ) mggurn

@ Jaws Systems

o Favorites 3 @ Macromedia

b @ Microsoft ASP.NET 2.0 AJAX Extensions

Communication Manager #| & Business Element Manager
T Viewer Centaline Y Uninstal
@ ‘WebEx Recorder & Player 3
@ Windows Live 2
A Acrobat_com
P2 Adobe Reader 9
&) Audacity

2y Documents

s @ Microsoft Office
§ g) Settings » @ Microsoft Office Live Meeting 2007
% . @ Microsoft SQL Server 2005

3

H /’J = I Mozila Firefox
-
E t’/- Help and Support g
o =
= =7 Run... ) QuickTime
g 7] Quote Tool BC
=} | Log Off Pauls... ) Real
| =
= RealVNC
= iOI Shut Down... o

¥ v v v v v ¥ T YT YT YT T ETTYTFETYTYTTTYTYTYTYTYTYTYTYTYT YT YT Y Y

I) sharePoint
’:t_.‘start J @Zlnterns... vI |2 3 Window... @ SMC 3455

2. Alternatively, double-click on the Business Element Manager desktop
icon.

A

Business
Element
Manager
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3. You will be presented with the Element Manager interface.

A Avaya Business Element Manager - Network Elements
File Edit Wiew Metwork Seszion Tools  Help
ﬂExit | ¥ cut Mg copy W Paste | B Web Page J Validate Device L%Cc-nnect ¥ Delete

Element Navigation Panel 4
L

10.1.1.2

=

-2y 10.1.1.88
-2y 200.30.30.30.73
iy 200.30.30.51
&y BCM Chester
-y 200.30.30.77
-2 TEST BCM50 R&
-2y 200.30.30.50

4. Open the Network Elements folder and select the IP Address of the
BCM.

A Avaya Business Element Manager - Network Elements [ 200.30.30.80

File Edit View Metwork Session Tools Help

B Exit | % cut [G3copy M Past

"~ \Web Page " Validate Device l% Connect & Delete |

Element Navigation Panel 4
Eli‘j Netwark Elements M| Connection Information
-2y 10.1.1.2
-2y 10.1.1.66 IF Address: 200,30.30,80
- 200.30.30.30.73 User ID: |nnadmin
-y 200.30.30,51
2y BCM Chester Password: | =========
&y 200.30.30.77
= Inventory Information
o

Systemn Mame: BCMS0b
System Description: BCM50b
System Software Version: 10.0,1.00,107

5. Enter the User Name of the BCM in the User Name field, by default this
is nnadmin. Then enter the Password in the Password field, by default
the password is PIsChgMe!. Click the Connect button.
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6. A warning screen will appear, read the warning and click OK.

x

WARNING! This computer system and =]
network iz PRIVATE and PRCOCPRIETARY
and may only be accessed by

authorized users. Unauthorized use of
this computer system or network is
strictly prohibited and may be
subject to criminal prosecution,
employee discipline up to and
including discharge, or the
termination of wendor/serwvice
contracts. The owner, or its agents,
may monitor any activity or
communication on the computer system
or network. The owner or its agents

may retrieve any information stored
within the computer system or

network. Users should have no
expectation of privacy as to any

communication on or information LI

7. You will be presented with the Element Manager interface.

File Edit WView Ietwork Session Teols Help

ﬁE}dt ‘ % cut 53 Copy B Paste | WebPage J validate Device EDismnnect ‘ &7 Reffesh @ Autorefresh
Element Navigation Panel 4 Task Navigation Panel

=)< #y Network Elements Configuration I Administration Welcome
&y 10112
E 10.1.1.65 Account Notifications:

|C5) System

i 200.30.30.30.73 ICT) Administrator Access
&y 200.30.30.51

|C5) Resources
2y BCM Chester

{3 Telephony
&y 200.30.30.77 .
2 esTECHS0 RS |05 Data Services

F-Z) Applications

Ty S Aep User ID: [nnadmin

Telset user ID: | 738862

Last successful login: [2010-07-010%:42

16 NN40011-023 Issue 1.2 BCM RIs 6.0



Contact Center

8. To access CallPilot Manager: Select the Configuration tab, open the
Applications folder, select the Voice Messaging / Contact Center
link, and then click to Launch CallPilot Manager.

Task Navigation Panel

. " Voice Messaging / Contact Center
Configuration | Administr akion

@ Welcome ~Centralized Voice Messaging
-5 System Vaoice Message Cenkers

[#-{) Administrator Access

i Center External Number Message Waiting Indication Skring
[#-{3) Resources : A1E
@ Telephony - AL
@ Data. Se.rwces - ANFLE
E|--3 Appllcatlons — " A ANFLE
ffoice Messaging/Conkact Center 5 ANFLE

- @ MzetMe Conferencing

@ LANCTE

- @ Music

[E'] Advanced Paging Productivity Pa

I Launch CallFilok Manager I

~Silent Record-a-Call Network Storage Locations
SFTP Dest Table

DestlD / FlPMethod |  IPorMame |  FTPUser FTP Password

9. You will be presented with a Security Alert Screen. Read the alert and
click Continue to this website to continue.

i
l-.@ There is a problem with this website's security certificate.

The security certificate presented by this website was not issued by a trusted certificate authority.

Security certificate problems may indicate an attempt to fool you or intercept any data you send to the
Server.

We recommend that you close this webpage and do not continue to this website.
& Click here to close this webpage.

"3:23 Continue to this website (not recommended).

N

@ More information
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10.The Main Menu of CallPilot Manager will be launched.

AVAY.

Auto-Attendant

Custom Call Routing

Networking

Contact Center

Reports

Configuration

Operations

Main | Logout | Help |
Main Menu
Mailbox Administration Add Mailbox

Change/Delete Mailbox
Group List Administration
System Properties
Operator Settings

Logout

Accessing CallPilot Manager from Internet Explorer

CallPilot Manager can also be accessed directly from Internet Explorer. This
method of access is an alternative if you cannot gain access via Element

Manager.

1. Open Internet Explorer. In the address bar enter http://<IP Address of
BCM>/CallPilotManager.

/" HP United Kingdom - Computers, Laptops, Servers, Printers and more - Windows

& snaglt |B] 2

= NE& | http://200.30.30.51/CallPilotManager

2. If you are presented with the Certificate Error window, click Continue
to this website (not recommended).

18
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3. You will be presented with Administration Login screen. Enter the
user ID and password. By default the User ID is nnadmin and the
Password is PIsChgMe!.

Home | Help |

Administration Login

User 1D: | |

Pamurd:| |

[ Submit H Cancel ]

4. Click the Submit button. The Main Menu of CallPilot Manager will be

displayed.

Auto-Attendant *

Custom Call Routing *

Hetworking *

Contact Center ©

Reports *

Configuration *

Operations *

AVAY

Main | Logout Help |
Main Menu
Mailbox Administration * Add Mailbox

Change/Delete Mailbox
Group List Administration
System Properties
Operator Settings
Logout

NN40011-023 Issue 1.2 BCM RIs 6.0
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General Properties

Settings in this section relate to system-wide operations of the Contact
Center.

1. Access CallPilot Manager.

2. Click the Contact Center heading. Click the General Properties link.

Main | Logout | Help |

Contact Center

Mailbox Administration Please choose a Contact Center option.

Auto-Attendant

Custom Call Routing

Hetworking

Contact Center
Agert List =
Skillzet List =

General Propetties
Greetings =
Caller Input Rules =
CLIDVDRIS Routing Takle =
Expected Wait Time Takle =
Activity Codes =
Customize MMCC Files =

Reports

Configuration

Operations
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3. The Contact Center Properties page appears.

Main | Logout | Help |

Contact Center Properties

CC Reporting Server Password: quuu

Confirm Password: I
Enahble CC Reporting Data Stream: [
Reserved Channels: |1 'I

Supervisor Help Request Timeout: |12 ¥ rzeconds)
Supervisor Help from: & all skillsets

" agent's skillsets only

:E[;llahle Caller ID/Dialed Number . Caller Name with number backup

" Caller Humber only
" Dialed Number
% Hone

Submit | Cancel |

4. If you use Reporting for Contact Center, in the CC Reporting Server
Password box type the password that Reporting for Contact Center
users must enter to collect data. Type the password again in the
Confirm Password box.

5. If you use Reporting for Contact Center, select the Enable CC
Reporting Data Stream check box to enable reporting data to be
collected.

6. Inthe MMCC Public Hostname box, enter the appropriate public host
name for your system. (This will only be displayed if your system is
keycoded for Multi Media Contact Center)

Ask your network administrator how your system is set up.

e If you have no firewall, or you use Business Communications
Manager as the firewall, enter the external IP address of your
Business Communications Manager system.

e If you use a dedicated firewall/proxy server, enter its external IP
address.
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7. From the Reserved Channels list box select the number of voice
channels you want to reserve just for Contact Center. Voice channels
are normally allocated to Contact Center or Voice dynamically, on a
first come first served basis.

Note: Reserved channels are voice channels that are reserved for exclusive
use by Contact Center. Reserving channels ensures that callers get skillset
announcements. You must define the number of Reserved channels that are
used by Contact Center. A Reserved channel is used when:
e A Contact Center greeting plays to callers.
o Off-premise Message Notification notifies you that there is a
message in a skillset mailbox.
Keep the following in mind when you assign the number of Reserved
channels:
e Contact Center can use all available channels.
e CallPilot cannot use available Contact Center Reserved
channels.
e Voice channels must be available for CallPilot.
e Assigning Reserved channels ensures that CallPilot does not
use all of the voice channels.

8. If you change the number of Reserved Channels the following screen
will be displayed.

Microzoft Internet Explorer E2

& Changesz to Rezerved Channels will not take effect until system iz restarked.

9. Click OK. You will need to restart the BCM later to change affect this
change.

10.The Supervisor Help Request Timeout is when to escalate a request if
a chosen supervisor does not answer the help request. You can
choose a value from 1 to 60 seconds. The default is 12 seconds.

11.The Supervisor Help From setting lets you determine where
supervisors for escalated requests are chosen from.
o All skillsets: Sends an unanswered help request system-
wide to all Contact Center supervisors.
e Agent’s skillsets only: Sends an unanswered help request
to only the supervisors assigned to Skillsets that the agent is
logged on to.

12.The Enable Caller ID options let you select how you want Caller ID
information to be displayed on agent telephones:
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a. Caller Name with number backup: displays the caller's name
for 3 seconds and then the skillset name. If the caller's name is
not available, the caller's number is shown.

b. Caller Number only: displays the caller's number for 3 seconds
and then the skillset name.

c. Dialed Number: displays the dialed number for three seconds
then the skillset name.

d. None: displays the skillset name.

13.Click Submit to save your settings.

Creating Agents

To create a list of Agents and Agent ID’s that will exist in the Contact Center,
apply the procedure listed below. This will not assign the Agents to Skillsets,
but will make the Agents available for Skillset assignment further on in the
Contact Center configuration.

Agents may be added one by one through the Agent List or many at a time
through Add Many Agents. Add Many Agents will not allow you to give any
Agent names. This would have to be done via the Agent List afterwards.

Adding Individual Agents
1. Start CallPilot Manager.

2. Click the Contact Center heading.
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3. Click the Agent List link. The Contact Center Agent List appears.

Main | Logout

Mailbox Administration

Auto-Attendant

Custom Call Routing

Metworking

Contact Center

Skillzet List =

General Propetties =
Greetings =

Caller Input Rules =
CLIDVDMIZ Routing Takle =
Expected Wait Time Table =
Activity Codes =
Customize MMCC Files =

| Help |

Agent List

I Hame Super.

1 Alan [ila}

Agent Lis:t.*—

Auto
Ans.

[la}

Missed
Call

Make Mot Logged
Ready Off

Commands

Reszet
Passward

Chance Delete

Add

Add Many Aoents

4. Click the Add button.

Help |

Main | Logout |

Agent List

Mailbox Administration

ID Hame Super.

Auto-Attendant

Auto  Missed

Ans.

Call

Commands

hiake Mot Logoed Reset
Ready Off Pazsword

1 Alan Mo Mo Change Delete

Custom Call Routing

Metworking

——hnud|

Add Many Agents

Contact Center
Agent List
Skillzet List =
General Propetties =
Grestings =

24

NN40011-023 Issue 1.2 BCM RIs 6.0



Contact Center

5. The Add Agent page appears.

Main | Logout | Help |

Add Agent

Agent ID:

|2
Name: IAgent2

Supervisor:
Automatic Answer:

[T Override Skillset
Break Time:

[ Mot Ready
Timeout:

I—
I—
™ Manual Hot Ready I—
I—

Timeout:

[ Audible Mot Ready
Motification Interval:

Missed Call Option:  |Make Mot Ready (Return To Skillset) =]

#ctw!ty Code Entry Im
ype:
Record-a-call: IDisabled "I

[Please note that Silent Recording may be ilegal in certain jurisdictions - please

conzult your legal advisor before turning on this feature)
Max Message Length: I— (1-50 minutes)
Recorded Call

Destination: I Personal Mailbox

[ Skillset Mailbox

(The recorded call wil be sent to the mailbo:s
of the zkillzet that the call currently helongs
ta)

r I'I.I'Iailhnx:l
SFTP Destination: INDHE 'I

Submit | Cancel |

6. If you want to change the Agent ID number, in the Agent ID box type
the new Agent ID number or else use the number given.

Agent 1D: |2
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7. In the Name box type the name of the Agent. Do not use the same first
seven characters for any two Agent names. Only the first seven
characters are displayed in Contact Center Reporting and therefore
these really need to be unique.

Name: IAgentE

8. Select the Supervisor check box if you want to give the Agent
Supervisor functionality. The default is not selected. The Supervisor
has the ability to monitor agent calls.

Supervisor: r

9. Select the Automatic Answer check box if you want calls to be force-
delivered to the Agent. This should be used with headsets only. The
Agent hears a brief tone then the call is connected. The default is not
selected.

Automatic Answer: [

10.Select Override Skillset Break Time if you want to configure the
agent’s break time on an individual basis. The default is not selected.

[ Override Skillset I—

Break Time:

11.Select Not Ready Timeout if you want the agent's status to be
automatically returned to an available state once the time out period
has expired. The agent must first be in a Not Ready state before using
this feature.

[ Mot Ready I—

Timeout:

12.Select Manual Not Ready Timeout if you want the agent to be forced
back into the available state after the specified time, when they have
manually placed themselves in the not ready state.

" Manual Not Ready I—

Timeout:

13.Select Audible Not Ready Notification Interval if you want to
enhance the Not-Ready Timeout feature. The agent is notified,
through the telephone set, when they are in the Not-Ready state by
periodic tones played in the configured intervals. This feature must be
used in conjunction with the Not Ready Timeout facility.

M Mot Ready
Timeout:

I Manual Hot Ready
Timeout:

W Audible Not Ready
Motification Interval:

0Z:00

1419

a0:20]

26

NN40011-023 Issue 1.2 BCM RIs 6.0



Contact Center

14.From the Missed Call Option list box select Make Not Ready (Return
to Skillset) or Automatic Logout.

Missed Call Option: [Make Not Fead

(Return To Skillset) »|
Autatiu: Logout

Leturn T ef)

NOTE: The Missed Call Option controls how a call is treated if an agent does
not answer the call. Make Not Ready assigns an agent's telephone to respond
as it does with the Not Ready feature enabled. Automatic Logout
Automatically logs an agent out of their skillset if they do not answer a call.
The default is Make Not Ready (Return to Skillset).

To assign how many rings before the Missed Call Option, change the timer for
Transfer Callback Timeout. Refer to Feature Settings section of the
Telephony Services Guide.

15.1f you use Activity Codes, from the Activity Code Entry Type drop
down list select Optional or Prompted.

Activity Code Entry I—L,
Type: E

Agents use Activity Codes to allocate calls to one or more activities.
The codes may be related to a product enquiry or to identify calls
generated as a response to a marketing campaign for example.

They can be manually entered by the agent using F907 during the call
or the agents can be prompted on their telephone display to enter the
code on the completion of the call. With the prompted setting the F907
session is active until the agent enters an Activity Code or, if the agent
does not enter an Activity Code, until:

a. the agent releases the session by pressing the Release or the
Feature button
b. the active peg period ends

16.Select Record-a-call if you want active calls to be recorded by the
agent entering F989. The options available are Disabled (default)
Announced and Silent. If Announced is selected the caller and agent
will hear an audible prompt to state that recording will take place. If
Silent is selected then no recording prompt will be played.

Record-a-call: IDisabIed 'I

(Please note that Silent Recording may be ilegal in certain jurisdictions - please

consult your legal advizor before turning on this feature)
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Note: Silent Recording may be illegal in certain jurisdictions - please
consult your legal advisor before turning on this feature.

Note: The agent’'s DN can also be configured for the Professional Call
Recording feature. This configuration is performed on a per-DN basis.
Refer to the Professional Call Recording Guide for more information.

