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How to use this guide 1

Introduction

Enterprise Edge Call Center is an automatic call distribution (ACD) system that
answers incoming calls and routes these calls to agents. In an ACD system, an agent
is someone assigned to answer incoming calls.

This guide is designed to assist a System Administrator in setting up and operating
the Enterprise Edge Call Center system. Use this guide as an ongoing reference.

This chapter tells you what to expect as you read this guide and how information in
this guide is presented.

How this guide is organized

TheEnterprise Edge Call Center Set Up and Operation Gisideganized into the
following chapters:

Chapter Description
1. How to use this guide Describes the contents and conventions of this guide.
2. Using Enterprise Edge Call Center Describes using telephones with Enterprise Edgg Call

Center, accessing Enterprise Edge Call Center
administration, and your role as System Administratar.

3. Using Enterprise Edge Call Center Featurdescribes the Enterprise Edge Call Center Feature Godes
Codes used by the System Administrator and by the agents

4. ACD Agent Administration explains how to add and delete ACD agents. This chapter
also explains how to change agent information and fprce
agent log off.

5. ACD Queue Administration provides information on setting up ACD queue
parameters, enabling ACD queues and disabling ACD
queues. This chapter also explains how to assign, delete
and view agents in an ACD queue.

6. ACD Queue Mailbox Administration explains how to initialize, record greetings, open, and
listen to messages in the ACD Queue Mailbox. This
chapter explains how to change and reset the ACD Queue
Mailbox password. This chapter also describes Off-
premise Message Notification.

7. Recording ACD Greetings describes different types of greetings and explains |how to
record ACD greetings.

8. Routing Table Administration provides information on setting up the steps in the
Routing Tables.

9. Enterprise Edge Call Center Lines provides information on how to add lines and assign|an

Administration ACD queue. This chapter also explains how to view and

change line configuration, and set the Answer Lines
status.
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10 Symbols and conventions

Chapter

Description

10. Setting up ACD general parameters

provides information on assigning the language of
Enterprise Edge Call Center and setting up the general
parameters for Enterprise Edge Call Center.

11. Monitoring Enterprise Edge Call Center g
activity

afirovides information on how to monitor Enterprise Edge
Call Center call activity using the Enterprise Edge Call
Center Status Feature Code.

12. Using Enterprise Edge Call Center with
Enterprise Edge Voice Messaging

provides information about the Enterprise Edge
Messaging routing features Custom Call Routing and the
Automated Attendant.

13. Enterprise Edge Call Center Operation T

ips provides tips to improve the operation of the Enterprise
Edge Call Center system.

14. Troubleshooting Enterprise Edge Call
Center

provides diagnostic and recovery procedures for
problems that might occur while setting up and operating
Enterprise Edge Call Center. This chapter explains How
to reset the System Administrator password and how to
reset the operator password.

Appendix A: Enterprise Edge Call Center
Programming Record

provides a programming record to keep track of
Enterprise Edge Call Center set up information.

Glossary

Defines terms used in this guide.

Index

Provides an alphabetical list of information contained in
this guide.

Symbols and conventions

The following conventions and

symbols are used to describe features and their

operation.
Convention Example Used for
Words in this special font ACD Admin | Display prompts. Used on single-line and two-line

correspond to top line of
telephone display

display telephones.

An underlined word in this AGEMT
special font corresponds to the
bottom line on telephone display

Indicates the Display button option you need to press
to proceed.

Appears on two-line display telephones only.

Other documents

For more information about Enterprise Edge Call Center, refer terttegprise
Edge Call Center Agent User Card
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Using Enterprise Edge Call Center 2

Introduction
This chapter describes:

» Using your telephone with Enterprise Edge Call Center

* Using Enterprise Edge Call Center

» Accessing Enterprise Edge Call Center administration

* Your role as Enterprise Edge Call Center System Administrator

Using your telephone with Enterprise Edge Call Center

ACD agents can use Enterprise Edge two-line display telephones and Enterprise
Edge single-line display telephones. Non-display telephones, such as telephones
attached to an Enterprise Edge ATA 2, cannot be used for ACD agent tasks. We
recommend that you read the telephone user card for your telephone before
proceeding.

About the two-line display telephone
The display on a Enterprise Edge two-line display telephone provides information
about commands and options available when you are using Enterprise Edge Call
Center.

The two-line display can show up to three display button options at a time. The
telephone displays in this guide show the Enterprise Edge Call Center default
settings. The following two-line display shows an example of the first Queue Status
display.

Enterprise Edge two-line display

Display prompt—————f Bueue 1:Enabled
Display button options—— BUELE HEXT

Display buttons

Using Enterprise Edge Call Center

The Enterprise Edge Call Center system is designed to handle incoming calls as
efficiently and economically as possible. Incoming calls are distributed to available
agents or to ACD greetings in your call center. To ensure that each call is handled
successfully, Enterprise Edge Call Center answers, plays greetings and routes each
incoming call to the first available agent in the order of the call’s arrival. The
Enterprise Edge Call Center system is used to hold the caller on the line.

The Enterprise Edge Call Center system is designed to work best for small call
centers.
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12 Accessing Enterprise Edge Call Center administration

Accessing Enterprise Edge Call Center administration

Enterprise Edge Call Center administration is done using Enterprise Edge Voice
Applications Manager. Enterprise Edge Voice Applications Manager is an
application that allows you to administer Enterprise Edge Voice Messaging and
Enterprise Edge Call Center.

To access Enterprise Edge Voice Applications Manager:

1.

Click theStart menu, point td°rograms, click Enterprise Edge Voice
Applications Manager and then clickEnterprise Edge Voice Applications
Manager.

The Enterprise Edge Voice Applications Manager main menu appears.

To access Enterprise Edge Voice Applications Manager from Enterprise Edge
Unified Manager:

1.

On theEnterprise Edge Unified Managerwindow and then click the
Enterprise Edge Voice Applications Managelicon.
The Enterprise Edge Voice Applications Manager main menu appears.

All of the procedures described in this guide assume that you are at the Enterprise
Edge Voice Applications Manager main menu.

Your role as Enterprise Edge Call Center System Administrator

As Enterprise Edge Call Center System Administrator, you set up how your call
center receives calls. Your role can include:

learning about the Enterprise Edge Call Center system

using Enterprise Edge Call Center Feature Codes

setting up ACD agents

setting up ACD queues

initializing the ACD Queue Mailbox

recording ACD greetings

setting up the ACD routing table

assigning the lines to be answered by Enterprise Edge Call Center
setting up general ACD parameters

monitoring the real time performance of Enterprise Edge Call Center call
activity

troubleshooting Enterprise Edge Call Center

completing the Enterprise Edge Call Center Programming Record (refer to
Appendix A: Enterprise Edge Call Center Programming Regorpage 119)
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Using Enterprise Edge Call Center Feature 3
Codes

Introduction

Feature Codes allow you to access Enterprise Edge Call Center functions. This
chapter describes the Feature Codes used by the System Administrator and the
ACD agents.

This chapter describes:

» Enterprise Edge Feature Codes

* Feature Codes used by the System Administrator
» Feature Codes used by ACD agents

Enterprise Edge Feature Codes

Feature Codes are assigned during installation. This guide shows the default
Feature Codes. Enterprise Edge Call Center can also use Custom Feature Codes. If
the default Feature Codes are used by another application, your system
automatically assigns Custom Feature Codes.

If your system has assigned Custom Feature Codes, you need to find out what these
Feature Codes are. Remember to write the Custom Feature Codes in the appropriate
columns in the the tablCD Agent Feature Codem page 17.

To determine the Enterprise Edge Feature Codes:

1. Presg Feature J[](*]J(i].

[Lnginxaut: F'E'xx} 2. The display shows the name and number of the Log
NEXT In/Log Out Feature Code. The represents a number
between 00 and 99. PraS:T.

[Eﬂusu Mode:  Fawx | 3. The display now shows the name and number of the
HEXT Make Busy Feature Code. Therepresents a number
between 00 and 99. Pra4s:T.

4. Continue pressinggxT to show all of the Enterprise
Edge Feature Codes.

[Recnrd call: F9><><] 5. This display appears when you reach the last
UIT Enterprise Edge Feature Code, the Record Call
Feature Code. Pre@BIT or to end the session.
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14 Enterprise Edge Feature Codes

Programming a memory button with a Feature Code

Each Enterprise Edge Call Center Feature Code can be programmed to a memory
button. We recommend that you use memory buttons with indicators to program the
Feature Codes.

A memory button indicator is the triangle next to a memory button. These indicators
are useful for several Enterprise Edge Call Center purposes: monitoring call
activity, showing the Login/Logout status of agents, and showing the Make Busy
status of agents. For information about how the status appears, refer to the
Enterprise Edge Call Center Agent Card

To program a memory button:

1. Do not lift your handset. Pre§seature ] (¥](3].

[ngram Features } 2. Adisplay appears briefly to indicate that you are
going to program features.

3. Press a programmable button, preferably a button

[ Press a button ]
U1t with an indicator for the Queue Status Feature Code.

Note: The agents should program the Login/Logout
Feature Code and the Make Busy Feature
Code to memory buttons with indicators.

4. Presq Feature J.

Feature code:
QUIT

[F_ ] 5. Enter the Feature Code number you want to program.
LuUIT CLEAR For example, entep ] (0] @] to program the Queue
Status Feature Code.

[F‘r‘-:ugr*ammed ] The display shows that the button has been
programmed.

Repeat steps 1 to 5 for each Enterprise Edge Call
Center Feature Code you want to program.

Use the paper labels that come with your Enterprise Edge telephone to identify the
programmed button. To use the Feature Code, press the labeled button.
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Feature Codes used by the System Administrator 15

Feature Codes used by the System Administrator
The System Administrator uses Feature Codes to:
* open an ACD Queue Mailbox
» set the Operator or Service mode status
» determine a Control Directory Number (DN)
* view the queue status

These Feature Codes appear in the t&hterprise Edge Call Cent8ystem
Administrator Feature Codel§ you have Custom Feature Codes, record these in
the appropriate column in this table.

Enterprise Edge Call Center System Administrator Feature Codes

Operation Default Feature Code Custom Feature Codes
Open Mailbox eJ ] __

Operator/Service Control @] )
Message/Touch Extension @] )]
Queue Status ello]e) ) __

Note: The Login/Logout Feature Code and the Make Busy Feature Code are
available to the System Administrator, but they are used primarily by
agents. For information on the Feature Codes used by agents, A@D to
Agent Feature Codemn page 17.

System Administrator Feature Code descriptions
Before you attempt to use these feature codes, read the telephone user card for your
telephone.

Open Mailbox Feature Code (Feature 981)

Use the Open Mailbox Feature Code to:

» record ACD Queue Mailbox greetings

» listen to messages in the ACD Queue Mailbox

Press| Feature ][9] to use the Open Mailbox Feature Code.

Note: For more information on using the Open Mailbox Feature Code, refer to
Recording the ACD Queue Mailbox greetiragspage 38, andstening to
messages in the ACD Queue Mailbarx page 47.

P0908538 Issue 01 Enterprise Edge Call Center Set Up and Operation Guide



16 Feature Codes used by the System Administrator

Operator/Service Control Feature Code (Feature 982)

Use the Operator/Service Control Feature Code to establish or change the
operator’s extension and to indicate whether the operator is available. This Feature
Code is also used to select the day/night service mode of each ACD queue. You use
this Feature Code to change the password used to access this Operator/Service
Control Feature Code.

Press Feature ][9] to use the Operator/Service Control Feature Code. You
are prompted to enter the Operator/Service Control password. The default password
for this Operator/Service Control Feature Code is OPERATOR which is entered by

pressingé J 7 JBJ7][2JBI6][7].

Note: For more information on using the Operator/Service Control Feature Code,
refer toChanging the ACD Service Modm page 94 anBesetting
Password®n page 115.

Enterprise Edge Call Center Extension Feature Code (Feature 985)

Use the Enterprise Edge Call Center Extension Feature Code to determine the
Control DN that has been assigned to each ACD queue. The Control DN is the same
as the ACD Queue Mailbox number. This Feature Code is also used to determine
the extension that has been assigned to show Message Waiting Indication for the
ACD Queue Mailbox. The Enterprise Edge Call Center Extension Feature Code is
also used to reset the passwords of the System Administrator and the operator.

Press Feature ][9] to determine the Control DN and the Message Waiting
Indication extension. No password is required.