17.The Maximum Message Length of the recording can be set from a
range of 1 to 60 minutes.

Max Message Length: I {1-60 minutes)

18.The Recorded Call Destination can be defined. The available
destinations are the agents own Personal Mailbox, the Skillset Mailbox,
another mailbox within the system or a centralised SFTP destination.
SFTP destinations can be specified using Element Manager (refer to
the Adding an External Network Location for the Silent Record-a-
Call Facility section of this guide). When an SFTP folder is defined as
a storage location on the network, these storage locations must be on
an SCP server.

Recorded Call
Destination: " Personal Mailbox
[T Skillset Mailbox

[The recorded call will be sent to the mailbox
of the skillzet that the call currently belongs
[(u)}

r I'I.I'Iailhux:l
SFTP Destination: INDHE 'I

19.From the Accepted Call Types list box select Voice, Voice Button or
Both.

Note: If you do not have Multimedia Contact Center enabled, Accepted Call
Types does not appear.
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20.Click the Submit button. The configured agent will be displayed.

Mailbox Administration

Auto-Attendant

Customn Call Routing

Hetworking

Contact Center
Agernt List
Skillzet List =
General Properties =
Gresfings =
Caller Input Rules =
CLIDVDMIS Routing Table =
Expected VWait Time Table =
Activity Codes =
Customize MMEC Files =

Agent List

Auto  Missed

ID Hame Super. Commands
PEr ans.  call

Make Mot Logged Reset

1 Alan Mo Mo Ready ot Chanoe Paswvord Delete
Make Mot Logged Reset

2 Agent2 Mo Mo Ready ot Change o Delete

Add
Add Maw ents

21.1f the Change link is selected the agents details can be edited.

Main | Logout

Mailbox Administration

Auto-Attendant

Custom Call Routing

Hetworking

Contact Center
Agent List

|  Help |

Agent List

Auto  Missed
ID Hame Super. Commands
Ans. Call
Make Mot Logged
1 Alan Mo Mo Ready Ot Change o Delete
Make Mot Logged Reset
2 Agent2 Mo Mo Resdy of Change Pazzword Delete

Add |

Add Many Agents
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22.When agent’s details are viewed by selecting the Change link an
additional parameter becomes available. The Auto Login DN option
configures an agent to be automatically logged in to a defined DN after
a system reboot.

Main | Logout | Help |

Change Agent

Agent ID:

1
Name: IAIan
Automatic Login DN: |222 ‘—

Supervisor: r
Automatic Answer: I

[ Override Skillset I—
Break Time:

[ Mot Ready I—
Timeout:

[ Manual Not Ready I—
Timeout:

[ Audible Not Ready Ii
Notification Interval:

Missed Call Option:  [Make Not Ready (Retum To Skillset) |
Activity Code Entry Ontional =
Type: H

Adding Many Agents
1. Start CallPilot Manager. Click the Contact Center heading.

Main | Logout | Help |

Mailbox Administration I e e e Commands
* Ans. Call
Auto-Attendant Make Mot Logged Fesst
1 |AEm L2 Lo Ready Oft Ehange Pazsword LEEE
Make Mot F
Customn Call Routing 2 agert2 Mo Mo P T TOES
Metworking Add
Contact Center _’. Add Wlan eits
Agernt List
Skillzet List «
General Propetties «
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2. Click the Add Many Agents List link. The Add Many Agents dialogue
box appears.

Main \ Logout | Help |

Add Many Agents
ID Range: Frum:l3— Tu:|4—

Supervisor: -
Automatic Answer: r

" Override Skillset l—
Break Time:

[~ Mot Ready I—
Timeout:

" Manual Not Ready l—
Timeout:

" Audible Not Ready l—

Notification Interval:

Missed Call Option: IMake Mot Ready (Return Tao Skillset) j

?ctnrfly Code Entry Optional =
ype:
Record-a-call; Disahled =

(Please note that Silert Recording may be ileasl in certain jurisdictions - plesse
conzult your lzgal advisor before turning on this feature)

Max Message Length: (1-60 minutes)
Recorded Call
Destination: " Personal Mailbox

" Skillset Mailbox

(The recorded call will be sent to the mailkox
of the skilset that the call currently belongs to)

- Mailhux:l
SFTP Destination: |Mone vl

Submit | Cancel

3. Specify the Agent Ids that you wish to add in the From and To boxes.
ID Range:  From: |4 To: |12|

4. Select the Supervisor check box if you want to give the Agent
supervisor functionality (This can be amended individually from the Add
Agent List afterwards if necessary).

Supervisor: [~

5. Select the Automatic Answer check box if you want calls to be force-
delivered to the Agent. Functionality (This can be amended individually
from the Add Agent List afterwards if necessary).

Automatic
Answer: r

6. Select Override Skillset Break Time if you want to configure the
agent’s break time on an individual basis. The default is not selected.

[ Override Skillset I—

Break Time:

NN40011-023 Issue 1.2 BCM RIs 6.0 31



Contact Center

7.

10.

11.

Select Not Ready Timeout if you want the agent’s status to be
automatically returned to an available state once the time out period
has expired. The agent must first be in a Not Ready state before using
this feature.

[ Mot Ready I—

Timeout:

Select Manual Not Ready Timeout if you want the agent to be forced
back into the available state after the specified time, when they have
manually placed themselves in the not ready state.

I Manual Not Ready I—

Timeout:

Select Audible Not Ready Notification Interval if you want to
enhance the Not-Ready Timeout feature. The agent is notified,
through the telephone set, when they are in the Not-Ready state by
periodic tones played in the configured intervals. This feature must be
used in conjunction with the Not Ready Timeout facility.

¥ Mot Ready
Timeout:

I—

M m | Not Read

Tmeout |
I—

0e:.00

M Audible Mot Ready

0020
Motification Interval: |

From the Missed Call Option list box select Make Not Ready (Return
to Skillset) or Automatic Logout.

Missed Call Option: |Make Mot Feady (Fetum To Skillset) = |
ihdaka Mot B v [Feturn To & af] |
Automatic Logout

If you use Activity Codes, from the Activity Code Entry Type drop
down list select Optional or Prompted.

#[:tw!ty Code Entry Im
ype: e

32
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12.

Select Record-a-call if you want active calls to be recorded by the
agent entering F989. The options available are Disabled (default)
Announced and Silent. If Announced is selected the caller and agent
will hear an audible prompt to state that recording will take place. If
Silent is selected then no recording prompt will be played.

Record-a-call: IDisabIed 'I

[Please note that Silent Recording may be ilegal in certain jurisdictions - please
conzsult your legal advizor before turning on this feature)

Note: Silent Recording may be illegal in certain jurisdictions - please
consult your legal advisor before turning on this feature.

Note: The agent’'s DN can also be configured for the Professional Call
Recording feature. This configuration is performed on a per-DN basis.
Refer to the Professional Call Recording Guide for more information.

13.

14.

15.

The Maximum Message Length of the recording can be set from a
range of 1 to 60 minutes.

Max Message Length: I £1-60 minutes)

The Recorded Call Destination can be defined. The available
destinations are the agents own Personal Mailbox, the Skillset Mailbox,
another mailbox within the system or a centralised SFTP destination..
SFTP destinations can be specified using Element Manager (refer to
the Adding an External Network Location for the Silent Record-a-
Call Facility section of this guide).. When an SFTP folder is defined as
a storage location on the network, these storage locations must be on
an SCP server. The BCM supports OpenSSH 3.7.

Recorded Call
Destination: [ Personal Mailhox

[T Skillset Mailbox

(The recorded call will be sent to the mailbox
of the zkillzet that the call currently belongs
tad

r I'I.I'Iailhux:l
SFTP Destination: INDHE "I

From the Accepted Call Types list box select Voice, Voice Button or
Both.

Note:

If you do not have Multimedia Contact Center enabled, Accepted Call

Types does not appear.

16.

Click the Submit button.
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17.You will be notified that you have successfully created the agents. Click
OK.

Microsoft Internet Explor x|

L] E Successfully created 9 agents,
L

18.You will be presented with the Agent List screen.

Main | Logout | Help |

Agent List

Mailbox Administration Auto  Missed

ID Name Super. Ans.  Call Commands
Auto-Attendant 1 Chris M N M;‘;: d“:f‘ "cgf'fd Change Paﬁr  Deete
Custom Call Routing 2 Suszan Mo Mo M:z:dr:m Log?fed Change Pazzi\fe;rd Delete
Networking 3 John ves Mo M:;: d“:fm LDS?TEE‘ Chenge Paﬁr 4 Delete
Contact Center 4 Agertd Mo Ma M;‘g: d":f‘ chf'fd Change Paﬁr 4 Delete
Simiate| 5 Aoes Mo no MREE L crange  FEE Dkt

General Properties =
o .nG[:eéEegii B Agents Mo Na M;‘;: d“:f‘ "cgf'fd Change Paﬁr  Deete
E%ﬁ: 7 Agent? Mo Mo M:z: d":? LDS%BE’ Change Paﬁr 4 Delete
Lustormize MMLC Piles - 8 Agents Moy Moy MR?;: d“:fm LDg?fd Cheange Paﬁr 4 Delete
il B S S TSP
Configuration 10 Agerti0 Mo Mo M:z: d“:fm LDS?TEE’ Change Pazszér 4 Delete
Operations 11 Agerttl Mo Mo M;‘g: d":f‘ chf'fd Chande Pai:ff;r 4 Delete
12 Agert12 Mo Mo M:;: d“:tm LDS%BE’ Change Pa:zjfér  Delete
Add

19. To edit details of individual agents select the Change link.
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20.The Change Agent screen will appear for editing.

Change Agent

Agent 1D: 1

Name: IAgent'l
Automatic Login DN: I
Supervisor: r
Automatic Answer: r

I Override Skillset Ii
Break Time:

I Not Ready Ii
Timeout:

" Manual Mot Ready Ii
Timeout:

I Audible Not Ready I—

MNotification Interval:

Missed Call Option: ~ |Make NotReady (Return To Skillset) |

ﬂmw!ty Code Entry Im
Type:
Record-a-call: IDisabIed vI

(Pleaze note that Silent Recording may be illegal in certain jurizdictions - pleaze

conzult your legal advizor before turning on thiz feature)
Max Message Length: I_ (1-50 minutes)
Recorded Call

Destination: I Personal Mailbox

[T Skillset Mailbox

(The recorded call wil ke =2ent to the mailbox
of the =killzet that the call currently belongs
to}

I Mailhux:l
SFTP Destination: INGHE 'I

Submit | Cancel |

21.0nce you have made the appropriate changes, e.g. giving the Agent a
Name, click the Submit button.
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Recording Contact Center Greetings

Greetings are recorded in numbered greeting slots. Greeting numbers are
then assigned to Day and Night Routing Greeting Steps, when configuring
Skillsets.

You can record different types of greetings for Contact Center. Before you
record your greeting, determine what information the greeting includes. Keep
greetings as short and concise as possible. Use the following examples of
greetings as a reference.

General company greeting: The general company greeting informs callers
that they have reached the correct company. It can also include the location
and business hours of your company:
“Thank you for calling Bridgestone Computers. We are located at 52
Main Street. Our hours of service are Monday to Friday from 8:00 until
5:00.Please stay on the line and an agent will be with you as soon as
possible. Or press _ to leave a message and one of our agents will
return your call.”

Please wait greeting: Please wait greetings encourage callers to stay on the
line:
“All our agents at Bridgestone Computers are currently busy, but
please hold as your call is very important to us.”

Information greeting: An information greeting provides messages and
announcements to callers:
“Thank you for calling Bridgestone Computers. This week we have
extended our hours until we sell all spring merchandise. We will be
open until 9:00 pm Monday through Thursday, and we will be open until
midnight on Friday! Please come in and see us at 52 Main Street.”

Transfer greeting: A transfer greeting lets a caller transfer their call:
“Please press 1 to leave a message and one of our agents will return
your call. Press 2 to return to the previous choices.”

Non-business hours greeting: Your non-business hours greeting will be
played after your business is closed:
“You have reached Bridgestone Computers. Our hours of service are
Monday to Friday from 8:00 until 12:00 and 1:00 until 5:00. To leave a
message, please press zero. An agent will return your call when we re-
open. Thank you for calling.”
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Recording a Greeting

1. Launch CallPilot Manager.

2. Click the Contact Center heading and Click the Greetings link. The
Contact Center Greetings page appears.

Main | Logout | Help |

Contact Center

Mailbox Administration Please choose a Contact Center option.

Auto-Attendant

Custom Call Routing

Hetworking

Contact Center
Agert List =
Skillzet List =

General Propetties :/
Greetings

Caller Input Rules =
CLIBWDRIS Routing Table =
Expected Wait Time Takle =
Customize MMCC Files =

3. Click the Voice link for the number of the greeting you want to record.

Main | Logout | Help |

Contact Center Greetings

Mailbox Administration Greeting  Status  Caption Commands
1 Recorded welcome  Change Caption “oice
Avto-Attendant 2 Recorded pause Change Caption “oice
3 Mot Recorded ioice.
Custom Call Routing 4 Mot Recorded Wiice
5 Mot Recorded Voice
HNetworking & Mot Recorded Wioice
7 Mot Recorded Woice
Contact Center a Mot Recorded WiOice
Sﬁ%: 9 Mot Recarded Woice

b
u}

hl-d O Lol A dmi
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4. The Record screen will appear for the selected greeting.

B
Contact Center Greeting 3
Phone Set:
Connect To: |(f<l=I==le) Hang Up |
Changes to the recording are spplied ONLY when
the SAYE button is pressed BEFORE hanging up.
Play Stop
Record Save
Import:
From: | Browse... |
Send |
Export:
Native Encoding  Way Encoding
Close Help |
|
|&] pone l_ l_ l_ l_ E @ Internet v

5. In the Connect to box, type the extension number or telephone
number you are using to record the greeting or prompt. For a local
extension, just type the extension number. For a telephone number that
is not a local extension, type the sequence of digits that dial the
telephone number from the CallPilot system. For example, you might
need to dial 9, the area code, and then the telephone number.

Connect To:

6. Click the Dial button.The telephone rings.

7. Pick up the handset. Click the Record button. After the tone, record
your greeting, prompt or mailbox name.

Play Stop

Save
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After you finish recording, click the Stop button.

o

Record Save

To listen to the prompt, click the Play button
or
to save the recording, click the Save button.

10.The recording replaces the original prompt or greeting.

11.Click the Close button and replace your telephone handset (It may be

necessary to refresh the screen to show that the greeting has been
recorded).

12.Click on the Add Caption link if you wish to apply a description to the

greeting. Enter the description and click Submit.

Greeting Caption

Greeting 3 |Reassurance

Submit I Cancel |

Importing & Exporting Greetings

With Business Communications Manager, you can import a previously
recorded greeting or prompt.

To import a previously recorded greeting or prompt:

1.

2.

Start CallPilot Manager.
Click the Contact Center heading.
Click the Greetings link. The Contact Center Greetings page appears.

Click a Voice link from the Contact Center Greetings screen.
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5. The Record screen will appear.

If you know the location of the greeting or prompt, in the From
box type the location of the file and click the Send button.
Or
¢ If you do not know the location of the greeting or prompt, at the
Import option click the Browse button and follow steps 7 to 9.

=
Contact Center Greeting 5

Phone Set:

Connect To: |liEE=il=le)

Dial I Hang Upl

Changes to the recording are applied OlLY when
the SAVE button is pressed BEFORE hanging up.

Play Stop

Record Save

Import:
From: I Browse... |
Send |
Export:

Mative Encoding  YWav Encoding

Close | Help |

6. The Choose File box appears.

Loak in: Iﬁ My Documents j gl

1ty eBooks §.gr-:- g
1 by Pictures Untitled

File: narne: |greeting Open I
Files of fype:  [4ll Files [+ =l Cancel |
i

7. From the Look in list, select the location of the file.
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8. Select the file and it will be displayed in the File Name box.
9. Click the Open button.

10. The path of the file will be inserted in the From box. Click the Send
button.

Call Center Greeting 5

Phone Set:

Connect To: |400 Dial I Ilnngllp|

Chenges to the recording are applied OMLY when
the SAVE bufton is pressed BEFORE hanging up.

Play Stop

Record Save

Import:

From: |C:lﬂncumentsand Sett  Hiowse |
Send
Export:

lative Encoding  Wav Encoding

Close | Help

11.The From box will then clear.

12.To play the greeting or prompt, in the Connect to box type an extension
or telephone number and click the Play button.

13.Your telephone rings.
14. Answer the phone to listen to the greeting or prompt.
15. Click the Save button to save the greeting or prompt.

16.The greeting or prompt you save replaces the original prompt or
greeting.

17.Click the Close button and replace the telephone handset.
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Exporting a Greeting, Name or Prompt

If you use Business Communications Manager, you can export a previously
recorded greeting or prompt to a computer file, in WAV or in its native format.

Export the greeting or prompt in its native format if you want to re-import the
file later. Export the file in its native format if you want to use the same
company greetings or Auto Attendant prompts at different company locations.

If you keep the file in its native format, you avoid converting the file to another
format, which can lessen its sound quality. Export the greeting or prompt in
WAV format if you want to edit the sound file on your computer.

To export a previously recorded greeting or prompt:

1.

2.

Start CallPilot Manager.
Click the Contact Center heading.

Click the Greetings link. The Contact Center Greetings page
appears.

Click the Voice link for the greeting you wish to export.
The Record screen will appear.

At the Export option click either Native Encoding or WAV Encoding.
(In this example WAV encoding has been selected.)

Contact Center Greeting 6

Phone Set:

Changes to the recording are applied OMLY when
the SANVE button is pressed BEFORE hanging up.

Connect To: |{IfiERE=I=Eh

Play Stop
Record Save
Import:
From: I Browse... |
Send |
Export:

Mative Encoding  Wav Encoding

Close Help
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7. The File Download dialogue box appears.

File Download x|

‘Y'ou have chosen to download a file from thiz location.

.. #mixBmywGEYOyLyme<8a_fmmmmmnnm from 10.1.1.2

wihat would wou like to do with this file?

€ Open this file from itz cument location
& Save this file to disk

¥ | lways ask before opering this bpe of file

oK I Cancel | Morelnfol

8. Click Save this file to disk and click the OK button.

9. The Save As dialogue box appears. From the Save in list box, navigate
to the location you want to save the file and click the Save button.

2l x|
Shartouk (2) ko ITEL Internal
[ shortcut to Feature Pack 1
File name: I j Save I
Save az lype: IWave Sound j Cancel |
F
10.The Download Complete screen will appear. Click the Close button.
Download complete M= E
I% Download Complete
Saved
prompt.way from 20.20.20.3

Downloaded: 953KB in 5sec
Download to: CAWINDOWSA\Desktophprompt. way
Transfer rate: 19.1 KB/Sec

™ LClose this dialog box when download completes

Open | OpenFolder [ Close |
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Skillset Configuration

Setting the Skillset Properties

1. Start CallPilot Manager and click the Contact Center heading. Click
the Skillset List link. The Skillset List page appears.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Mame CDN Status Commands
1 SHILLY 400  Enasbled Propeies Aoents Day Might ServicebMode Cwverflowe Disable

Auto-Attendant 2 unused - - Conficure
3 uruged -—- - Conficure
Custom Call Routing 4 unused - - Configure
Hetworking
Contact Center
Acgert List =
Shilset List fefffm—
General Properties =
Grestings =

Caller Input Rules =
CLIDVDMIS Routing Takle =
Expected Wit Time Table =
Activity Codes =
Customize MM Files =

2. Click Configure for the appropriate Skillset. The Skillset Properties
page appears.

Skillset Properties

Skillset: 2
Control DN: I
Name: |

MWI DN: [ (optional)

Method: Im

Break Time: IW {mrmss) (Fead warning before changing)
Delay Answer: IW {rmrnss)

[ Primary Alert: IUUZUU (mm:ss)

[ Secondary Alert: IDD:DD (mm:ss)

Attendant Ext: I {optional)
Use Previous Iw calls to calculate EWT

EWT Increase Allowed:

Initial Call Duration: IDD:DS:DD (hh'mm:ss)
#c‘tm!ty Code Entry IOptTal;,
ype:

Submit | Cancel |
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3. In the Control DN box, type the chosen CDN for the Skillset.

Control DN: I

4. In the Name box type the name for this Skillset. The Skillset name can
be a maximum of 16 characters.

Name: EE

5. In the MWI DN box, type the extension of the telephone that you want
to display the Message Waiting Indicator for the Skillset Mailbox. If you
select a message waiting DN, this extension will no longer be able to
have its own mailbox.

MWl DN: I (opﬁonal}

6. From the Method list box, select Least Busy or Preferred (priority).
The default is Least Busy. Least Busy routes the call to the agent who
has been available the longest. Preferred routes the call to the agent
with the highest priority (best qualified agent is 1). If there are several
agents with the highest priority, the agent available longest with that
priority will be selected. If you use Contact Center Professional you can
assign agents different priorities depending on the skillsets they belong
to.

Method: ILeast Busy vI

7. In the Break Time box enter the Break Time period. The default Break
Time is 00:30. The Agent will remain “busy” for this length of time after
call completion.

Break Time: IEIEI:BEI {rmtryss)

8. In the Delay Answer box enter the delay answer time. The default
delay answer time is 00:00. When a call comes in on a line belonging
to a skillset that has no free agents, the call is not answered until either
the Delay Answer time elapses or an agent becomes available,
whichever happens first. During the Delay Answer time, the waiting
callers hear ringing tone.

Delay Answer: IEIEI:EIEI {mtrss)

9. The Primary Alert Time can be utilised to display any waiting calls in
the Contact Center under a programmed F909 (Display Waiting Calls)
button. To enable the Primary Alert time select the Primary Alert check
box and enter the Primary Alert time. If a call exceeds the Primary
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10.

11.

12.

13.

Alert Time the FO909 and Agent Login (Feature 904) memory buttons
flash slowly. The Feature 909 button flashes based on the status of all
the calls in the Contact Center. The Feature 904 button flashes based
on the status of the calls for the skillsets an agent is logged on to. The
indicator stops flashing when the calls are handled.

™ Primary Alert: IDEI:EIEI (mm:==)

To enable the Secondary Alert time select the Secondary Alert check
box and enter the Secondary Alert Time. The Secondary Alert time
must be greater than the Primary Alert time. The Secondary Alert time
is a time limit for calls waiting in skillsets. If a call exceeds the
Secondary alert time the Feature 909 button and F904 button flash
quickly. The Feature 909 flashes based on the status of all the calls in
the Contact Center. The Feature 904 key flashes based on the status
of the calls for the skillsets an agent is logged on to. The indicator stops
flashing when the calls are handled.

I Secondary Alert: IDD:DD {mm:=5)

If you want to assign an attendant to the Skillset, in the Attendant Ext
box type the extension of the attendant. This is the extension or
Operator that will be called in response to a Routing step in the Day or
Night Routing Table. If you do not assign an attendant extension, the
call is sent to the system attendant extension.

Attendant Ext: I {optional)

Use Previous: If you use Expected Wait Time (EWT), enter the
number of calls you want to use to calculate EWT in the Use Previous
Calls to calculate EWT box. This is the number of previous calls that
are used to calculate the average call duration of a skillset. The number
can range from 2 to 256. The default is 10.

Use Previous |1|:| calls to calculate EWT
EWT Increased Allowed: If you use Expected Wait Time, select the

EWT Increase Allowed check box if you want the system to
recalculate the EWT if it increases and continue to play the current
EWT greeting. If you do not select the check box, callers will not hear
recalculated expected wait times if the wait time increases. Whether
you select the check box or not, callers will hear the appropriate EWT
greeting if the wait time decreases.

EWT Increase Allowed: v

46
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14.Initial Call Duration: If you use Expected Wait Time, in the Initial Call
Duration box enter the initial average call duration that is used to
compute EWT. The average call duration is updated whenever a call is
released from an agent. The default is 00:03:00.

Initial Call Duration: IEIEI:EIS:EIEI {hh:mm:ss)

Note: Refer to the Expected Waiting Time section of this guide for more
information on EWT features.

15.Activity Code Entry Type: Agents use Activity Codes to allocate calls
to one or more activities. The codes may be related to a product
enquiry or to identify calls generated as a response to a marketing
campaign for example. (Refer to the Activity Codes section of this
guide for more information.)

The codes can be manually entered by the agent using F907 during the
call or the agents can be prompted on their telephone display to enter
the code on the completion of the call. With the prompted setting the
F907 session is active until the agent enters an Activity Code or, if the
agent does not enter an Activity Code, until:

a. the agent releases the session by pressing the Release or the
Feature button
b. the active peg period ends

If you use Activity Codes, from the Activity Code Entry Type list box
select Prompted or Optional. The default is Optional.

Activity Code Ent ,
Tj-,rpl;::w ode tntry IDptu:unaI vI
16.Click the Submit button.

17.A message appears that says a new mailbox has been created, and
that you must initialise it before you enable the Skillset.

Microsoft Internet Explorer

& A new mailbox has been created. Pleaze initialize it before attempling to enable the skillzet,

18. Click the OK button.
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19. The Skillset will be added to the Skillset list.

Main | Logout | Help |

Skillset List

CDN Status Commands

Mailbox Administration Skillset Name

Auto-Attendant 2 Sales

Custom Call Routing \

Hetworking

Contact Center
Aert List =
Skillzet List
General Properties =
Grestings »
Caller Input Rules =
CLIDVDMIS Routingg Takle =
Expected Wait Time Table =
Customize MMWCC Files =

1 Customer zervice 231 Ensbled Properties Agents Day Might Servicebode Overflow Dizable

300 Disabled Properies Agents Day Might Service Mode Cwerflove Enable Unconfigure

Skillset Mailbox Initialisation

In order for the Skillset to function the Skillset Mailbox must be initialised.

The Mailbox number will be the same as the Control DN for the Skillset.

The Skillset Mailbox can be configured using the same procedures required to

configure a standard Subscriber/User mailbox.

Press (& 1EIE]IM] (or Feature 981 or Fx 981 depending on which
telephone is being used).

Log on by following the voice prompts and select Other or # (if using a
single line display telephone) then enter the Skillset mailbox number
and 0000, which is the default password.

. A display appears briefly to indicate that you must change the

password.

Enter a new Skillset mailbox password from four to eight digits long that
does not start with zero. Press OK or #.

Re-enter the Skillset mailbox password and press OK or #.

. At the tone, record the Skillset mailbox name in the Company

Directory. Do not use hands free. Include the Skillset mailbox number
in the recording. For example, “Sales, mailbox 5813.” Press OK or # to
end the recording.

Press OK or # to accept the recording or press PLAY or 1 to listen to
the recording or press RETRY or 2 to re-record your name.

48
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8. The recorded name plays and the Skillset mailbox name are displayed.
The Skillset mailbox name is the name you entered when you set up
the Skillset properties.

9. Press the Release key to end the session.

If it is intended for calls to be routed to the Skillset Mailbox it is advisable to
record an appropriate primary greeting.

Assigning Agents to Skillsets

When you add agents to Contact Center you assign them a priority. The
priority can be used to determine which of your agents receives an incoming
call. If the method of call distribution for the skillset is Preferred, the agent with
the highest priority receives the call. The agent priority ranges from 1 to 20. 1
is the highest agent priority for the most qualified agents. The default value is
10.

Dynamic Agent Priority

With Dynamic Agent Priority an agent can have a different priority depending
on which skillset the agent is logged on to. You assign Dynamic Agent Priority
when you assign the agent to a skillset.

To assign an Agent to a Skillset
1. Start CallPilot Manager.

2. Click the Contact Center heading.

3. Click the Skillset List link. The Skillset List page appears.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Name CDH Status Commands
1 Customer service 23 Enabled Properties Agerts Day Might ServiceMode Cwerflowe Dizable
Auto-Attendant 2 Sales 300  Disabled Properties Agerts Day Might Service Made Cwerflovw Enable Unconfigure

Custom Call Routing

Metworking

Contact Center

Agerit List «
Skillset List h
General Properties *
Greetings »
Caller Input Rules =
CLIDDMIS Routing Table
Expected Wit Time Table »
Customize MCT Files
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4. Click the Agents link for the Skillset that you want to add Agents to.
The Skillset must be configured before the Agents link appears.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Name CDN Status Commands
1 Customer service 231 Enabled Properties Agerts Day Might ServiceMode Owerflow Dizable
Auto-Attendant 2 Salss 300 Disabled Properties Sgerts Day Might Service Mode Cwverflowy Enable Unconfigurs

Custom Call Routing

Metworking

Contact Center
Aojent List »
Skillzet List
Zeneral Properties =
Greetings *
Caller Input Rules »
CLIDDMIS Routing Takle
Expected Wit Time Table »
Customize MCT Files

5. The Assigned Agents page appears. Click the Assign button.

Assigned Agents

ID Mame Priority Auto Login To 55 Commands

(ssign ) Close|
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6. The Assign Agents page appears with the available Agents displayed.
Click the Assign check box for each Agent that you want to add to the
Skillset.

Main | Logout | Help |

Assign Agents
Skillset 2

Assign ID Name

/ 1 Chriz

Suszan
John
Agentd
Agents
Agents
Agert?

Agentd

WM . @ o B W ka

Agentd

10 Agent10

1 Lgerttd

e A el e (e e

12 Agertl2

Priority: |1D 'I

Submit | Cancel |

7. From the Priority list box, select the Priority of the Agent. 1 is the
highest priority.
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8. Click the Submit button. The Agent you selected appears on to the
Assigned Agents page. If you want to assign another Agent to this
Skillset, click on the Assign button.

Assigned Agents
Skillset 2

ID Name Priority Auto Login To 55 Commands
1 Chriz 10 - Change Unassign

Assign Unassign Change Close

9. Click the Close button to return to the Skillset List page.

10.To change an Agents priority at a later date or unassign Agents from
the Skillset, repeat steps 1-4 above and then select Change or
Unassign as required.

\ Note: The Skillset should be disabled to allow these changes.

Day/Night Routing Tables

The Skillset Routing Tables are the announcements (greetings) and other
routing options that the caller encounters upon dialling the Skillset and waiting
to be answered.

In addition to listening to greetings the caller can:
e Be put on hold (a distribute step)
e Transferred to:
o extensions
o mailboxes
o external numbers
o auto-attendant
o operator
e Be disconnected

The same options are available in the Day and Night Routing tables. There
are two possible tables due to different requirements during office hours and
out-of-office hours.

It is possible to ensure that callers listen to the first greeting by making that
greeting “forced”.
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To Create Day/Night Routing Tables
1. Start CallPilot Manager.

2. Click the Contact Center heading.

3. Click the Skillset List link. The Skillsets List page appears.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Name CDN Status
1 Customer service 231
Auto-Attendant 2 Sales

Customn Call Routing

Networking

Contact Center

Aojent List =
Skillset List h
General Propetties =
Greetings =
Caller Input Rules =
CLIDVDMIS Routing Takble =
Expected Wait Time Table =
Cuzstamize MMCC Files =

Commanils

Enabled Properfies Acerts Day Might Servicebode Overflove Disable

300 Dizabled Properties SAgents Day Might Service Mode Owerflowe Enable Unconfigure

4. Click the Day or the Night link for the Skillset to which you want to add

a routing step.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Name CDN Status
1 Customer service 231 Enabled Properties Agent
Auto-Attendant 2 Sales 300 Disabled Properties Agert:

Custom Call Routing

Metworking

Contact Center
Aojent List =
Skillset List
General Propetties =
Greetings
Caller Input Rules =
CLIDVDMIS Routing Table =
Expected VWait Time Table =
Customize MMCC Files =

Commands
Day Might BerviceMode Cwerflove Disakble

Day Might Bervice Mode Cwerflove Enable Unconfigure
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5. The Day or the Night Routing Table page appears. Click the Insert
link.

Main | Logout | Help |

Day Routing Table

Skillset .

This routing table DOES NOT guarantee fax delivery to the
shillzet mailbox (nore information).

Step Information pmmanids
o)

Close |
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6. The Routing Step page appears.

Main | Logout | Help |

Routing Step

Step Type:

& Greeting:
Forced Play:

' EWT Greeting Table:
Forced Play:

' Distribute for:

" Goto step:

' Transfer to Extension:

' Transfer to mailbox:

" Transfer to external:

Qutdial Method:

" Transfer to Operator
" Transfer to CCR:

" Disconnect

" Transfer to Auto-Attendant:

Skillset 1 Step Number ({New)

=l

r

[=

r

IUD:SU (mm: 23]
=l

I—

I—

|
ILine 'l (Line/Pool #)
| Mane 'l Greeting Table #

[Select "Mone" for default A4 promgt.)

Mote: A8 company greetings will be skipped.

=]

% MNone
" Basic
¥ Auto-Attendant

¥ Operator
¥ Skillset Mailbox
¥ CCR
' Advanced
Retries

Caller Input Rules Table

Submit | Cancel |

Intelligent Caller Input Routing: (for Greeting/EWT Greeting step only)

mTahle |N0ne 'l

[Select "Mone" for default A4 promgt.)

Mote: A8 company greetings will be skipped.
[0

=]

|2 'l Tree |1 'l

B
=

7. You may only choose ONE option at a time from the Step Type option

list.