Note: For more information on the Control DN, refef@etermining the Control
DN (ACD Queue Mailbox numbenn page 36. For information on how to
reset the Operator and System Administrator passwords, réfestiting
Password®n page 115.

Queue Status Feature Code (Feature 909)

Use the Queue Status Feature Code to display real-time status information about the
ACD queues. You use this Feature Code to view how busy your call center is so that
you can adjust ACD queue staffing according to the requirements. The Queue
Status Feature Code shows you the following:

» the ACD queue number and whether the ACD queue is enabled or disabled
* number of agents logged into the ACD queue

* number of calls waiting

* the longest wait time of a call

Press| Feature J[9](0] @] to use the Queue Status Feature Code. No password is
required.
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Feature Codes used by ACD agents 17

To provide easy, one-button access to the Queue Status feature, program a memory
button that has an indicator with the Queue Status Feature Code. Refer to
Programming a memory button with a Feature Gmupage 14. After you program

a memory button and assign times to the general ACD parameters Primary Alert
and Secondary Alert, the indicator shows the following:

« f the indicator is off, all of the calls are answered and none of the calls has
exceeded the Primary Alert time

» iftheindicator is flashing slowly, at least one call waiting in the ACD queue has
exceeded the Primary Alert time

» if the indicator is flashing quickly, at least one call waiting in the ACD queue
has exceeded the Secondary Alert time

Note: For information on assigning times to the general ACD parameters Primary
Alert and Secondary Alert, refer @eneral ACD parameteos page 101.
For information on how to use the Queue Status Feature Code, refer to
Example of monitoring call activitgn page 106.

Feature Codes used by ACD agents
The agents use Feature Codes to:
* open the ACD Queue Mailbox
* login and log out of the Enterprise Edge Call Center system
* make telephone busy and cancel telephone busy
* view queue status

These Feature Codes appear in the taklB Agent Feature Codel you have
Custom Feature Codes, record these in the appropriate column in this table.

ACD Agent Feature Codes

Operation Default Feature Code Custom Feature Code

Open Mailbox ] T
Login/Logout ][] )
Make Busy ((Feature ] 0] 0] 8] (Feature J O] __
Queue Status PJP]E]J )

Agent Feature Code descriptions

For more information on Agent Feature Codes, refer té&titerprise Edge Call
Center Agent Card

Open Mailbox Feature Code (Feature 981)

The agent uses the Open Mailbox Feature Code to listen to messages in an ACD
Queue Mailbox. This mailbox is protected by a password that you choose. The
agent will be prompted to enter the ACD Queue Mailbox password.
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18 Feature Codes used by ACD agents

Press| Feature ][9] to open the ACD Queue Mailbox. The agent is

prompted to enter the ACD Queue Mailbox password.

Note: For more information on how the agent uses the Open Mailbox Feature
Code, refer tduistening to messages in the ACD Queue Mailboxpage
47.

Login/Logout Feature Code (Feature 904)

The agent uses the Login/Logout Feature Code to log in when they are available to
take calls and log out when they are not available to take calls.

Presq Feature ][9][0] (4] to login/out. The agent is prompted to enter their Agent
password.

Note: For more information on the Login/Logout Feature Code, refer to the
Enterprise Edge Call Center Agent Catflan agent forgets to log out, the
System Administrator can force the agent to logout. For information, refer
to Forcing agent log oudn page 23.

Make Busy Feature Code (Feature 908)

The agent uses the Make Busy Feature Code to activate or cancel the Make Busy
feature on their telephone. If the work resulting from a call requires extra time to
complete, an agent can use the Make Busy Feature Code to prevent Enterprise Edge
Call Center from routing another call to them. If an agent makes a phone call, they
first use the Make Busy Feature Code to activate the Make Busy feature. When the
agent is ready to receive calls, they use this Feature Code to cancel the Make Busy
feature and receive calls again.

If an agent does not answer a call within a certain number of rings, the call is
returned to the ACD queue and the agent telephone is automatically placed into
Auto Busy Mode. The agent must manually cancel the Auto Busy Mode feature by
using the Make Busy Feature Code to continue to receive calls.

Press| Feature J[9](0] 8] to use the Make Busy Feature Code.

Note: For more information on the Make Busy Feature Code, refer to the
Enterprise Edge Call Center Agent Caibu can program a Post call wrap
up time period if the agents in your call center need time after calls to do
paperwork or wrap up tasks. You can change the default Post call wrap up
time period to zero if there is no need for this period in your call center. For
more information, refer t8usy Timeouton page 27.

Queue Status Feature Code (Feature 909)

If you have agents who only answer calls during peak call periods, they can check
the queue status to see if they are needed.

Note: If agents in your call center use the Queue Status Feature Code, refer to
Monitoring Enterprise Edge Call Center call activaty page 105.
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ACD Agent Administration 4

Introduction

Since one person cannot handle all the calls in your call center, calls are divided
among several people. These people are referred to as agents throughout this
document. This chapter provides information on setting up ACD agents.

This chapter describes:

* Agent information

* Adding an agent

* Adding more than one agent
* Changing agent information

* Resetting the agent password
* Deleting an agent

* Forcing agent log out

Note: For information on assigning agents to the queues, refegsdigning an
agent to an ACD gqueuwmn page 32.

Agent information

A maximum of 10 agents can be logged in to Enterprise Edge Call Center at any
one time. If an agent is logged in at one telephone, they cannot log in to another
telephone until they log out of the first telephone. For information about the features
that agents use, refer to tBaterprise Edge Call Center Agent Card

You can have a maximum of 20 agents in your call center. The following
parameters are required to add an agent:

Agent ID

Each agent is assigned a unique Agent ID number. Enterprise Edge Call Center
assigns the lowest available Agent ID number, which is a value between one and
20. Statistics are collected and reported for each Agent ID number. For more
information on statistics, refer ddonitoring Enterprise Edge Call Center call
activity on page 105.

Agent name
The agent name is a maximum of 13 characters. If you do not enter a name, the

default agent name is the word agent and the agent number (for example,
AGENT12).
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20 Adding an agent

Priority

The agent Priority represents the qualification level of the agent. The agent Priority
can be used to determine which of your agents receives an incoming call. If the
Method of call distribution for the queue is Preferred, then the agent with the
highest Priority value will receive the call. For more information, reféidthod

of Call Distributionon page 27. The agent Priority value ranges from one to five.
One is the highest agent Priority value which you would assign to the most qualified
agents. The default agent Priority value is three.