NOTE: To build up Day/Night routing tables you need to create and submit
each individual step separately.
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The following are examples of INDIVIDUAL steps that can be used:

a) Greeting: Give the Greeting number from the Contact Center
Greetings list. This may also be selected as Forced Play, which
means that the caller will always hear this greeting even if agents

are available.
&  Greeting: |1,welc:c|me vl
Forced Play: r

b) EWT Greeting Table: Select the EWT to be used. This will inform
the caller the Expected Waiting Time of the Skillset (refer to the
Expected Waiting Time section of this guide for information on
how to create EWT tables).

" EWT Greeting Table: I_;,
Forced Play: r

c) Distribute: Enter a time for the call to be on Hold. Distribute steps
put callers on hold while they wait for an agent. If no agents are
available before the distribution time expires, the call goes to the
next step in the routing table. If there is no next step in the routing
table, the call ends.

" Distribute for: I (mm: 53]

d) Goto: If selected, this will be the last step in a routing table. The
purpose of a Goto step is to return to a previous step in the routing
table, to cycle through the subsequent steps until the Goto step is
reached again.

" Goto step: Iﬁ "I
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e) Transfer to:

e Extension

e Mailbox

e External number

e Choose Outdial method: Line, Pool or Route. If using a line or
pool specify the line or pool number (pool A =1, B = 2 etc)

e Auto-Attendant

e Operator

e CCR Tree

" Transfer to Extension: |

" Transfer to mailbox: I

" Transfer to external: I

Outdial Method: |Line =] | (LinePool #)

" Transfer to Auto-Attendant: INDnE ‘I Greeting Table #
[Select "Mone" for default A28 promgt.)
Mote: AL, company grestings will be skipped.

" Transfer to Operator
" Transfer to CCR: |3 'I

f) Disconnect: A Disconnect step releases a call from the skillset it is

in.

If the first step in a routing table is a Disconnect step, Contact

Center does not answer the line.

8. Ifyou

" Disconnect

select to play a Greeting or an EWT Greeting Table, you can also

configure the Intelligent Caller Input Routing option,:
a) Select None if you do not want callers to be able to transfer their
calls.

Intelligent Caller Input Routing: (for Greeting/EWT Greeting step only)
& None

b) Select Basic if you want callers to be able to transfer to the
Automated Attendant, Operator, Skillset mailbox or a CCR Tree.
Select the transfers available to callers:

)

i)

Select the Auto Attendant check box if you want callers to be
able to transfer to the Automated Attendant.

Select the Operator check box if you want callers to be able to
transfer to the Operator.
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iii) Select the Skillset Mailbox check box if you want callers to be
able to transfer to the Skillset mailbox.

iv) Select the CCR check box if you want callers to be able to
transfer to a CCR Tree.

" Basic

V' Auto-Attendant |1 vIT;a|g|._=,|r&J|:|r'|e vI

(Select "Mone" for default AL prompt.)

Mote: AL company grestings will be skipped.

¥ Operator ID 'I

¥ Skillset Mailbox IEI vI
¥ CCR [2 7] Tree |3 7]

c) Select Advanced if you want callers to be able to enter multiple
digits such as a pass code entered in a Caller Input Rules Table.

i) From the Retries list box select a number between 0 and 5. The
default is 2. This is the number of times a Data Entry step
repeats itself on a caller entry error.

i) From the Caller Input Rules Table list box select a rule table to
use. This is the rule table used for processing this route step.
You must have created rules in the Caller Input Rules Table
(refer to the Caller Input Rules Tables section of this guide for
information on configuring these tables).

" Advanced

Retries IE

Caller Input Rules Tahle I_;,
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9. Click the Submit button. The individual routing step appears in the
Routing Table list.

Main | Logout | Help |

Day Routing Table

Skillset 2

This routing table DOES NOT guarantee fas delivery to the
shillzet mailb ox (more mnformation).

Step Information Commands
1 Greeting 1, Mormal, Mo Transfer nsert Modify Delete
End Insert

Close |

10.Repeat steps 5 — 9 for each individual step required, to complete the
routing table.

Main | Logout | Help |

Day Routing Table

Skillset 2

This routing table DOES NOT guarantee fax deliwvery to the
skillset mailbox (ore information).

Step Informati Ci
1 Greeting 1, Mormal, Mo Transfer Insert hModify Delete
2 Distribute For 00:15 Inzert Modify Delete
3 Greeting 2, Mormal, Transfer Insert Modify Delete
4 Foto Step 2 Inzert Modify Delete
End Inzert
Close |

11.Click the Close button to return to the Skillset list.

Note: It is good practice to end a Routing Table with a “Goto” step, to return
the caller to an earlier point in the Routing Table. Alternatively for the Night

Routing Table, a “Disconnect” step after an informative greeting is also a good
way to end the routing table.
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Configuring Service Modes
The Service Modes settings define when the Day and Night Routing Tables
are presented to callers. If 24 hour mode is selected then the Day Routing
Table will be presented for the duration of the day selected. If a Night Routing
Table has not been configured then only 24 hour routing modes will be used.
1. Open CallPilot Manager.
2. Click the Contact Center heading.
3. Click the Skillset List link. The Skillset List page appears.

4. Click the Service Mode link for the Skillset you want to configure.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Name CDN Status Commands
1 Customer service 231 Enabled Properties Acents Day Might ServiceMode Overflowe Disable
Auto-Attendant 2 Sales 300 Disabled Properies Sgents Day Night Service Mode Cwerflowe Enable Unconfigure
Custom Call Routing |
Networking
Contact Center
Aojent List =
Skillzet List

General Propetties
Greetings =

Caller Input Rules =
CLIDDMIE Routing Takble =
Expected Wait Time Table «
Customize MWMCC Files =
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5. The Skillset Service Mode page appears. The default setting is 24 hour

service.

Skillset:

Monday:

Tuesday:

Thursday:
Friday:
Saturday:

Sunday:

Wednesday:

2
a

Service

B & E E E

=

b

{ Day Start Time

{hh:mm - 24 Hour
Format)

L/

SKkillset Service Mode

c

{ Night Start Time'

{hh:mm - 24 Hour
Format)

o/

d [ Submit H Cancel ]

6. For each day of the week set the hours of operation for the Skillset:

a) To have the Skillset operate in 24 hour mode, leave the 24 hr
Service check box selected for that day.

b) To set the start time for the Day Routing Table, in the Day Start

Time box enter the start time in 24 hour format i.e. hh:mm

c) To set the start time for the Night Routing Table, in the Night Start

Time box enter the start time in 24 hour format i.e. hh:mm.

d) Click the Submit button.
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7. You will be notified of the current service mode. If you have configured
both Day and Night routing tables, then the mode setting can be
manually changed using the F982 Operator Setting (refer to the
Setting the Service Mode for Skillsets section of this guide).

Microsoft Internet Explorer x|

& The current Service Mode For this skillset is set to Auko, This setting can be changed using the Operator Setting
(F952),

Setting the Service Mode for Skillsets

You must set the Service Mode the skillset uses so that calls are answered
correctly. Before you set the Service Mode you must:

e Configure a skillset

e Set up at least a Day Routing Table for the skillset

The default Contact Center Service Mode is 24 hour operation. You can
change the hours of operation using the Operator Feature Code F982. There
are six possible Service Modes:

Auto : The skillset uses the Automatic Service Mode. You must configure
both the Day and Night Routing Tables before you can assign the Automatic
Service Mode to the skillset.

Day: The skillset uses the Manual Service mode and the Day Routing Table.
You must configure the Day Routing Table before you can assign the Manual
Service Mode and the Day Routing Table.

Night: The skillset uses the Manual Service mode and the Night Routing
Table. You must configure the Night Routing Table before you can assign the
Manual Service Mode and the Night Routing Table.

24 Hour The skillset uses the Day Routing Table only.
You must configure the Day Routing Table for 24 hour operation to use this
Service Mode.

Uninit: The skillset is not configured. You must configure the skillset before
you can assign the Service Mode.

Invalid: You have only partially configured the skillset. You cannot enable this
skillset.
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Note: If you originally configure the skillset with a Day Routing Table only and
enable the skillset, Contact Center will recognize the Service Mode as Day.
Afterwards, if you add a Night Routing Table, Contact Center still recognizes
the Service Mode as Day. You must set the Service Mode to Auto to get
Contact Center to function in the Auto Service Mode.

To set the Service Mode:

1.

2.

Or

Or

Or

Or

Or

Enter Feature 982 on a two-line display telephone handset.

Enter the default Operator password 67372867 (operator) and press
OK.

If you changed the default Operator password, enter the new password
and press OK.

Press MODE.
The display shows the Service Mode for Skillset 1.

Press CHNG if you want to change the Service Mode to Day or Night
or Auto

Press VIEW if you want to view the details for the Service Mode
Press NEXT if you have a Day Routing Table for skillset 2.
The display shows the Service Mode for skillset 2.

Press CHNG if you want to change the Service Mode to Day or Night
or Auto

Press VIEW if you want to view the details for the Service Mode
Press NEXT.

The session ends when the Service Modes for all skillsets has been
displayed.
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Configuring Overflows

Overflows are used in situations where Agents are not logged in to a Skillset,
and/or a call has been waiting in the Queue for an excessive time.

When Intelligent Overflow Routing determines that a condition is met for the
call, the call goes to the destination you specify.

Possible actions are:

Moving the call to a new skillset: The caller hears the greetings for the

new skillset.

Overflowing the call to one or more skillsets: The caller continues to
hear the greetings from the original skillset.

Sending the call to the skillset mailbox.

Transferring the call to an extension, external number, mailbox,
Automated Attendant, CCR Tree or operator.

Changing the priority of the call. The default priority is 10.

Overflow rules can apply at different times of the day defined by which setting
is selected in the Service Mode list box.

Note:

Each Overflow Rule has to be created and submitted individually.

1.

Open CallPilot Manager.

Click the Contact Center heading.

Click the Skillset List link. The Skillset List page appears

Click the Overflow link for the Skillset you want to add Intelligent
Overflow Routing to.

Main | Logout

Mailhox Administration

Auto-Attendant

Cuetoen Call Boading

Help

Skillset
1
2

Hame

Skillset List
CDN Status Commands

Customer service 231 Enabled Properies Agentz Day Might Servicetdode Owerflow Dizable

Sales

300 Disabled Propedies Agents Day BNight Service Mode Owerflow Enable Uncon
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5. The Overflow Rule Table page appears with the default overflow
Rulel displayed. (Skillset Mailbox). If this default overflow rule is not
required it can be deleted. To add a new rule, click the Insert link.

Main | Logout | Help |

Overflow Rule Table

Skillset 2
Rule Mode Condition Action Commands
1 Drary Mo Agerts  Skillzet Mailbox 300 |nsed Modify Delete hove
Encl Inzert

Close | \

6. The Overflow Rule page appears.

Overflow Rule
Skillset 2

Service Mode: Day -

[T Timer: IDDZDD I:m_fn;ss:]

[ Agents Not Logged In

Action:

' Move to Skillset: IE
" Send to Skillset Mailbox

& Overflow to Skillset:

Specify

Transfer to Extension: l_
Transfer to Mailbox: I_

Transfer to External: |

Qutdial Method: I Line 'I I (Line/Paal #)
" Transfer to Auto-Attendant: INDHE 'I Greeting Table #
(Select "Mone" for default A2 prompt.)

N

o

Mote: A4 company greetings will be skipped.
" Transfer to Operator

" Transfer to CCR: |3 "l
" Change Call Priority Only

New Call Priority: IND Change 'l

Submit Cancel |
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7. From the Action options, select one of the following destinations:

a) To send the call to another Skillset, select Move to Skillset, and
from the list box select the Skillset you want to move the call to.

Action:
i Move to Skillset: |1 *I

Note: If only one skillset is configured then this option will not be available.

b) To send the call to the Skillset mailbox, select Send to Skillset
Mailbox.

" Send to Skillset Mailbox

c) To overflow the call to another Skillset, select Overflow to Skillset
and click the Specify link.

* Overflow to Skillset:
Specify

d) The Overflow to Skillset Configuration page appears. Select the
check box for the Skillset you want to overflow to and click Submit.

Overflow to Skillset
Configuration

Skillset 2 Rule Number (New)

Select Skillset Hame

] 1 SHILL1
] 3 SHILL3
[] 4 SHILL4
5 SHILLS afm—
[] B SHILLE
[] 7 SHILLT
[] 8 SHILLE
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e) To transfer the call to an extension, select Transfer to Extension

f)

g9)

h)

)

and enter the extension number

" Transfer to Extension: I

To transfer the call to a mailbox, select Transfer to Mailbox and
enter the mailbox number

" Transfer to Mailbox: I

To transfer the call to an external number:

i) Select Transfer to External

i) Enter the external number

iif) From the Outdial list box select Line, Pool or Route

iv) If you select Line or Pool, enter the line or line pool number
(Pool A=1B =2 etc)

" Transfer to External: |
Outdial Method: F’mutej I (LinePoal #)

" Transfer to Auto-Attendant: reeting Table #

" far default A4 prompt.)

To transfer the call to the Automated Attendant, select Transfer to
Auto Attendant.

' Transfer to Auto-Attendant; INDnE 'I Gresting Takle #
[Select "Mone” for default &2 prompt.)

Mote: A48 company grestings will be skipped.
To transfer the call to the operator select Transfer to Operator.

" Transfer to Operator

To transfer the call to a CCR Tree, select Transfer to CCR and
from the list box select the number of the CCR Tree you want to
transfer the call to.

" Transfer to CCR: |3 'I

NN40011-023 Issue 1.2 BCM RIs 6.0 67



Contact Center

k) To change the call priority, enter the New Call Priority from the
drop down list.

" Change Call Priority Only

New Call Priority: IND Change vI
o Ch
Submit I Cancel |

— O 00 e O O s La e —

8. From the Service Mode list box select Day, Night or 24 Hour.

Overflow Rule

Skillset 2
Service Mode: Dayy -
¥ Timer: 03:30 (tmtrss)

I Agents Not Logged In

9. Select the Timer check box if you want Intelligent Overflow Routing to
time how long the call waits, and enter the time that a call waits in the
Skillset before it goes to the destination that you specify.

10.Select the Agents Not Logged In check box if you want Intelligent
Overflow Routing to check whether there are Agents logged on to the
Skillset, or do not select the Agents Not Logged In check box and
Intelligent Overflow Routing does not check to see if Agents are logged
on to the Skillset.
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11.Click the Submit button. In this example an overflow rule has been
created that when the skillset is in day mode will overflow a call to
skillset 1 after 3 minutes and 30 seconds. There is also the default
overflow rule that when in day mode and no agents are logged in, will

overflow a call to the skill set mailbox.

Main | Logout | Help |

Skillset 2

2 Day 0330
End

Rule Mode Condition
1 Dy Mo Agerts  Skillzet Mailkox 300 Insert Modity Delete Move

Close |

Overflow Rule Table

Commanils

Inzert Madify Delete Mave
In=sert

12.Repeat steps 4 — 10 to add the number of Overflow rules required (max
20, lowest number Overflow condition to be met will action first).

13.Click Close to return to the Skillset list.
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Assigning Lines to the Skillset

In order for calls to reach the required Skillset, BCM line humbers should be
assigned to the Skillset. This programming is performed in the Auto-Attendant

area of CallPilot Manager.

Note: It is also possible to transfer a call from a CCR Tree to the Skillset (refer
to the CCR Trees and the Contact Center section of this guide, and by
transferring the call to the Skillset DN.

1. Start CallPilot Manager.

2. Click the Auto-Attendant heading. The Lines Administration page
appears. Click the Change link for the line you want to assign to a

Skillset.

Main | Logout

Mailbox Administration

Auto-Attendant
General Properties
Lines Administration
Change Many Lines =
CLID Routing Takle
Greeting Tables =
Holidays =
Company Greetings =
Customized Digits =

Custom Call Routing

Hetworking

Contact Center

Reports

Configuration

Operations

Help

Lines Administration

1

[= I = 4 R SO R N

10
11
12
13
14
15
16
17
18
14
20
21

121

122
123
124
123
126
127
128
1249

ills}

Mo

Mo

Mo

ille}
Auto-Attenclant
Contact Center

Mo

Mo

Mo

| - - - i

Tahle 1
Skillzet 1

1]

0O 00 00 o0 o0 o0 o0 o000 oo o000 0o

o o o0 =2 = 0o o0

Line Answer Mode Table/Skillset Rings Command

Change
Change
Chanoe
Chande
Change
Change
Change
Change
Chanoe
Chande
Change
Change
Change
Change
Chanoe
Chande
Change
Change
Change
Change
Chanoe

Chane
Change
Change
Change
Change
Change
Chane
Change
Change

In this example
line 127 will be
assigned to

skillset 2
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3. The Line Properties page will be displayed.

Main | Logout | Help |

Line Properties

Line Number: 127
Answer Mode: |C|:|nta|:1 Centerj

Table/Skillset Humber: |2

Number of Rings: IEI vI

Submit | Cancel |

4. From the Answer Mode list box, select Contact Center.

5. In the Table/Skillset Number box type the number of the Skillset you
want to answer this line.

6. From the Number of rings box select the number of rings before
Contact Center answers. You must select a number from 0 to 12.

7. Click the Submit button.

Note: The Skillset must be disabled to allow line assignment. Also, if you
need to change line assignment from one Skillset to another, then all Skillsets
involved must be in the disabled state.

Enabling the Skillset

After all programming has been performed and lines assigned, the Skillset
must be enabled for it to operate.

1. Start CallPilot Manager.
2. Click the Contact Center heading.

3. Click the Skillset List link. The Skillset List page appears.
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4. Click the Enable link for the Skillset you want to enable.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Name CDN  Status Commands
1 Customer zervice 231 Enabled Propetties Agerts Day Might Servicebdode Owverflow Disabl
Auto-Attendant 2 Sales 500 Disabled Properies Agents Day Might Service Mode Overflow Ensble Unconfigure

5. If you have not initialized the skillset mailbox you will be presented with
the following warning screen. The skillset mailbox should then be
initialized. (Refer to the Skillset Mailbox Initialisation section of this
guide for details of how to initialize the Skillset mailbox).

Microsoft Internet Explorer x|

! ': This skillset's mailbox has not been initialized. Could not enable skillset,
-

6. If the Skillset mailbox has been initialised, on the Skillset List page in
the Status column the Skillset changes from Disabled to Enabled.

Main | Logout | Help |

Skillset List

Mailbox Administration Skillset Hame CDH| Status Commands
1 Customer service 231 Enahled §Propetties Agents Day Might Serviceddode Cwerflow Disable

Auto-Attendant 2 Sales 300 § Enabled JProperties Agents Day Might Service Mode Owerflow Dizable

Ensuring Lines Are Answered by Contact Center

To ensure that the Contact Center does answer the lines assigned to it, the
Answer Line status under Operator Settings must be set to Enabled (ticked).

1. Start CallPilot Manager.
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2. Click Operations. Click Operator Settings.

Main | Logout | Help |
Operations
Mailbox Administration Pleasze choose an operation.

Auto-Attendant

Custom Call Routing

Hetworking

Contact Center

Reports

Configuration

Operations /

Opergtor Seftings =

3. The Operator Settings page appears.

Operator Settings

Attendant Available: ]
Business Open:
Answer Lines:

Attendant: I:I

Reset Operator Password: [ ]

Submit ” Cancel ]

4. Ensure the Answer Lines checkbox is ticked.
5. Click Submit.

The Answer Lines status can also be set under Feature 982, using the same
procedure required to switch on/off lines answered by Auto-Attendant. Setting
the Answer Lines status to “No” (or de-selecting it) ensures that Auto-
Attendant, CCR, and Contact Center will not answer lines assigned to these
functions.

NN40011-023 Issue 1.2 BCM RIs 6.0 73



Contact Center

Advanced Configuration

This section describes advanced options that not all Contact Center’ may
require.

Expected Waiting Time (EWT)

Expected Wait Time (EWT) is a greeting step that plays an expected wait time
greeting to the caller. With EWT you can play a greeting based on the
expected wait time of the call in a skillset.

If you use Multimedia Contact Center, the expected wait time is displayed in
the caller’s browser.

Each EWT greeting table can contain up to 11 greetings. Up to 10 of these
are wait time intervals that you define with greetings for the expected wait
time.

The last greeting is a general greeting that can cover any wait time situation.
This is the greeting that plays when there are no wait time intervals defined or
if the EWT exceeds all the configured wait time intervals.

Expected Waiting Time Calculation
The expected waiting time for a caller is calculated on the following basis:

e Average call duration: the time when a caller is on the phone with an
agent. This is an average for a predefined number of calls, based on
the settings for the skillset.

e The number of higher priority calls ahead of the caller in all the skillsets
that the same agents are assigned to.

e The number of agents in a skillset.

e The availability of agents for a skillsets calls.

Expected Waiting Time Configuration
There are four stages to the configuration:

Record EWT Greetings.

Set up the EWT Table.

Create a Greeting step that uses a EWT Table.
Set the EWT parameters.

PwphPE
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Recording the Expected Waiting Time Greetings

The first step in setting up a EWT Table is recording EWT greetings. EWT
greetings notify callers of their expected wait time in a skillset.

For example:

Greeting 50: “Based on the current volume of calls, the next agent will
be available in a minimum of two minutes”.

Greeting 51: “The expected wait time for your call is approximately
three minutes’.

Greeting 52: “Due to higher than normal call volumes. The expected
waiting time will be approximately five minutes”.

Greeting 53: “Thank you for continuing to hold. We are experiencing
high call volumes. Please stay on the line and your call will be
answered by the next available Agent”.

In this example, greetings 50 to 52 are wait time intervals. Greeting 53 is the
last greeting in the table that covers any wait time situation.

All of the options available for a normal Greeting Step are available for the
EWT greeting, such as Forced Play as well as Basic and Advanced Intelligent
Caller Input Routing.

Callers can interrupt a EWT greeting the same way they interrupt a normal
greeting.

To record greetings refer to Recording Contact Center Greetings section of
this guide.
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Creating an Expected Waiting Time Table
1. Log into CallPilot Manager:

2. Click the Contact Center heading.

3. Click the Expected Wait Time Tables link. The EWT Greeting Tables
page appears.

Mailbox Administration g
Auto-Attendant Table ID Caption Commands
1 Create
Custom Call Routing 2 Create
3 Create
Networking 4 Creste
5 Creste
Contact Center 8 Eiesic
Angent List = 7 Create
Skillset List = 8 o
General Propediss =
Grestings = g Create
Caller Input Fules = 10 Creste
CLIDDMNS Routing Takle = 11 Create
Expected YWait Time Table
Aetivity Codes = 2 Creste
Customize MMCC Files = 13 Creste
14 Create
Reports 13 Creste
16 Creste
Configuration 17 Create
15 Create
Operations i ozl
20 Create

4. Click the Create link.

EWT Greeting Tables

Mailbox Administration

Auto-Attendant Table I Caption Commands
1 Creste afff—
Custom Call Routing 2 Creste
3 Create
Networking 4 Create
] Create
Contact Center 5 G

76 NN40011-023 Issue 1.2 BCM RIs 6.0



Contact Center

5. The EWT Greeting Table page appears. Click the Add button.

Main | Logout | Help |

EWT Greeting Table

Expected Wait Time Table ID: 1

No Wait Time Interval Greeting ID Commanis
q Add
After all times above Change

Thiz table iz incomplete and cannot be used by an BAT greeting step until
the 'After all times above' greeting has been entered.

Close |

6. The Wait Time Interval page appears. In the Wait Time Interval box
enter the first EWT value in the format hh:mm:ss where:
a. hh is number of hours from 0 — 24
b. mm is number of minutes from 0 — 59
C. Ss is number of seconds from 0 — 59

Main | Logout | Help |

Wait Time Interval
Expected Wait Time Table ID: 1

Wait Time Interval: 000100 (rmmss)
Greeting ID: |3,1 rmin wait intersal j

Submit I Cancel |

7. Each EWT table has a maximum of 11 entries: 10 wait time intervals
and 11 greeting numbers. You enter a wait time and choose a greeting
that plays during the wait time. Greetings must be recorded before
you can select them for a EWT interval.

NN40011-023 Issue 1.2 BCM RIs 6.0 77



Contact Center

8. In the Greeting ID box enter the greeting number you want to use for
this EWT.

Main | Logout | Help |

Wait Time Interval

Expected Wait Time Tahle ID: 1

Wait Time Interval: IEIEI:EH:DD (hhcmm:ss)

Greeting ID: 1. Welcome j

1.WWelcome
2, pause
Submit ERETR =]
4, 2 min wait gresting
b, 3 min wait greeting
B, Final BE"&T greeting

9. Click the Submit button.

10.The EWT Greeting Table page appears. Continue to configure the
table adding in the appropriate wait time intervals and greeting ID’s as
required.

EWT Greeting Table

Expected Wait Time Table ID: 1

No  Wait Time Interval Greeting ID Commands
1 g Tz 00:01:00 3, 1 min wwait interyal Change Delste
2 Jp To: 00:02:00 4, 2 min wait greeting Change Delste
3 g Too: O0:03:00 5, 3 min wwait gresting Change Delste

Add
After all times above Chande

Thiz takle iz incomplete and cannot be used by an BT greeting step until
the 'After all times above' greeting has been entered.

Close |
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11.At the bottom of the table, click the Change link for “After all times
above”.

EWT Greeting Table

Expected Wait Time Table ID: 1

No  Wait Time Interval Greeting 1D Commands
1 g To: 00:07: 00 3,1 min wait interyal Change Delete
2 g T O0:02:00 4, 2 min wait greeting Change Delete
3 g Too O0:03: 00 5, 3 min vwait gresting Change Delete

Add

After all times ahove ﬁl:hange

Thiz takle iz incomplete and cannot be uzed by an BT greeting step undil
the 'After all times above' greeting has been entered.

Close |

12.The After all wait time intervals page appears. In the Greeting ID box
enter the number of the greeting you want to use if the EWT exceeds

the configured wait time intervals.

Main | Logout | Help |

After All Wait Time Intervals

Expected Wait Time Table ID: 1

. Final EMYT or

It ™

Greeting 1D:

Thiz greeting will be played if you do not configure an
Expected Wait Time Interval OR if the Expected Wait Time
exceeds the [ast Expected Wait Time Interval you configured.

Submit Cancel
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time intervals.

Note: The after all the times above value is mandatory. You must enter a
value for the greeting that plays if the EWT exceeds the configured wait

13.Click the Submit button.

14.The EWT Greeting Table page appears.

Help

Main | Logout |

1
2
&

NHo Wait Time Interval

After all times above

EWT Greeting Table

Expected Wait Time Table ID: 1

Greeting 1D Commands

g T 00:01 00 3,1 min weait interval
g Te: 00:02:00

g Ta: 00:03:00

Change Delete
Delete
Delete

Add

4,2 min wait gresting Change
5, 3 min wait gresting Change

5, Final BEWT greeting

Close |

Change

15.Click the Close button.

16.The EWT Greeting Tables screen will be displayed.

Mailbhox Administration

Auto-Attendant

Custom Call Routing
?*m“-.‘ ‘Ww

EWT Greeting Tables

Table ID Caption Commands
1 Add Caption Change Delete
2 Create
3 Create
4 Create
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17. A caption can be added for the table by clicking the Add Caption link.

EWT Greeting Tables

18. A description can
button.

H"‘vﬂm

then be added for the table. Then click the Submit

Mailbox Administration * Table ID  Caption Commands
1 Add Caption Change Delete
Auto-Attendant * 2 Create
3 Creste
Custom Call Rowuting * 4 Create

Main | Logout |

Help |

EWT Table Caption

EWT Table ID 1: |EWT Greeting Table 1

# Suhmitl Cancel |

19.The completed EWT Table can now be used with a Greeting step of a

Day or Night routin

Main Logout

Mailbox Administration

Auto-Attendant

Custom Call Routing *

g table.

Help |

EWT Greeting Tables

Table ID Caption Commanis
1 EWT Groeting Table 1 Chanae Caption Chanae Delete
2 crese
3 Create
i

Create
L o= Y SRR -0-1_‘___":-“-"‘-'- -l o
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Configuring an Expected Waiting Time Table to Utilise a

Greeting Step of a Day/Night Routing Table

1. Log into CallPilot Manager: If an existing Routing Table is to be

changed, ensure that the Skillset to be edited is disabled

2. Click the Contact Center heading. Click the Skillset List link. The
Skillset List Screen appears.
Main | Logout | Help |
Skillset List
Skillset Name CDN Status Commands

Mailbox Administration

Auto-Attendant

Custom Call Routing

Hetworking

Contact Center
Aoert List =
Skillzet List
General Properties =
Grestings =
Caller Input Rules =
CLIDVDMES Routing Takle

Expected Wait Time Table
Customize MMCC Files =

1
2

&

Customer service 231

Sales

Enabled Propetties Agents Day Might Servicedlode Owerflowy Dizable
Dizabled Propeties Adents Day Might Service Mode Owerflowe Enable Unconfigure

300

3. Click the Day or the Night link for the skillset to which you want to add a

greeting step.

Main | Logout

| Help

Mailbox Administration

Skillset
1

Auto-Attendant

2

Custom Call Routing

Hetworking

Contact Center
Aoert List =
Skillzet List
General Properties =
Grestings =
Caller Input Fules =
CLIDVDMES Routing Takle
Expected Wait Tine Takle =

Customize MM Files =

Name

Customer service 231

Sales

Skillset List

CDN Status Commands
Enahled

Dizabled Properies Agents Day Might Service Mode Owerflowy Enable Unconfigure

1

Propetties Agents Day Might Servicebdode Cwerflow Disable

300
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4. The Day or the Night Routing Table page appears.

Main | Logout | Help |

Day Routing Table

Skillset 2
Thizs routing table DOES NOT guarantee fax delivery to the

skillzet matlbox (more mformation).

In this example a
distribution step has been

Step Information Commands ?ddEdhmé-‘;ﬁ"mE greeting 2

1 Greeting 1, Mormal, Mo Transfer Insett Modify Delete 'IEI?EI;‘.“:T Tablgn\.!ﬂfitlllnlgesmp.
2 Distribute For 00:15 nsert Modity Delete | joeo o 2c 2 new step 5.
3 Greeting 2, Mormal, Transfer Insert Modify Delete
4 Distribute For 00:15 Inzett Wodify Delete
5 Goto Step 2 Insert Modify Delete

Encd Insert

Close |

5. Click the Insert link at the step that the EWT Table will be inserted into
the routing table. Or select Change to modify an existing step.

Day Routing Table

Skillset 2

This routing table DOES NOT guarantee fax delivery to the
skallset malbox (more mformation).

Step Information Commanis
1 Greeting 1, Mormal, Mo Transfer nsedt Modify Delete
2 Distribute For 00:15 Inzert Modify Delete
3 Greeting 2, Mormal, Transfer Insert Modify Delete
4 Distribute For 00:15 Inzert Modify Delete
& Goto Step 2

Inzert Wodity Delete
Encd / Insert
Close |
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6. The Routing Step page appears. Select the EWT Greeting Table
radio button.

Routing Step

Skillset 2 Step Number (New)

Step Type:

' Greeting: |1.welcome jl
Forced Play: [l

& EWT Greeting Table: |1, EWWT Greeting Tahle 1 j
Forced Play: [l

' Distribute for: IW (mins5)
' Goto step: IE

" Transfer to Extension: I_

" Transfer to mailbox: I_

' Transfer to external: I

QOutdial Method: ILine Yl I (LinePoal #1
' Transfer to Auto-Attendant; I Mone 'l Gresting Table #
[Select "Mone" for default 2.8 promgt.)

Mote: A2 company greetings will be skipped.
' Transfer to Operator
 Transfer to CCR: I 3 'l

' Disconnect

Intelligent Caller Input Routing: (for Greeting/EVWT Greeting step only)
& MNone
' Basic
I Auto-Attendant IETahIeINDnB 'l
[Select "Mone" for default 2.8 promgt.)
Mote: A2 company greetings will be skipped.
W Operator IE
 Skillset Mailbox [a=]
¥ CCR 2 = Tree |3 =
' Advanced

Retries IE

Caller Input Bules Table E

Submit | Cancel |

7. Click the Submit button.
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8. The Day Routing Table screen will appear.

Main | Logout | Help |

Day Routing Table

Skillset 2

This routing table DOES NOT guarantee fax delivery to the
slrillzet mailbox (more information).

Step Information Commands
1 Greeting 1, Mormal, Mo Transfer Insert Modify Delete
2 Distribute For 00:15 Inzert Modify Delete
3 Gregting 2, Mormal, Transfer Insert Modify Delete
4 Distribute For 00:15 Inzert Modify Delete
5 EwyT Greeting 1, Mormal, Mo Tranzsfer Insert Modify Delete
B Gaoto Step 2 Inzert Modify Delete

Enl In=ert

Close |

9. Click the Close button.

CCR Trees and the Contact Center

It is possible to transfer of calls from a CCR tree to a Skillset. The
configuration process would involve five key phases:

1. Creation of Auto-Attendant Greeting table.

2. Creation of CCR tree with appropriate home menu greetings recorded.

NN40011-023 Issue 1.2 BCM RIs 6.0 85



Contact Center

3. Configure a CCR tree Node to transfer to a Skillset Control DN.

Main | Logout | Help |

Properties

Tree Number: 3
Path: 1

CCR Transfer Node

Caption: |Sales

Qutdial Method: IRDute '” (LineFoal #)

Phone Number: |SDD

Submit I Cancel |

Enter the CDN

of the skillset

4. Assign the CCR tree to the Auto-Attendant Greeting Table.

5. Assign lines to Auto-Attendant Greeting Table.

For details of creating CCR Trees refer to the Custom Call Routing Guide.