Adding an agent

Before you add an agent, make a photocopy of the gad#at Administratioron
page 121. As you add agents, fill in the appropriate columns in the table for future
reference.

To add an agent:

1. Click theACD menu and then clickgents
The ACD Agents dialog box appears.

2. Click theAdd button.
The Add Agent dialog box appears.

3. TheAgent ID field contains the lowest available Agent ID number. If you
want to change the Agent ID number, click Agent ID field and type the
new Agent ID. The Agent ID is a number between one and 20.

4. Click theNamefield and type the name of the agent.
The default for this field is AGENTNnN, where nn is the Agent ID.

5. From thePriority drop list select the priority number for this agent.
The default for this field is three.

6. Click theOK button.
Repeat steps 2 to 6 for each agent you want to add.

7. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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Adding more than one agent 21

Adding more than one agent

With Enterprise Edge Voice Applications Manager you can save time by adding
more than one agent at a time. The agents you add with this method have the same
Priority level and the default agent name (AGENTnNnN, where nn is the Agent ID).

Before you add an agent, make a photocopy of the gad#at Administratioron
page 121. As you add agents, fill in the appropriate columns in the table for future
reference.

To add more than one agent:

1. Click theACD menu and then clickgents
The ACD Agents dialog box appears.

2. Click theAdd Many button.
The Add Many Agents dialog box appears.

3. In theFrom field type the lowest Agent ID number.
4. IntheTo field type the highest Agent ID number.

The Agent ID numbers you enter in the From and To fields must be between
one and 20.

5. From thePriority drop list select the priority number for these agents.
The default for this field is three.

6. Click theOK button.
Agents are added for the Agent ID numbers you entered in the Fromoand T
fields. A message appears that tells you how many agents you added.

Note: Any existing agents with an Agent ID number between the numbers
you entered in the From and To fields are not changed. These agents
are not included in the number of agents added.

7. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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22 Changing agent information

Changing agent information

You can change the following agent information:

the agent’'s name
the agent’s Priority value

To change agent information:

1.

Click theACD menu and then clickgents
The ACD Agentglialog box appears.

Click the agent you want to change.

Click theChangebutton.
The Change Agent dialog box appears.

In theNamefield type the new name of the agent.
From thePriority drop list select the new priority number for this agent.

Click theOK button.
Repeat steps 2 to 6 for each agent you want to change

Note: If the agent you are changing is logged in, a dialog box appears asking
if you want to log the agent out and make the changes. If you log the
agent out, be sure to inform the agent to log in again.

Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Resetting the agent password

If an agent forgets their password, you can reset the password back to the default
value (0000). After you reset the password, the agent must change their password
the next time they log on.

To reset the agent’s password:

1.

Click theACD menu and then clickgents
The ACD Agents dialog box appears.

Click the agent you want to change.

Click theChangebutton.
The Change Agent dialog box appears.

Click theReset Passwordheck box.
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Deleting an agent 23

5. Click theOK button.
The agent password is set to 0000.

6. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Deleting an agent

To delete an agent:

1. Click theACD menu and then clickgents
The ACD Agentsdialog box appears.

2. Click the agent you want to delete.

3. Click theDeletebutton.
The Confirm Delete dialog box appears.

Note: If the agent you are deleting is logged in, a dialog box appears asking
if you want to log the agent off and then delete the agent. To delete the
agent, click theresbutton.

4. Click theYesbutton.

5. Click theOK button.
Repeat steps 2 to 5 for each agent you want to delete.

6. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Forcing agent log out

Normally agents log out when they are no longer available to receive calls. If an
agent leaves and does not log out, you can force the agent to log out. When logged
out, an agent will not receive any new calls from Enterprise Edge Call Center.

To force the agent to log out:

1. Click theACD menu and then clickgents
The ACD Agents dialog box appears.

2. Click the agent you want to log out.

3. Click theCheck Statusbutton.
A dialog box appears with the log in status of the agent.
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4. If the agent is logged in, click thees button.
If the agent is already logged out, proceed to step 5.

Note: If the agent you log out is on a call, the call is not interrupted.

5. Click theOK button.
Repeat steps 2 to 5 for each agent you want to log out.

6. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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Introduction

You set up each ACD queue to answer and distribute calls to agents as they become
available.

This chapter describes:

The ACD queues

The ACD queue parameters

Setting up ACD queue parameters
Enabling the ACD queues

Disabling the ACD queues

Assigning an agent to an ACD queue
Disabling the ACD queues

Deleting agents from an ACD Queue
Viewing agents in an ACD queue

ACD queues

There are a maximum of two ACD queues. Each ACD queue collects calls for a
particular call center department such as “sales” or “technical support”.

You cannot change the ACD queue parameters or add, change, or delete lines
assigned to an ACD queue while an ACD queue is in use. For more information,
refer toACD gueue parameteos page 26 andldding lines and assigning an ACD
gueueon page 97.

How incoming calls are sent to an ACD queue
Incoming calls are sent to an ACD queue in one of the following ways:

The installer assigns a line to be answered directly by an ACD queue.

A receptionist, agent or user receives a call and transfers the call to an ACD

gueue. They transfer the call to an ACD queue by pre§siagure |7 ][0 ] or
TRAMSFER and entering the Control DN of the ACD queue.

The call is answered by the Automated Attendant (AA) or a Custom Call
Routing (CCR) tree and the caller makes a selection that routes them to the
Control DN of the ACD queue. For more information, refeAtbtomated
Attendanton page 107 andustom Call Routingn page 107.

If calls are forwarded to the Control DN of the queue by Call Forward All Calls,
Call Forward No Answer or Call Forward On Busy.

For information about these Enterprise Edge features, refer t&ptenprise Edge
System Administrator Guide
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ACD queue parameters

Setting up your ACD queue requires you to assign or record values for several
parameters. These parameters include the following:

Queue number
The Queue number is assigned by the system as one or two.

Queue name

The Queue name is a maximum of 16 characters. If you do not enter a Queue name,
the Queue name defaults to QUEUEN where n is the Queue number. The Queue
name for each ACD queue is the same as the ACD Queue Mailbox name.

Control Directory Number (CDN)

The Control Directory Number is the extension associated with the ACD queue.
Incoming calls are transferred to the CDN of each ACD queue. The CDN is the
same as the ACD Queue Mailbox number.