CLID & Dialled Number Routing

Professional Contact Center offers the ability to route calls based on either
CLID number of the calling party, the line dialed, or the number dialed (DNIS).

Calls can be routed to Skillsets, or be given a higher or lower priority.

An example of how the priority capability can be used to practical effect would
be in a situation where a Skillset is fed by a number of telephone numbers
(target lines). Different telephone numbers can relate to different customer
bases, which can be given different call priorities, ensuring that valued

customers are answered first.

1. Start CallPilot Manager.
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2. Click the Contact Center heading. Click the CLID/DNIS Routing

Table link.
Main | Logout | Help |
Contact Center
Mailbox Administration Please choose a Contact Center option.

Auto-Attendant

Custom Call Routing

Hetworking

Contact Center
Anjert Lizt =

Skillzet List =
General Properties =

Greetings =
Callet Input Rules =

CLIDJDMIS Routing Takle @
Expected Wyait Time Takle =
Customize MMCC Files =

3. The Intelligent CLID/DNIS Routing page appears. Click the Insert link.

Main | Logout | Help |

Intelligent CLID/DNIS
Routing

Mailbox Administration

Auto-Attendanit Line CLID/ANI DNIS Action Commands

End Inzert
Custom Call Routing f

Hetwaorking

Contact Center
Agert List =
Skillzet List =
Genetal Propetties =
Grestings =
Callet Input Rules =
CLIDDMIS Routing Table
Expected Wait Time Takle =
Customize MMCC Files =
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4. The CLID/DNIS Setup page appears.

Help |

Main | Logout |

Line:
CLID/ANI:
DHIS:

CLID/DNIS Setup

—
|
|

Action:

Submit

" Move to Skillset:
" Change Call Priority Only
New Call Priority:

=
IND Change vI

Cancel |

5. Set the method to identify the call:

a) If you want to create a rule based on the line a call comes in on,

b)

d)

enter the line number in the Line box.

—

If you want to create a CLID (Calling Line ID) or ANI (Answered
Number Information) rule, in the CLID/ANI box type the CLID or ANI
number you want to assign this routing to. The CLID or ANI number
identifies the caller or the location the call was made from.

Line:

CLID/ANI: |

If you want to create a DNIS (number the caller dials) rule, in the
DNIS box type the DNIS number you want to assign to this route.
The DNIS number identifies the number the call is made to.

DNIS: |

Select the Multimedia Calls check box if you want Multimedia
Contact Center calls assigned to this route. You must use Business
Communications Manager and have Multimedia Contact Center
enabled. Incoming Multimedia Contact Center calls are assigned
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the Priority you select. If you select the Multimedia Calls check box,
you must enter a CLID/ANI number or an asterisk (*). If you do not
select the Multimedia Calls check box, you must enter one of
CLID/ANI, DNIS, or Line number.

6. Select the type of routing you want to apply to the call:

a)

b)

If you want to move the call to another Skillset, select Move to
Skillset and from the Skillset list box select the number of the
Skillset you want to route the call to.

Action:
" Move to Skillset: |1 vI

If you want to move the call to another Skillset and assign it a
different priority:
select Move to Skillset from the Skillset list box select the number
of the Skillset you want to route the call to from the New Call
Priority list box select a priority for the call.

If you want to change the priority of the call, select Change Call
Priority Only and from the New Call Priority list box select a
priority for the call.

" Change Call Priority Only

New Call Priority: IHD Change 'I

7. Click the Submit button.

8. The Intelligent CLID/DNIS Routing table will be displayed.

Main | Logout | Help |

Intelligent CLID/DNIS

Routing

Mailbox Administration

Auto-Attendant Line CLID/ANI DHIS Action Commands
01244659569 Skillzet 1 Insett Change  Delete
Custom Call Routing 128 Priority 1 Ingert Change Delete
Endl Inzert
Networking
Contact Center
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9. In this example a rule has been created that will route calls to Skillset 1
when the CLID of 01244689569 is presented to the Contact Center.
There is also a second rule that will give a priority of 1 to calls that are
presented on line 128. (This line must be assigned to the skillset via the
Auto Attendant line administration.)

Caller Input Rules Tables

Caller Input Rules Tables offer the caller the option of entering a Personal
Identification Number (PIN) to be routed through to a pre-defined destination.
Possible destinations include: extensions, external numbers, mailboxes,
operator, and Auto-Attendant. The call priority can also be changed.

PIN numbers may only be entered by callers when listening to a Skillset
gueue announcement. Therefore, a Caller Input Rules Table should be
assigned to a Greeting Step in a Skillset Day Routing Table.

Each Caller Input Rules Tables can contain up to 2000 Match Strings (PIN
numbers).

Caller Input Rules tables can contain Match Strings of fixed digit length, e.g. 4
digits, or can contain Match Strings of variable digit length, e.g. between 5 and
15 digits.

1. Start CallPilot Manager.

2. Click the Contact Center heading.
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3. Click the Caller Input Rules link. The Caller Input Rules Tables page

appears.
Main | Logout | Help |
Caller Input Rules Tables
Mailbox Administration Table ID Length Commands
1 Create \
Auto-Attendant 2 Create
3 Create
Custom Call Routing 4 Create
5 Create
Networking B Create
7 Creste
Contact Center a Create
Agent List » g Create
Skillzet List = —
10 Create

General Properties

Greetings = 11 Create
*Caller Input Rules 12

CLIDDMIE Routing Table = Create

Expected VWit Time Table = 13 Create
Customize MWMCC Files « 14 Create

1a Create

Reports 186 Create

4. Click the Create link for the Caller Input Rules Table you want to add a
rule to.
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5. The Rule Table Properties page appears.

Main | Logout | Help |

Rule Table Properties

Rule Tahle: 1

Length:
* Fixed: |1
" Variahle: I tu:ul

Submit Cancel |

6. Select Fixed or Variable, depending on whether you want to create a
rule that applies to a dial string of a fixed or variable length:

a) If you select Fixed, in the Fixed box enter the number of digits
allowed. The fixed length can be from 1 to 50 digits.

b) If you select Variable, in the Variable boxes type the minimum to
the maximum range of caller input digits. The minimum value must
be 1 or greater. The maximum value must be anything greater than
the minimum value, up to 50.

7. Click the Submit button. You return to the Caller Input Rules Tables

page.
Mailbox Administration Tahle ID Length Commands
1 2410 Change Eules Delete
Auto-Attendant 2 Creste
& Cregte
Custom Call Routing 4 Create
B Creste
Hetworking g Creste
7 Create
Contact Center ] Cresdte
A. Ent L?Sd - &l Create
Skillzet List =
General Properties = 10 Create
Greetings = 11 Creste
Caller Input Rules
CLIDDMIS Routing Takle = 12 HiEFiE
Expected YWait Time Table = 13 Create
Customize MWMCE Files = 14 Create
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8. Click the Rules link for the table you want to create a rule for.

Mailbox Administration Table ID Length  Commands
1 2410 Change Bules Delete
fnto-Attendant 2 Creste
3 Create
Custom Call Routing 4 Creste
5 Create
Hetworking 5 Creste
7 Creste
Contact Center g Create
Lugent List » 9 Creste
Skillzet List =
Zeneral Properties = 10 Create
Greetings = 11 Create
Caller Input Rules
CLID/DMIS Routing Table = 12 Creste
Expected Wisit Time Takls = 13 Create
i o+, i RAL AT - A d L

9. The Match Table screen appears. Click the Add button.

Main | Logout | Help |

Match Table

Rule Table: 1

Match String Action Commands

Add h

Close |

NN40011-023 Issue 1.2 BCM RIs 6.0



Contact Center

10.The Match Rule Setup page appears.

Main | Logout | Help |

Match Rule Setup

Rule Tahle 1

Match String: I
Action:

' Move to Skillset: |1 'I

= Send to Skillset Mailbox
" Transfer to Extension: I

= Transfer to Mailbox: I

" Transfer to External: |

Qutdial Method: ILine 'l I (Linemool #)
= Transfer to Auto Attendant: INDne 'I Gresting Table #
[Select "Mone" for default A4 promgt.)

Mote: A4 company greetings will be skipped.
" Transfer to Operator
" Transfer to CCR: IE
" Change Call Priority Only

New Call Priority: IND Change 'I

Submit | Cancel |

11.In the Match String box type the string you want to match (digits the
caller must enter).

Match String: I

12.Select an action for how you want to route the call:

a) if you want to transfer the call to another Skillset:
i) Select Move to Skillset
i) From the list box select the number of the Skillset you want to
transfer the call to.

Action:
" Move to Skillset: I'I 'I

b) If you want to transfer the call to the Skillset mailbox, select Send to
Skillset Mailbox.

" Send to Skillset Mailhox
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c)

d)

f)

)

h)

If you want to transfer the call to an extension, select Transfer to
Extension and in the box type the extension number you want to
transfer the call to.

" Transfer to Extension: I

If you want to transfer the call to a mailbox, select Transfer to
Mailbox and in the box type the mailbox number you want to
transfer the call to.

" Transfer to Mailbox: I

If you want to transfer the call to an external number:

i) select Transfer to External

i) in the box type the number you want to transfer the call to

iii) from the Outdial Method list box select an Outdial method

Iv) If you select Line or Pool, in the Line/Pool# box type the line or
line pool number used.

" Transfer to External: I
Outdial Method: [Line =] | (LineFaol )

If you want to transfer the call to the Automated Attendant, select
Transfer to Auto Attendant.

" Transfer to Auto Attendant: I Maone "I Greeting Table #
[=elect "Mone" for default A28 prompt.)

Maote: &2 company grestings will he skipped.

If you want to transfer the call to the operator, select Transfer to
Operator.

" Transfer to Operator
If you want to transfer the call to a CCR Tree, select Transfer to

CCR and from the list box select the number of the CCR Tree you
want to transfer the call to.

" Transfer to CCR: |3 "I
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1) If you want the call to remain in its Skillset but you want to change
the call’s priority within the Skillset, select Change Call Priority
Only and from the New Call Priority list box select a priority
between 1 and 20 for the call.

 Change Call Priority Only

Mew Call Priority: IND Change vl

Submit I Cancel |

o oo G0 O I Lo o — e
i

=
4

13.Click the Submit button. The rule you created appears in the Match
Table.

Main | Logout | Help |

Match Table

Rule Tahle: 1

Match String Action Commands
1111 Mowve to 2 Change Delete
222 Extenszion 253 Change Delete
33 External 901 244670200 Change Delete

Add

Close |

14.Repeat steps 8 to 13 if you want to add another rule to the table, or
click the Close button to return to the Caller Input Rules Tables page.

15.The Input Rule now has to be attached to a greeting step contained in
a routing table. In the following example the rule will be enabled in the
Day Routing Table of Skillset 1, against Greeting 1.
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16.Select the Skillset List link and ensure that the Skillset is disabled to
allow configuration to take place.

Main | Leogout | Help

Skillset List

Mailbox Administration * Skillset Name CDN Status/
Customer service 231 Disabled Propetties Adgents Day Might Service Mode ©

1
Auto-Attendant * 2

17.Select the Day or Night link for the appropriate Skillset.

Main | Logout | Help

Skill

Mailbox Administration * Skillset
-

Auto-Attendant * 2

Commands

Sales 300 Disabled Properties Agents Day Might Service Mode ©

set List

Name CDN Status

Commands

Customer service 231 Digabled Propeties Aoert® Day Might
Sales 300 Dizahled Properties Adgert§ Day Mig

Eervice Wode Cverflow Er

Eervice ode Cwverflow Er

18.The Day/Night Routing Table will be displayed. Select Modify for the

greeting that you wish to

Main | Logout | Help

Step
1
2
3
4
Encl

attach the Input Rule to.

Day Routing Table

Skillset

This routing table DOES NOT guarantee fax delivery to the
skillzet mailbox {more mformation).

Information Commands
Greeting 1, Forced, No Transfer Insert Modify Delete
Distribte For 0015 Insett Modify Delete
Greeting 2, Mormal, Mo Transtfer |nsert Modify Delete

Goto Step 2 Insert Modity Delete
Inzett

Close |

1
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19.The Routing Step will be displayed. Under the Intelligent Caller Input
Routing section of the screen, select the Advanced radio button.

Main | Logout | Help |

Routing Step

Skillset 1 Step Number 1

Step Type:

& Greeting: [1.wWelcome =l
Forced Play: v

' EWT Greeting Table: [1. EWT Gresting Table 1 =]
Forced Play: Il

' Distribute for: l— fmm:ss]

" Transfer to Extension: I—

" Transfer to mailbox: I

" Transfer to external: |

Outdial Method: I Line 'I I (LineRool #)
" Transfer to Auto-Attendant: I MNane 'l Greeting Table #
[Zelect "Mone" for default A48 prompt.)

Mote: A8 company greetings will be skipped.
" Transfer to Operator
" Transfer to CCR: |3 vI

" Disconnect

Intelligent Caller Input Routing: {for Greeting/EWT Greeting step only)
" MNone
' Basic
¥ Auto-Attendant IE,TahIeINDnE 'I
(Zelect "Mone" for default &4 prompt.)
Mote: A8 company greetings will be skipped.
¥ Operator IE
¥ Skillset Mailbox [a7]
¥ CCR 27| Tree|3 x
& Advanced

Retries IE

Caller Input Rules Tahle |1 'I

Submit Cancel |
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20.Then select the Caller Input Rules Table that you wish to use.

Intelligent Caller Input Routing: (for Greeting/EVWT Greeting step only)
" None
" Basic

V¥ Auto-Attendant |1 jTahlelNDnej

[=elect "MNone" for default 2.8 promgt.)

Mote: &4 company greetings will be skipped.

M Operator IEI 'I

¥ Skillset Mailbox IB 'I
¥ CCR |2 x| Tree |3 =]

* Advanced

Retries IEI 'I
Caller Input Rules Tahle 1= ‘

Submit Cancel |

21.Click the Submit button and you will be returned to the Day/Night
Routing Table screen.

22.Select Close. Once the configuration of the skillset has been
completed and the appropriate line assigned to it, the skillset should be
enabled.

Activity Codes

Agents use Activity Codes to associate calls to one or more activities. For
example you may have activity codes entered in relation to marketing
campaigns that you have been conducted as advertisements in a number of
publications for example Code 111 for Daily Herald, 112 Weekly Star etc. This
would allow you to see which advertisements have generated the most
business for your company.

Contact Center stores the amount of time allocated to an Activity Code and
the number of times an Activity Code is entered. You can generate reports
that show the length of time the caller and agent discussed the topic
designated to the corresponding Activity Code.

Note: To use Activity Codes, you must have Reporting for Contact Center
enabled.
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An Activity Code has:

A digit numeric value between 1 to 16 digits

A name of up to 16 characters that is displayed on agent telephones,
and in Reporting for Contact Center Activity Code reports

A description of the activity of up to 50 characters

Activity Codes can be used for Contact Center calls only. If an agent
receives a non-Contact Center call or initiates an outgoing call, Activity
Codes do not apply. The Activity Codes table can have a maximum of
2,000 entries.

The feature code for entering activity codes is F907

Creating or Changing an Activity Code

To create an Activity Code:

1. Within CallPilot Manager click the Contact Center heading and select

the Activity Code link. The Activity Codes page appears. Click the
Insert link.

Main | Logout | Help |

Activity Codes

Mailbox Administration Code Id Name Description Commands

111 Product 1 Sales Encuiry Change Delete
Auto-Attendant 122 Cust Complaint Incoming Call Complaint Chandge  Delete

Eni Inser‘t-‘_
Custom Call Routin
4 Import | Impart Activity Codes From File

Metworking

Contact Center
Agert List =
Skillzet List =
Genetral Properties =
Grestings =
Caller Input Rules =
CLIDMDRIS Routing Takle =
Expected Wait Time Table =
clivity Codes
Customize MWMCC Files =
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2. The Activity Code Setup page appears. In the Activity Code box type
the number of the activity code, for example, 123. The number can be
a maximum of 16 digits long.

Main | Logout | Help |

Activity Code Setup

Activity Code: | <4

Activity Name: |

Activity Description: I

Submit | Cancel |

3. In the Activity Name box type the name for the activity code, for
example, PC Sales Enquiry. The name can be a maximum of 16
alphanumeric characters long.

Main | Logout | Help |

Activity Code Setup

Activity Code: |

Activity Name: | "_

Activity Description: |

Submit Cancel |
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4. In the Activity Description box type a description for the Activity
Code, for example PC Sales ABC Product. The description can be a
maximum of 50 alphanumeric characters long.