When assigning a CDN, you must be aware of the following:

* A CDN must be a B1 extension.
A B1 extension is the extension that you dial to call a telephone or peripheral.

Note: For information about determining an available B1 extension, refer to
your Enterprise Edge Programming Recadd yourEnterprise Edge
Installer Guide

* The extension assigned as the CDN must be used exclusively for the CDN. If a
telephone, or any other device, uses the same extension, the ACD queue will not
answer calls.

Message Waiting Indication (MWI) extension

The Message Waiting Indication extension is an optional telephone number that
indicates when an ACD Queue Mailbox has messages waiting. The MWI extension
that you assign showks==age for wou on the telephone displayhen there are

new messages in the ACD Queue Mailbox. The MWI extension defaults to None.
If the MWI extensions for each ACD Queue Mailbox are forgotten, you can
determine which MWI extension is assigned to each ACD Queue Mailbox. For
information on how to determine the MWI extensions, ref@dtermining the

Control DN (ACD Queue Mailbox numbeoh page 36.

Password

If the ACD Queue Mailbox password is forgotten, you must reset this password.
Resetting a mailbox password changes it to the default pas@®ydrdo ] [0].

After the ACD Queue Mailbox password has been reset, you must change the
default password and enter a new password. The ACD Queue Mailbox password
should be reset only if it is forgotten. For information, reféR¢ésetting the ACD
Queue Mailbox passwomh page 46.
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Method of Call Distribution

The method of call distribution determines which of several available agents to
route the call to. There are two methods of call distribution: Longest idle and
Preferred. The “Longest idle” method of call distribution routes the call to the agent
who has been available the longest. The “Preferred” method of call distribution
routes the call to the agent with the highest priority (best qualified agent). When
there are several agents with the highest priority, the longest available agent will be
selected. The default method of call distribution is “Longest idle”.

Overflow After

The Overflow After time limit is the maximum time a call waits in an ACD queue
before it overflows to another enabled ACD queue. If there is no other enabled ACD
gueue, the call is transferred to the ACD Queue Mailbox where the caller can leave
a message. This time limit helps to prevent call congestion in your call center. The
default Overflow After time is 00:00 which means “do not overflow.”

Busy Timeout

The Busy Timeout parameter is the time period you set up for agents to wrap up or
complete paperwork after they finish a call. After an agent has completed a call,
they are taken out of the queue for this pre-programmed Busy Timeout period. The
agent can extend or cancel the Busy Timeout period by using the Make Busy
Feature Code. For more information, refeMake Busy Feature Code (Feature
908)on page 18. The Busy Timeout defaults to 30 seconds. You can change the
Busy Timeout to zero if there is no need for this time period in your call center.

Delay Answer

The Delay Answer feature prevents Enterprise Edge Call Center from answering
calls and playing greetings when there are no agents available. When an ACD queue
has the Delay Answer feature activated, waiting callers hear ringback.

To activate the Delay Answer feature, enter a time for Delay Answer. The Delay
Answer time can be a minimum of one second and a maximum of 10 minutes. The
default Delay Answer time is 00:00 which means it is not activated.

When a call comes in on a line belonging to an ACD queue that does not have any
free agents, the call will not be answered until either the Delay Answer time has
elapsed or an agent becomes available for this call, whichever comes first.

For more information on the Delay Answer feature, refdiipgg about ACD queue
administrationon page 110.
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Setting up ACD queue parameters

Before you proceed, make a photocopy of the tAkl® Queue Parameter
Administrationon page 120. Fill in the appropriate columns for future reference.

Note: You need to disable a queue and wait until there are no calls in the ACD
gueue before you can change the ACD queue parameters. You cannot
change the ACD queue parameters of an ACD queue while the ACD queue
is in use.

To set up ACD queue parameters:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue you want to set up.

3. Click theConfigure button.
The queue’s dialog box appears.

4. Click theGeneral Queue Propertiedab.

5. In theControl DN field enter the extension for the queue. The Control DN
must be a B1 extension that is not used by another device or telephone. This
number is also the mailbox number of the ACD Queue Mailbox.

6. A dialog box appears informing you that a new ACD Queue Mailbox was
created. Click th©K button

7. In theNamefield type the name for this queue. This name is also used for the
ACD Queue Mailbox. The default name is QUEUERN, where n is the Queue
Number.

8. IntheMWI DN field type the extension of the telephone that displays the
Message Waiting Indicator for the ACD Queue Mailbox.

9. In theMethod field and select the Method of distribution (Longest or
Priority). The default Method is Longest.

10. Use the arrow buttons in tBeisy Timeoutfield to change the busy timeout
period. The default Busy Timeout is 00:30.

11. Use the arrow buttons in tBelay Answerfield to change the delay answer
time.

12. Select th®©verflow After check box to enable the Overflow feature, or clear
the Overflow After check box and go to step 14 to disable the Overflow
feature.
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13. Use the arrow buttons in terflow After field to select the overflow limit.

14. Click theOK button to save your changes and return tcAGE Queues
dialog box.
Repeat steps 2 to 14 for each ACD Queue you want to set up.

15. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Enabling the ACD queues
After you have set up an ACD queue, the ACD queue is disabled until you enable it.
Before an ACD queue can be enabled, ensure that:

* avalid Control DN is set up (For information, refeiSetting up ACD queue
parameter®n page 28.)

» an ACD greeting is recorded (For information, refeReéxording ACD
greetingson page 79.)

» the Day and Night Routing Tables are set up (For information, refer to
Examples of setting up the Day and Night Routing Tablepage 88.)

To enable an ACD queue:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue to you want to enable.
3. Click theEnable button.
The queue status changes to Enabled.

Repeat steps 2 and 3 for each ACD Queue you want to enable.

4. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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Disabling the ACD queues

When you disable an ACD queue, no new calls are accepted. Any calls that are
already in this ACD queue still get distributed until the calls are ended.

To disable an ACD queue:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue you want to disable.

3. Click theDisable button.
The queue status changes to Disabled.
Repeat steps 2 and 3 for each ACD Queue you want to disable.

4. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Changing ACD queue parameters

You must disable the ACD queue before you can change the ACD queue
parameters.

To change the ACD queue parameters:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue you want to change.

3. Click theConfigure button.
The queue’s dialog box appears.

4. Click theGeneral Queue Propertiedab.
5. In theControl DN field type the new extension for the queue. The Control
DN must be a B1 extension that is not used by another device or telephone.