Main | Logout | Help |

Activity Code Setup

Activity Code: |
Activity Name: | /

Activity Description: |

Submit Cancel |

5. Click the Submit button.

Main | Logout | Help |

Activity Code Setup

Activity Code: |

Activity Name: |

Activity Description: I

__’ Submit | Cancel |

6. The new Activity Code appears in the Activity Codes table.

Importing Activity Codes

You can import Activity Codes as a file. You can update the Activity Code
table with a spreadsheet or other file. You specify whether the file replaces the
Activity Code list, or is added to it.

The file you create to import must:
e be in ASCII format. If you create the list in Notepad, save it in ANSI
format. If you create the list in Excel, save it in .csv format.
e have one Activity Code per line, comprised of the ID, name, and
description, separated by commas.
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Example of Notepad format.

#f] Mew Activity Codes_txt - Notepad o |
File Edit Format Help
3, 5ales Support,Support for sales =]

4 Help Calgary Help Desk

5,3ME Subject Matter Experts

B,French French Language Support

7 German,German Language Support

8, Spanish Spanish Language Support

9 ltalian ltalian Language Support

10,Greek Greek Language Support

11 Morwegian, Morwegian Language Support
12 Portuguese Portuguese Language Support

Example in Excel format.

Fd Microsoft Excel - Hew Activity Codes.csy

J File Edit Yiew Insert Format Tools Data indow Help

DEE28RY ib@a - &= A4 Bk

H19 |
i E | 2 |

1 3 Sales Support Support for sales

2 4 Help Calgary Help Desk

3 5 =ME Subject Matter Experts

4 B French French Language Support

5 7 German German Language Support

B 8 Spanish Spanish Language Support

i 9 [talian [talian Language Suppart

8 10 Greek Greek Language Support

9 1 Morwegian Marwegian Language Support

10 12 Portuguese  Portuguese Language Support

11

12

13
|4 [4 [» i/ New Activity Codes  Shestz f Sheets 7 IEN N
Reacly i
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To import a list of Activity Codes:

1. Click the Contact Center heading and click the Activity Codes link.
The Activity Codes page appears. Click the Import button. The
Importing Activity Codes page appears.

Main | Logout | Help |

Activity Codes

Mailbox Administration Code Id Hame Description Commands
111 Product 1 Sales Enguiry Change  Delete
Auto-Attendant 122 Cuzt Complaint Incoming Call Complaint Change  Delete
End Inzert
Custom Call Routing o )
Import Impart Activity Codes From File
Hetworking
Contact Center
Acgerd List =
Skillzet List =
General Properties =
Greetings =

Caller Input Rules =
CLICVDMIS Routing Takls =

Expected Wait Time Takle =
Activity Codes

Customize MCC Files =

2. In the Load Activity Code From box, enter the path of the file you
want to import

Main | Logout | Help |

Importing Activity Codes

Load Activity Code From: | Browse. .. |

&  Add More Codes Replace Duplicate Codes: [
' Replace All Codes

Note: During import, only the first 16 characters of the
Activity Name and the first 50 characters of the Activity
Description are stored.

Submit Cancel
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3. Or click the Browse button and locate the file.

21|
] & @ cf B
I )9911652c52da451dfF73 [ Linksys Driver
| )BCMElementManager M3IOCache
e bemlogs )My Downloads
| )bess0 backup [CInew iz050 phone
|_J)ET Engineers Contacts o
A _LIC o
Desktop Config.Msi [C3)Program Files
| ) Customer Courses and Webcasks () spoaletlogs
‘ | J)Documents and Settings () swsetup
. | )Expenses () TaskBasedGuides
LIRS | o oy e o057 ca0atcar ] 305cE37d2T4 L3 TFTP-Roat
| Inetpub ()W INDOWS
ﬁ; C)ITEL | ot WA Issue 101
I‘--1Hg;rn|:u_lh3l | Thjava 1| ~WYRL1SE1 kmp
= Chire | ~WYRL2749, Emp
al |

File name: I

Files of type: I.&II Files [*.7]

-]
j Open I
ﬂ Cancel /L

4. Choose the Add More Codes option if you want to add the list of
Activity Codes to your existing Activity Codes, and select the Replace
Duplicate Codes check box if you want to replace any duplicates in
the Activity Code table with the new values in your list, or choose the
Replace All Codes option if you want to replace your table of Activity
Codes with the new list.

Importing Activity Codes

Load Activity Code From: |

Browse. .. |

# Add More Codes
" Replace All Codes

Replace Duplicate Codes: [~

Note: During import, only the first 16 characters of the
Activity Name and the first 50 characters of the Activity
Description are stored.

Submit Cancel

5. Click the Submit button.
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The Agents settings can be configured for prompted or optional activity code
entry. These settings are configured when the agent is created. Please refer
to the Creating Agents section of this guide for details relating to the Activity

If you chose to replace all codes, a message appears that asks you to
confirm that you want to replace all the Activity Codes in the table. Click
the Yes button.

Code Entry Type options.

Change Agent

Agent ID:
Name:

Automatic Login DN: 223
Supervisor:
Automatic Answer:

[ Override Skillset
Break Time:

" Mot Ready
Timeout:

[” Manual Hot Ready
Timeout:

[ Audible Mot Ready
Notification Interval:

Missed Call Option: | Maks Not Ready (Return To Skillset) » |

#ctwnty Code Entry W
ype: -

17777

Disabled

(Flezse note that Silent Recording may be illegsl in certain jurisdictions - please
consult vour legal advizor before turning on this festure)

Max Messaye Length: I (1-60 minutes)
Recorded Call
Destination: [” Personal Mailbox

[ Skillset Mailbox

[The recorded call will e sent to the mailbozx
of the skilzet that the call currently belongs
[ (a}}

r Mailhux:l
SFTP Destination: INDHB "I

Submit I Cancel |

-

Record-a-call:
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The skillset can also be configured to include optional or prompted activity
code entry. If the skillset is assigned as prompted this settings takes priority
over any activity code setting at agent level. Please refer to the Setting the
Skillset Properties section of this guide for details relating to the Activity

Code Entry Type options.

Skillset Properties

Delay Answer: IEIIJ:DD (mrmss)
[™ Primary Alert: IEIIJ:IJD (mim:ss)

[ Secondary &lert: IEIIJ:IJD (mim:s5)

Attendant Ext: I {optional)
Use Previous |1U calls to calculate EWT

EWT Increase Allowed: ¥

Initial Call Duration: IDD:DS:DD (hhmim:ss)

Activity Code Entry
Type:

Skillset: 1

Control DN: W

Name: [SKILLT

MWI DN: [ (optional)

Method: lm

Break Time: IW {mrmuss) (Fead warning before changing)

Note: If either the skillset or the agent setting is Prompted, entering Activity
Codes for calls is prompted. If both skillset and agent are optional, entering

Activity Codes is optional.
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Monitoring Call Activity

A Supervisor can monitor all of an agent’s incoming and outgoing calls,
including their personal calls. More than one supervisor can log on to the
same skillset, but an agent can be monitored by only one supervisor at a time.
While you are on a call, do not initiate a monitoring session.

Note: You cannot monitor an agent who is:
* On a conference call
* On a held call

There are two ways that you can monitor call activity at your Contact Center:

1. Monitoring agent calls using F905
2. Monitoring skillsets using F909

Monitoring Agent Calls

When you monitor calls, the agent or callers do not detect you unless Non
Silent Monitoring has been enabled from within Element Manager. You
monitor all of the calls on an agent's telephone, rather than on a call-by-call
basis. When the current call is completed, the monitoring session of the agent
continues. You do not have to reestablish the monitoring session.

Setting up Silent Monitoring

To set up Silent Monitoring for your system:

1. In Element Manager Configuration, Telephony, Global Settings,
Advanced Feature Settings. The Silent Monitor screen appears in
the right frame.

Task Navigation Panel
Advanced Feature Settings

Configuration I Administration

@ Welcome System wide Call Appearances Control

£-{3) System )
) Administrator Accsss Auto-sssociste SWCAkey to el [anually - while parked Trivoke SWCA parking by Hold [~

E
E
'gé ?:2:;’;:; Include I/C calls when auto-associating [~ Include I/C calls when invoked by Hold [~
B Glabal Settings
----- @ Feature Settings
' Jndvanced Featurs Settings
----- @ 1P Terminal Features
----- @ DMC Feature List
@ system Speed Dial
@ CAP Assignment

ONN Blocking

Tore 141 -

Puse [1a =

B3 Sets BRI [1a =
[ Lines
- @ Loaps
- @ Scheduled Services
BH-C) Disling Plan Silent Monitor
@ Ring Groups Montormamode [ -]
B33 Call Security
~ @ Hospitality Hurber of SMsets [ 5
- @ Hunk Groups
- @ Call Detail Recording SM passwiord [
[)-{) Data Services
E-{) Applications
Call Log Space
Reset Logs
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2. Choose one of the following options:

Silent - Choose Silent if you want supervisors to be able to break
into a conversation without giving an indication of their presence.
Non-silent - Choose Non silent if you want the Agent and the caller
to hear a conference tone when a supervisor breaks into a
conversation.

Note: This is a global setting that will also affect Hunt Group Monitoring. Refer
to the Telephony Services Guide for information on Hunt Group Monitoring.

Feature 905 - Monitoring Agents

You can monitor calls by using memory buttons that you program with the
Feature Codes for monitoring.

NOTE: To use F905 you must program it to a memory button and press the
F905 button to monitor agent calls.

Factors for Monitoring Agents

More than one supervisor can log on to the same skillset.

An agent can be monitored by only one supervisor at a time.

While you are on a call, do not initiate a monitoring session.

You must use a two line display telephone.

Use a headset rather than hands free when you monitor calls. This
ensures call privacy and reduces the office noise level. The headset
must be plugged into the headset port on the bottom of the
telephone. If you pick up the handset when the headset is plugged
in, the handset does not work.

Silent Monitoring of Agents

When you monitor calls, you are not detected by the agent or
callers.

You monitor all of the calls on an agent's telephone, rather than on
a call-by-call basis.

When the current call is completed, the monitoring session of the
agent continues.

You do not have to reestablish the monitoring session.

You must be logged on before you can monitor calls.

While you monitor an agent’s calls you monitor all of their calls,
including their personal calls.

Tell agents that if they make a call that they do not want monitored,
they must first log off as an agent, then log on again when they
complete the call.

You do not have Contact Center calls sent to you while you use
F905.
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10.

11.

Enter Feature 904.

. Enter your Agent ID number and press OK or #.

Enter your password and press OK or #.

The default password you enter to log on for the first time, or if your
password is reset, is 0000. If you enter the default password, you
must change your password. Enter a new password from four to
eight digits long and press OK.

Enter your new password again and press OK.

Press IN to log on to one or more skillsets that you want to monitor.
You can monitor only the agents who are logged on to the same
skillset as you. If IN does not appear, you are already logged on to
all the skillsets or there are no skillsets available.

To begin monitoring agent calls press the memory button
programmed with F905. After you press F905 Contact Center does
not route calls to you.

Press OK to accept the skillset shown or press NEXT or PREV to
find the skillset you want to monitor.

Enter the Agent ID of the agent you want to monitor and press OK.
Invalid Agent appears if the agent is not assigned to you. You can
press DIR to find the Agent ID in the Agent directory. You can
monitor any agent logged into a skillset assigned to you.

E e e T T . e .

Agent ID: 1

_ -
R

Press INFO to display the Agent ID number, agent name, call state
and the time in minutes and seconds that the call has been in this
state. Call states include Idle, Not Ready, and Break (InCall,
OutCall, Browse, AnsDN, Ringing).

B I —
P TP R L -
e

l:Agentl

Press INFO a second time to display the Agent ID number, agent
name, and monitoring options again.
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12.Press OBSV to monitor an agent. If another supervisor is
monitoring the agent the OBSV button does not appear. At any time
you can press the CANCL button to exit the monitoring session
without logging off. If the agent has no active call, has a call on
hold, or is on a conference call, you hear silence. You do not begin
to monitor the agent until the agent takes a call, takes the call off
hold, or ends the conference call.

sl iRl s 3 - F. s — . .
o I o T i L T
2]

l1:Agentl

13.1f you want to join the call, press JOIN. You can press MUTE to
mute your voice while you monitor.

14.To end the monitoring session press CANCL. If you want to monitor
another agent in the skillset press NEXT until you see the agent you
want to monitor, and then press OBSV.

Agents Requesting Help During a Monitoring Session

While you monitor an agent, the agent can request Supervisor Help if it is
available on your system. If an agent requests help, you are automatically
selected to help and assumed to have accepted the request. When help has
finished, the Supervisor Help session ends and your original monitoring
session resumes where it left off.

Requesting Help from a Supervisor

With Supervisor Help an agent can request help from a supervisor while they

are on a call by pressing a programmed feature button. (F906).

B E A AT
BCM A =

—_—

Help requested x

-,
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The agent can send an urgent request for help without interrupting the call,
and without the caller being aware of your help request.

An agent must be logged on to Contact Center and on a Contact Center call
to use Supervisor Help.

To use Supervisor Help you must have a memory button programmed with
the Supervisor Help feature code (F906).

The programmed key must have an LCD indicator.

A supervisor, who receives a request for help can either, accept, refuse or
ignore the request. A request that is ignored escalates to a larger group of
supervisors.
3 O
TN 72130

BECM_A 3

A, Tt ymem e,

i

Help 1%

When a request for help is accepted, the system invokes a silent monitoring
session. The supervisor begins monitoring the agents call. The agent is
informed when the monitoring session begins so that they know that help has
been provided.

The supervisor can enter the conversation as required. The maximum number
of simultaneous Silent Monitoring sessions that can be supported is 8.

The supervisor can enter the conversation as required.

Requesting Help — Agents View

1. The Agent will log into the skill set and receive a call.

T
02

S e S

ExTH 485
ITEL Call Centre

Sales

112 NN40011-023 Issue 1.2 BCM Rls 6.0



Contact Center

2. The agent can request help by entering Feature 906.

el _ __?__’__M_,.-.‘.-.,_,q,a-_-.

EXTHM 465 T 0:48
ITEL Call Centre

Help requested

3. The supervisor receives the request and if accepted the agent is given

help. In this example Agent 2 is the supervisor.

S0, et o0,
EXTN 465
ITEL Call Centre

2:Agent2 helping

4. Or if refused the agent continues with the Contact Center call.

Requesting Help — Supervisors View

1.

2.

3.

The supervisor will receive a request for help.

. I O P

TEXTH AT
ITEL Call Centre

The supervisor can either accept Yes or refuse the request No.

If the supervisor accepts the request, the name of the agent being
helped will display on the supervisors telephones LCD display.

e e P e
EXTN 465 0:08
ITEL Call Centre

Helping 1
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7.

8.

If the supervisor refuses help then the agent will continue with the call.
The supervisor can also obtain information regarding both the agent

and caller.

The supervisor would press the INFO key.

P TN S ¥ S

EXTN 465
ITEL Call Centre

¢ oo ot ., | _. _ ...
EXTN 465

ITEL Call Centre

. i et Nt

0:42

If they selected INFO again the time and date would be displayed.

e gt

EXT

R i, TPy

0:54

—
N 465

ITEL Call Centre Time and

Date

16:37 Oct 30

EE T

If they selected INFO again the caller’s details would be displayed.

S e e

EXTN 465
ITBL Call Centre

g e e, et et m

i e 1:09

ST et

Callers
details

$:01244659026

I
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9. If they selected INFO again the supervisor would be returned to the

initial help screen.

T T e A R e e g o e T T e o
EXTN 465 1:22
ITEL Call Centre BaCk t
, initial help
Helping 1 b
screen

Monitoring Skillsets

Use F909 (Display Waiting Calls) to view information about skillsets and the
calls waiting in skillsets. Display Waiting Calls lets you know when a skillset in
your Contact center gets very busy. You can then ask qualified agents to log

on to the busy skillset.

To monitor skillsets:

1. Press F909.

2. The skillset display for skillset 1 appears.

3. Press SKILL to view information about the next skillset.

4. Press NEXT to view the next Display Waiting Calls display.

5. Press Release key to exit.

The following table describes the information in each display.

Display Description
Shows the skillset number and the status of the skillset.
Skill 1: Enabled The status can be Enabled, Disabled or Uninit (un-
initialised).
. Shows the skillset number and how many agents are
1: 6 agents -
currently logged on to the skillset
] Shows the skillset number and the number of calls
1: 10 Calls o :
waiting in the skillset
. Shows the skillset number and the time of the call
1: wait 9:45 o . .
waiting longest in the skillset.
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Silent Record-a-Call

Silent Record-a-Call enables an agent to enter a feature code (F989) and
record the contact Center telephone conversation they are having with
another party. The recording can be announced along with a recording tone,
or silent recording can be invoked.

Note: Silent Record a Call is a call recording method with distinct
configuration and usage procedures to the Professional Call Recording
feature. Professional Call Recording is not described in this guide. Please
refer to the Professional Call Recording Guide for more information on this
feature.