This number is also the mailbox number of the ACD Queue Mailbox.

6. A confirmation dialog box appears. Click thes button to confirm changing
the Control DN.

7. A second confirmation dialog box appears. Click@e button to change the
mailbox number of the ACD Queue Mailbox.

8. In theNamefield type the new name for this queue. This name is also used
for the ACD Queue Mailbox.
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9.

In theMWI DN field type the new extension of the telephone that displays
the Message Waiting Indicator for the ACD Queue Mailbox.

10. In theMethod field select the Method of distribution option (Longest or

Priority).

11. Use the arrow buttons in tBeisy Timeoutfield to change the busy timeout

period.

12. Use the arrow buttons in tBelay Answerfield to change the delay answer

time.

13. Select th®verflow After check box to enable the Overflow feature

or
clear theOverflow After check box and go to step 15 to disable the Overflow
feature.

14. Use the arrow buttons in terflow After field to change the overflow

limit in minutes and seconds.

15. Click theApply button to make the changes.

Repeat steps 2 to 15 for each ACD Queue you want to change.

16. Click theOK button to return to the ACD Queues dialog box.

17. Click theClosebutton to return to the Enterprise Edge Voice Applications

Manager main menu.

Deleting the ACD queue parameters

The ACD queue must be disabled before you can delete it.

Important :When you delete the ACD queue parameters, all programming for the

gueue is deleted. This includes the general parameters, the assigned
agents and the Routing Table information.

To delete the ACD queue parameters:

1.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click the queue you want to change.

Click theUnconfigure button.
A confirmation dialog box appears.

Click theYes button.

Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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Assigning an agent to an ACD queue

You can assign an agent to one or more ACD queues. Each agent is responsible for
answering calls for the ACD queues they are assigned to.

To assign an agent to an ACD queue:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue to which you want to assign agents.

3. Click theConfigure button.
The queue’s dialog box appears.

4. Click theAgentstab.
The assigned agents are displayed.

5. From theAvailable list box, click the names of the agents you want to assign
to the queue.

Note: To assign more than one agent, press the Control key or Shift key
while selecting additional agents. To assign all of the agents to this
gueue, click thédssign All button.

6. Click theAssignbutton.
The names of the agents you selected move to the Assigned list box.

7. Click theOK button to save your changes and return tcAtGB Queues
dialog box.
Repeat steps 2 to 7 for each ACD Queue to which you want to assign agents.

8. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Deleting agents from an ACD Queue

When you delete an agent from an ACD Queue, the agent is removed from the
gueue but is not deleted. The agent is still available, but no longer receives calls
from the queue.

To delete an agent from an ACD queue:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue from which you want to delete agents.
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3. Click theConfigure button.
The queue’s dialog box appears.

4. Click theAgentstab.
The Queue Properties dialog box changes to show the assigned agents.

5. From theAssignedlist box, click the names of the agents you want to delete
from the queue.

Note: To delete more than one agent from this queue, press the Control key
or Shift key while selecting additional agents. To delete all of the
agents from this queue, click tRdear All button.

6. Click theUnassignbutton.
The names of the agents you selected move to the Available list box.

7. Click theApply button to make the changes.
Repeat steps 2 to 7 for each ACD Queue from which you want to delete
agents.

8. Click theOK button to return to the ACD Queues dialog box.

9. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Viewing agents in an ACD queue

To view the agents that are assigned to an ACD queue:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue you want to view.

3. Click theConfigure button.
The Queue Properties dialog box appears.

4. Click theAgentstab.
The assigned agents are displayed.

The agents currently assigned to the queue appear in the Assigned list.
5. Click theOK button to return to the ACD Queues dialog box.

6. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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ACD Queue Mailbox Administration 6

Introduction
The ACD Queue Mailbox stores messages left by callers.
This chapter describes:

* The ACD Queue Mailbox

» Determining the Control DN (ACD Queue Mailbox number)
* Initializing the ACD Queue Mailbox

* Recording the ACD Queue Mailbox greetings

* Opening an ACD Queue Mailbox

 The ACD Queue Mailbox Password

» Listening to messages in the ACD Queue Mailbox

* Replying to messages

» Off-premise Message Notification

ACD Queue Mailbox

The ACD Queue Mailbox is created automatically when you set up an ACD queue.
There is one ACD Queue Mailbox for each ACD queue. The ACD Queue Mailbox
number is the same as the Control Directory Number (CDN) of the ACD queue.

The ACD Queue Mailbox has the following default Class of Service settings:

* Primary Prompt Language

*  maximum message time of 15 minutes

*  maximum message length of three minutes

* maximum message retention of 30 days

* maximum greeting length of one minute

A caller can leave a message in the ACD Queue Mailbox if they press zero while

listening to an ACD greeting that has been set up as having TraiFsey (
enabled. For more information, refer to the tabteeting Parameteon page 83.

A caller can also leave a message in the ACD Queue Mailbox if their call cannot
overflow to another queue. The call does not overflow if:

» there are no agents logged in to the other queue
» the other queue is not enabled
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To prepare the ACD Queue Mailbox to receive messages, ensure that you:

* know the Control DN (ACD Queue Mailbox number) of each ACD Queue
Mailbox. If you do not know the Control DN, refer@etermining the Control
DN (ACD Queue Mailbox numbegn page 36.

e initialize the ACD Queue Mailboxes

» record the ACD Queue Mailbox greetings

Before you proceed, make a photocopy of the tAklIB Queue Mailbox
Administrationon page 122. Fill in the appropriate columns for future reference.

Determining the Control DN (ACD Queue Mailbox number)

You must determine the Control DN (ACD Queue Mailbox number) before you can
perform ACD Queue Mailbox administration tasks. If you know the Control DN,
you can proceed tmitializing the ACD Queue Mailbowrn page 37.

To determine the Control DN (ACD Queue Mailbox number) and Message Waiting
Indication telephone for each ACD queue:

1. Presg Feature JO][8](6].

[ Set o 2. Press$iEXT.
MEXT
[CDH 1 5seacne 3. Thes:xx represents the Control DN (ACD Queue
MEXT Mailbox number) for Queue 1.

Press$iEXT to continue.

Note: If the messaglone appears, the ACD queue
has not been configured.

] 4. Thex=xx represents the extension for the Message

MNEAT Waiting Indication (MWI) telephone. When there are
messages in the Queue 1 mailbox, a message will
appear on the telephone with this extension.

[ Exct. 1 mamcax

PressiExT.

Note: You assign the extension for MWI when you
set up the ACD queue parameters. For
information, refer t&etting up ACD queue
parametersn page 28.

If the messagdnavail appears, then the
extension for MWI has not been entered.

5. Continue pressingexT to view the Control DN and
MWI for each queue.
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Initializing the ACD Queue Mailbox

You must initialize the ACD Queue Mailbox before you can receive or listen to
messages.

Before you begin, choose the password you want to use to open the ACD Queue
Mailbox. The password must be four to eight digits in length and cannot start with
zero. You should give the ACD Queue Mailbox passwords to the agents who will
be responsible for retrieving messages.

Initializing an ACD Queue Mailbox involves:

» choosing a password from four to eight digits long that does not start with zero
» changing the ACD Queue Mailbox default password to the new password
* recording the ACD Queue Mailbox name in the Company Directory

To initialize and open the ACD Queue Mailbox for the first time:

1. Press Feature JO][BJ(1].

[Ln:-g: ] 2. Enter the ACD Queue Mailbox number and the
BUIT _RETRY default password ] 0] 0] 0] as a continuous
number. Presak or [#].

|l:l
e

Note: To determine the ACD Queue Mailbox
number, refer t@etermining the Control DN
(ACD Queue Mailbox numben page 36.
If the P=wd: prompt appears, pre83HE to
access theoa: display.

[MuE-t chande Fswd ] 3. This display appears briefly to indicate that you must
change the password.

[F‘E.ud: ] 4. Choose a password from four to eight digits long that
RETEY does not start with zero. Enter the new ACD Queue
Mailbox password and pre8k or [#].

|l:l
ey

[Flgain: ] 5. Enter the new ACD Queue Mailbox password again
RETRY and press§k or [#].

|l:l
ey

[F‘aﬁﬂunrd oK } 6. This display appears briefly to indicate that the
password was changed.

[MLJSL record name ] 7. This display appears briefly to indicate that you must
record the ACD Queue Mailbox name in the
Company Directory.
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[ Accert name? ] 8. Presglk or [#] to accept the recording. Pré&ssi or
RETRY PLAY  OK to listen to the recording. PreRBTEY or 2] to
erase and re-record the ACD Queue Mailbox name.

[{Eueue name> ] 9. The recorded ACD Queue Mailbox name plays and
you see a brief display showing the name of the ACD
Queue Mailbox.

Note: The ACD Queue Mailbox name for each ACD
gueue is the same as the Queue name. The
Queue name is entered when you set up
Queue parameters. For information, refer to
Setting up ACD gueue parameters page 28.

After the ACD Queue Mailboxes are initialized, record the ACD Queue Mailbox
greetings.

Recording the ACD Queue Mailbox greetings

You can record Primary, Alternate or Personalized greetings for each ACD Queue
Mailbox. You record a Primary ACD Queue Mailbox greeting for everyday use
after you initialize an ACD Queue Mailbox. The Alternate ACD Queue Mailbox
greeting is an optional greeting you can record for special circumstances. If your
call center subscribes to Caller ID, you can record Personalized ACD Queue
Mailbox greetings.

If you record a Primary and Alternate ACD Queue Mailbox greeting, you have to
choose which greeting plays to callers who reach the ACD Queue Mailbox.

You can also record greetings in an Alternate Language. If you have greetings in an
Alternate Language, a caller can pr@sswhile the greeting is playing to listen to

the voice prompts in the Alternate Language. Remember to inform callers in the
Primary ACD Queue Mailbox greeting that they can choose the Alternate Language

by pressindg9 ].

If the Operator Status is set to Yes, and a caller pré@ssegile the ACD Queue
Mailbox greeting is playing, they are transferred to the company Receptionist or
Operator. For information about Operator Status, refer tanierprise Edge
Message Set Up and Operation Guittdorm callers in the ACD Queue Mailbox
greetings that they can preggs to speak to the company Receptionist or Operator.

If the Operator Status is set to No, a caller who pregseshile the ACD Queue
Mailbox greeting plays is informed the Operator is not available, and is then
transferred to the ACD Queue Mailbox.
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Recording a Primary greeting for the ACD Queue Mailbox

You must record a Primary greeting for each ACD Queue Mailbox. The Primary
greeting should include the same ACD Queue Mailbox name that you used for the
Company Directory. For example:

“Hello. You have reached the Sales Department Queue Mailbox at Munro and
Johnson. At the sound of the tone, please leave your name, phone number and a
brief message. One of our agents will return your call as soon as possible. Thank

”

you!

Before you record the Primary ACD Queue Mailbox greeting, it is a good idea to
write out what you want to include in it.

To record the Primary ACD Queue Mailbox greeting:
1. Presq Feature J[9][8]01].

[Lcﬂ: ] 2. Enter the ACD Queue Mailbox number and password
BUIT RETRY  OK as a continuous number. Prégsor [# ].

Note: To determine the ACD Queue Mailbox
number, refer t®etermining the Control DN
(ACD Queue Mailbox numbenn page 36.
If the P=wd: prompt appears, pre83HE to
access theoga: display.

The ACD Queue Mailbox name appears briefly.

[ <Aueue namer

[ 8 new B saved 3. Pres$iDHMIM or [8 ].

FLAY REC  ADMIM

T PSWD  BUIT

Greeting ortions 5. Pres&ELC or (1 ].
FEC CHOOSE CFLD

Greeting:
FEIME ALT FERS

6. Pres®RIME or 1 ] to record the Primary ACD Queue
Mailbox greeting.

Mailbox admin ] 4. Pres&REET or 2].
GREE

Note: If you are changing the greeting, the current
recorded ACD Queue Mailbox greeting begins
to play.

[Hc-t recorded ] 7. If this is the first time that you are recording a
greeting, this display appears briefly to indicate that
no greeting has been recorded.
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[ Record new? ] 8. Pres&ES or {1 ] and record the Primary ACD Queue
YES NO  QulT Mailbox greeting at the tone.

[Remr«d greeting: } 9. Presslk or #] to end the recording.
RETRY oK

[ Accert dreeting? } 10. Presglk or [#] to accept the greeting. Pr&sit or
RETRY PLAY Ok to listen to the greeting. Pre&&TREY or 2] to
erase and re-record the greeting.