1. To determine whether the F989 feature plays a conference tone, login
to Element Manager and select the Configuration tab and open the
Telephony folder followed by Global Settings folder and select
Advanced Feature Settings link. The Silent Monitor settings will be
displayed on the right of the screen.

Task Navigation Panel
Advanced Feature Settings
Configuration I Administration |

@ Wielcome System Wide Call Appearances Control
B1-5) System
B1-() Administrator Access Auto-associate SWCA key ta <Al [nanually - whie parked = | Invoke SWCA parking by Hold =
[+ Resources
'Et);] Telephany Include IfC calls when auto-associsting [~ Include I/C calls when invoked by Hold - =
E}_} Global Settings
@ Feature Settings
8 o Jacvanced Feature Settings ONM Blocking
i@ TP Terminal Features
H Tone
@ DMC Feature List | 141 =1
-4 System Speed Dial e I o LI
@ CAP Assignment
B3 Sets
ERIL
B0 Lines | 141 =]
@ Loops
- @ Scheduled Services - -
() Dialing Plan Silent Monitar
@ Ring Groups Maritoring rode Im
B[ Call Security
@ Hospitality Number of SM sets l_s
i@ Hunt Groups
- @ Call Detail Recording SM passward l*m***—
(13 Data Services
B+ Applications
Call Log Space
Reset Logs |

a. Silent - Choose Silent if you the recording to take place without
a recording tone to play.

b. Non silent - Choose Non silent if you want the Agent and the
caller to hear a conference tone when recording is due to
commence.

Note: This is a global setting that will also affect Hunt Group Monitoring. Refer
to the Telephony Services Guide for more information on Hunt Group
Monitoring.

When the agent is created options are available for the record call facility.
The options include settings that determine whether the recording is
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Announced or Silent. If Announced is selected the caller and agent will
hear an audible prompt to state that recording will take place. If Silent is
selected then no recording prompt will be played.

Further options determine where the recorded call will be saved. The
available destinations are the agents own Personal Mailbox, the Skillset
Mailbox, another mailbox within the system or a centralised SFTP
destination. An SFTP destination appears only if Intelligent Contact Center
(ICC) keycode is installed. SFTP destinations can be specified using
Element Manager. When an SFTP folder is defined as a storage location
on the network, these storage locations must be on an SCP server.

Add Agent

Agent 1D:
Name: Agentd

Supervisor:
Automatic Answer:

[T Override Skillset
Break Time:

[ Mot Ready
Timeout:

[ Manual Mot Ready
Timeout:

" Audible Not Ready
Notification Interval:

Missed Call Option:  |Make Not Ready (Retun Ta Skillset) =]

#u:tw!ty Code Entry IOptTal;,
ype:
Record-a-call: IDisabled "I

(Please note that Silent Recording may be ilegal in cettain jurisdictions - please

177

consult your legal sdvizor before turning on this festure)

Max Message Length: I—m-su minutes]

Recorded Call

Destination: " Personal Mailbox
" Skillset Mailbox

(The recorded call will be sert to the mailkos
of the skillzet that the call currently belongs
[{e)]

r Mailhux:l
SFTP Destination: INDnE "I

Submit | Cancel |

Please refer to the Creating Agents section of this guide for details of how
to create an agent and assign the Record-a-Call facility to an agent.
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Adding an External Network Location for the Silent Record a
Call Facility.

1. From within Element Manager open the Applications folder and select
the Voice Messaging/Contact Center link. The Silent Record a Call

Network Storage Locations settings will be displayed on the right of
the screen.

Task Navigation Panel

Voice Messaging / Contact Center
Configuration | Administration an

P Welcome rCentralized Voice
[ System Voice Message Centers
| Administrator Access Center / External Number Message Waiting Indication String | Message Waiting Cancell
|5) Resources I A2 ANFO#
5 Telephony ) L ANFLE ANFO#
= @ Global Settings ) N ANFLE AN*O#
@ Feature Settings A ANFLE ANFO#
: L] Advanc.ad Feature Settings < Al*LE ANDE
i@ IP Terminal Features
@ DMC Feature List
e System Speed Dial
i@ CAP Assignment
i [ Sets
73 Lines
@ Loops
@ Scheduled Services MI
#1(3) Disling Plan

Silent: Record-a-Call Network Storage Location:

@ Ring Groups

(25 Call Security

. @ Hospitality DestID 7 I FTP Method I IP or Name FTP User FTP Passward Destination FTP Folder

@ Hunt Groups

- @ Call Detail Recording

@ Call Recording

[5) Data Services

Applications
ote Mose,

SFTP Dest Table

Voice Mess:
- @ Mesths C
@ LANCTE

- @ Music
+}-() Advanced Paging Productivity P

Add... Delete:

2. Click the Add button.

r-Silent Recard-a-Call Metwork Skorage Location:
SFTP Dest Table

S| FlPMethod |  PorMame |  FTPUser FTP Passward Destination FTP Foldzr |

i Delete |

3. The Add Network Location dialog box will be displayed.

x

FTP method: |0 =1 1]

IP Address or Host Mame:

FTP User:

FTP Password:

Destination FTP Folder:

K, Cancel
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4. From the FTP Method drop down box select Secure FTP or regular
FTP. The default is Secure FTP (SFTP).

x
FTP method: ISEn:urE FTP (5FTF) j
IP Address or Host Mame:
FTP User: |I:|‘EEILI|E‘r FP (FTP)
FTP Password: |
Destination FTP Folder: |
Ok, | Cancel I

5. In the IP Address or Host Name field enter IP Address or valid Host
Name of the FTP or SFTP server where the recordings will be
transferred (WAYV format).
x|

FTP method: |Secure FTP (SFTF) =
IP Address or Host Mame: ﬂ—
FTP User:
FTP Password: |
Destination FTP Folder: |
QK | Cancel I
6. In the FTP User field enter the user name that is required to login to

the specified FTP or SFTP server.

x
FTP method: |Secure FTP (SFTF) =
IP Address or Host Mame: |200.30,30.64
FTP User: |
FTP Password: |
Destination FTP Falder: |
Ok Cancel
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7. In the FTP Password field enter the password required to login to the
specified FTP or SFTP server. Note that this setting is not required
when using SFTP.

x

FTP method: ISEn:urE FTP (5FTF) ;l
IP Address or Host Mame: IZEIIII. 30,30.64
FTP User: |Erian

FTP Password: |

Destination FTP Folder: |

Ok | Cancel I

8. You will be prompted to confirm the password you have entered.

Confirm Password X|
Please type again ko confirm the passward:

(o] 4 Cancel

9. In the Destination FTP Folder field enter the folder / directory on the
specified FTP or SFTP server where the recorded files will be

transferred.
x
FTP method: |Secure FTP (SFTF) =]

IF Address or Host Mame: |1EIIZI. 30.30.64

FTP User: IEirian

FTP Password: | S

I Destination FTP Folder: |

QK Cancel
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10.The destination will now be added to the SFTP Dest Table as a
Destination ID. The Destination ID (e.g. 1 or 2) can be selected when
configuring SFTP in the Add or Change Agent screen (refer to the
Creating Agents section of this guide).

Silent Record-a-Call Network Storage Locations
SFTP Dest Table
p | FlpMethod | Tporname | F1p
1 Secure FTP (SFTR) 200,30,30.64 Brian
- s =
2 Secure FTP (SFTF) 200,30,30,45 Paul

| Dﬁﬁnaﬁon FTP Folder
Recordings
==

Recordings

Fallback Configuration

It may be necessary to create a Fallback Schedule for situations where the
Contact Center is not operational. This can be achieved for example by
creating a Ring Group that will be presented with calls when the Contact
Center is not answering calls. This would be linked to an appropriate
schedule.

1. A Ring Group would be created within Element Manager. It would be
recommended that ring group 1 should not be used as this has all lines
assigned to it by default.
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2. The ring group is selected from the Telephony folder and Ring
Groups. In this example ring group 2 has been selected.

4 Task Mavigation Panel
H

Canfiguration I Administration |

@) Welcoma
|5 System
-5 Administratar Access
&-{[3) Resources
=15 Telephony
[T Global Settings
FH[T) Sets
[T Lines
- (@ Loops
- (@ Scheduled Services
[£H[7) Disling Plan
™ - JRing Groups
[ Call Security
- i@ Hospitality
- i@ Hunk Groups
- i@ Call Detail Recording
[-{7) Data Services
B-{7) Applications

Ring Groups

Group Membership I Line Settings |

Ring Groups

Ring Group  # I

001
003
o4
00s

006

In this example
Group 2 has been
selected

a0s

Qg9

010
011
012
013
014

-

Details for Ring Group: 002

Members

DN.-'I
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3. Member extensions for the group would be added. These would be the

extensions that the agents are using to log into the skillset.

: Ta=k Havigation Panel

Configuration | &cmiristration

@ elcome
;I Systern
;I Adminiztrator Access
;I Resources
J Telephory
1 Glokal Settings
[ sets
[ Lines
@ Loops
@ Scheduled Services
|| Disling Plan
L BRing Groups
] call Security
@ Hospitality
@ Hurt Groups
@ Call Detail Recording
| ] Data Services
] &spplications

o = = E

Ring Group=

| Group Membership | Line Settingz

Ring Groups

.Ring GroUp |

iD
=)
=

10
011

-~

Detailz for Ring Growg: 002

o |

,/M’embers -'\.

H \ Delete )

4. To add an agents extension to the ring group select Ring Groups and
then click the Add button. Ensure that only extensions used in the
Contact Center are included in the ring group.

x

DN: |

QK

Cancel |
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5. A schedule now needs to be named for the ring group. Select the
Telephony folder and Schedule Services. Double click on the
Schedule that you wish to use and give this schedule a name.

: Task Havigation Panel

Configuration | Admiristration

Scheduled Services

Schedules A

@ wielcome : M Details for Scheduls: FALLECK
] System Schedule |
%l Acminiztrator Access Migght
___| Resources ) Schedule Times

- Ewening i i

=3 T?IEpthY ] Stop Time ]

] Global Settings Lunch

;I Sets FalLBCK 00 00: a0

[ lLines Sched 5 00:00: 00
L ] . rr— ohed § 00:00: 00
. Scheduled Services Thursdary 00 00: 00 00 00: 00

-

& L1 Dialing Plan Frickary 00:00:00 00:00:00
@ Ring Groups - -

;l Call Security Saturday 00:00:00 00: 0000

6. Any lines normally used by the Contact Center should now be added to

the Ring Group.

7. Open the Telephony folder and select Ring Groups followed by the
Line Settings tab. Then select the line to be answered by the Contact

Center skillset.

: Task Havigation Panel

Configuration | Administration

@ welcome
;l System
;l Sdministrator Access
;| Resources
4 Telephaty
] Global Seftings
] Sets
_ILines
@ Loops
@ Scheduled Services
|1 Dialing Flan
[ MrRing Groups
I Call Security
@ Hospitality
@ Hunt Groups
@ Call Detail Recarding
| Data Services
] Applications

o= & H

Ring Groups

Graup Membershipl Line Setting= |*

Lines
'Line |
129
130
13
152
135
139
140
151
152
153

-

Line answerd by
Contact Centre

Details for Line: 137

Line Settings

'Schedule ]'Ring Group ]'.&.ux.Ringer ]
Pigghit an1

Evening o1

Lunch a1 I

Sched & ao1
Sched & ao1

oOomwOoon
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8. Under the Line Settings section of the screen enter the appropriate
Ring Group for the schedule to be utilised. In this example Line 137
has been assigned to ring group 002 for the FALLBCK schedule. This
schedule could then be utilised in circumstances where the Contact
Center is disabled or not operational. Add any other lines that are
answered by the Contact Center to the appropriate Ring Group.

The service setting for the fallback schedule now needs to be set to

manual so that ring group can be manually activated from the Control

Set.

10.0Open the Telephony folder and select Scheduled Services followed
by the Schedule you have named. In this example FALLBCK has
been selected. Then double click the Ringing Service box and select

Manual.

Y Task Havigation Panel ]
" Scheduled Services
Configuration | Administration

Schedules

Schedule

@ viclcome
F ] System
# ] Administrstor Access

- Day
+ || Resources

Schedule Times

] Start Time

J

] Stop Time:

- Ewening
= 4 Telephony 9

# ] Global Settings
[ Sets
=] JLines
@ Loops
[ JScheduled Services
[ ] Dialing Plan
@ Ring Groups
=] JCaII Security
@ Hospitality
@ Hunt Groups

Lunch

Tz

Migghtt r

Sched 5

Sched B Friclay

Services

Service control password

honcay

Wednesday
Thursday

.Schadu\e I.RoutingSVc ].Overflow I.RingingSvc ].TrunkAnsWer ].ExtraDiaISet

00:00:00 e
00:00:00
00:00:00
00:00:00

00:00:00

00:00:00
00:00:00
00:00:00
00:00:00
00:00:00

ey

EEEEE

].Restriction Sve ]

@ Call Detsil Recording
# ] Data Services
3 ] Applications

Might
Evening

harial
(L=l e

Lunch

Marual

Ot
Off
Off

Sched 5
Sched 8

O
O

harial prd]

an

Off
Off
Off

(L=l e

Marual

Double Click the
Ringing Service Box ot
and select Manual

Note: Manual allows you to turn the service on and off at any time from a
control telephone. The control telephone allows you to access the services
menus and add or change when the services run. Manually-activated services
take precedence over automatic services. The control telephone for each DN

is configured under the Capabilities and

Preferences tab for the DN.

11.The control set would now have to be programmed with a key that can

manually activate the scheduled
services feature code is F871.

service for the ring group. The ringing
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To use the Fallback schedule:

1.

Disable the Skillset and put the system into Fallback mode via the
control extension that you have programmed with the F871 key.

Make calls in to the skillset, to test the Fallback Mode.
Once the required changes have been made to the skillset, enable the
skillset and take the system out of Fallback mode via the Control

Extension.

Make another call in to the skillset to ensure that the Contact Center is
functioning.
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Troubleshooting

General Tips

To change the Skillset configuration the Skillset must be disabled
first.

Ensure that Day or Night restrictions are set to auto. Use Feature
982 password Operator, option Mode and check each Skillset which
appears as Mode 1 for Skillset 1, Mode 2 for Skillset 2 etc. This
ensures that the day and night routing tables change over when
they should.

Resetting the Operator password.

You can reset the Operator password if it is lost or forgotten.

F982 is used by the receptionist, Operator and Contact Center
Administrator.

If you reset the Operator password it is reset to (Operator).

To reset the Operator password using CallPilot Manager:

Start CallPilot Manager.

Click the Operations heading.

Click the Operator Settings link.

The Operator Settings page appears.

Click the Reset Operator Password check box.
Click the Submit button.

The password is reset to 67372867 (Operator).

Nook~kwhE

Agents that need to log in to multiple (but not all) Skillsets require a
two line display handset. If they login via a single line display
handset and the agent belongs to multiple skillsets, they will be
logged into all of the skillsets.

Agent log on problems.

If an agent cannot log on at their phone:

Ensure the agent ID and password match

Check to see if the agent is already logged on to a different phone
Check to see if a different agent is logged on to this phone

Supervisors require a two line display handset.

Normally Agent handsets would have DND on Busy =Y so they are
not presented with an internal call whilst on a Contact Center call.
However this does stop the Supervisor from monitoring (listening in
to) that Agent. To enable monitoring of that Agent DND on Busy
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needs to be No. This means the Agent may receive a second call
from an internal number.

Contact Center General Parameters

e Do not assign all the available voice channels as reserved
channels. Contact Center can use any voice channel, but reserved
channels are never used by voicemail.

e A reserved or voice channel is used when:
1. A Contact Center greeting is played to a caller.

2. Off-premise Message Notification notifies you of a message in a
skillset mailbox.

Features Not to use While You are Logged on

. Call Park

Instead of using Call Park:

e Send the call to a specific Agent, enter the Transfer Feature Code
F70 and enter the Agent’s extension number.

e Send the call to a Skillset, enter the Transfer Feature Code F70 and
enter the mailbox number of a Skillset to send the call to a Skillset.

. Call Forward

Do not use Call Forward (F984 or F4) to forward calls.

. Call Pickup

Instead of using Call Pickup:

e Let the call ring at the Agent’s phone until the number of rings
for Transfer Callback Timeout is reached.
Or
e Enter the Not Ready Feature Code (F908) on the other Agent’s
phone.

. Do Not Disturb

Instead of using Do Not Disturb, use the Not Ready Feature Code
(F908).

. Call Forward No Answer

You can use Call Forward All Calls, Call Forward No Answer, and Call
Forward on Busy only to the voicemail extension.
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6. Answer DN

Do not use the Answer DN feature for any set that you are using as a
Contact Center Agent.
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Avaya Documentation Links

Intelligent Contact Center Set Up and Operation guide
Intelligent Contact Centre Telephone Administration guide
Intelligent Contact Center Supervisor guide

Intelligent Contact Center Agent guide
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