[Mailbc-x admin ] 11. PressRis | to end the session. Repeat steps 1 to 10 to
GREET PSWD  QUIT record the other Primary ACD Queue Mailbox
greetings.

Recording an Alternate greeting for the ACD Queue Mailbox
You can record an Alternate greeting for each ACD Queue Mailbox.

The Alternate ACD Queue Mailbox greeting should include the same ACD Queue
Mailbox name that you used for the Company Directory.

For example:

“Season’s Greetings! You have reached the Sales Department Queue Mailbox at
Munro and Johnson. At the sound of the tone, please leave your name, phone
number and a brief message. One of our agents will return your call when we re-
open on December 27. Thank you.

Before you record an Alternate ACD Queue Mailbox greeting, it is a good idea to
write out what you want to include in it.

To record an Alternate ACD Queue Mailbox greeting:

1. Press Feature JO][BJ(1].

[Lcﬂ: ] 2. Enter the ACD Queue Mailbox number and password
BUIT RETRY  OK as a continuous number. Prégsor [# ].

Note: To determine the ACD Queue Mailbox
number, refer t®@etermining the Control DN
(ACD Queue Mailbox numbenn page 36.
If the P=wd: prompt appears, pre83HE to
access theoga: display.

[{E!ueue name ] The ACD Queue Mailbox name appears briefly.

8 hew B saved 3. Pres$iLMIM or [8 ].
FLAY FEC  ADMIM
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Mailbox admin 4. Pres&REET or 2].
GREET PSWD  QUIT

Greetind ortions 5. Pres&EC or 1 ].
REC CHOOSE CFuD

[Greeting: } 6. PresgLT or 2] to record the Alternate ACD Queue
PRIME BLT PERS Mailbox greeting.

Note: If you are changing the greeting, the current
recorded Alternate ACD Queue Mailbox
greeting begins to play.

[H-:-t recorded } 7. If this is the first time that you are recording an
Alternate greeting, this display appears briefly to
indicate that no greeting has been recorded.

[ Record new? } 8. Pres&ES or [1 ] and record the Alternate ACD Queue
YES NO_ QUIT Mailbox greeting at the tone.

Record 9reeting: ] 9. Pressk or [#] to end the recording.

A
m
_'
A
==
|l:l
e

Accert areeting? ] 10. Pressk or [# ] to accept the greeting. Pré&ss or
RETRY FPLAY ok to listen to the greeting. PreR&TRY or 2] to
erase and re-record the greeting.

[Mailbox admin ] 11. PressRis | to end the session. Repeat steps 1 to 10 to
GREET FSWD  QUIT record the other Alternate ACD Queue Mailbox
greeting.

Choosing the Primary or Alternate ACD Queue Mailbox greeting

After you record the Primary and Alternate ACD Queue Mailbox greetings, choose
which greeting you are going to use. You can change the selection at any time and
as often as needed. If a greeting is not chosen, Enterprise Edge Call Center
automatically plays the Primary ACD Queue Mailbox greeting.

Note: If you choose the Alternate ACD Queue Mailbox greeting, remember to
change back to the Primary ACD Queue Mailbox greeting at the appropriate
time.
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To choose a Primary or Alternate ACD Queue Mailbox greeting:

1. Presg Feature JO][BJ(1].

[Lcﬂ: ] 2. Enter the ACD Queue Mailbox number and password
BUIT RETRY  OK as a continuous number. Prégsor [# ].

Note: To determine the ACD Queue Mailbox
number, refer t®@etermining the Control DN
(ACD Queue Mailbox numben page 36.
If the P=wd: prompt appears, pre83HE to
access theoga: display.

The ACD Queue Mailbox name appears briefly.

LEueue hame

[ hiew B saved 3. Pres$iMIM or [8 ].

FLAY REC  ADMIM

1
GREET PSWD  GUIT

5. Pres€HOOSE or 2] to choose a greeting.

Greeting ortions
REC  CHOQSE CFWD

6. Pres&RIME or [1 ] to choose the Primary ACD Queue
Mailbox greeting. Pres&.T or [2 ] to choose the
Alternate ACD Queue Mailbox greeting.

Mailbox admin ] 4. Pres&REET or 2].

Uze 9reeting:
FEIME ALT GUIT

[Mailbc-x admin ] 7. PresqRis ] to end the session. Repeat steps 4 to 6 to
GREET FSWD  QUIT choose the Primary or Alternate ACD Queue Mailbox
greeting for the other ACD Queue Mailbox.

Recording a Personalized greeting for the ACD Queue Mailbox

If your call center subscribes to Caller ID, you have the option to record a maximum
of three Personalized greetings for each ACD Queue Mailbox. For Personalized
ACD Queue Mailbox greetings, you program Enterprise Edge Call Center to
recognize a specific incoming telephone number. The Personalized ACD Queue
Mailbox greeting plays only for a person calling from the telephone number that
you designate.

A Personalized ACD Queue Mailbox greeting must include the same ACD Queue
Mailbox name that you used for the Company Directory. For example:

“Hi John. You have reached the Sales Department Queue Mailbox at Munro and
Johnson. At the sound of the tone, please leave your order. One of our agents will
return your call if you need to speak to someone directly. Thank you.

Before you record a Personalized ACD Queue Mailbox greeting, it is a good idea
to write out what you want to include in it.
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To record a Personalized ACD Queue Mailbox greeting:

1. Presg Feature JO][BJ(1].

[Lug: ] 2. Enter the ACD Queue Mailbox number and password
BUIT RETRY DK as a continuous number. Prégsor [#].
Note: To determine the ACD Queue Mailbox

number, refer t®etermining the Control DN
(ACD Queue Mailbox numbegn page 36.
If the P=wd: prompt appears, pre83HE to
access theoga: display.

[{E!ueue namer ] The ACD Queue Mailbox hame appears briefly.

[ 8 new B saved 3. PressiCMIM or 8.

FLAY REC ADMIM

4. Pres&REET or 2.

Mailbox admin
GEEET PSWD QUIT

E-etlng oFtions
CHOOSE CFuD

1)
)
Greeting: } 6. Pres®ERS or [3] to record a Personalized ACD
)
)
)

5. Pres&EC or i ].

PRIME HLT  PERS Queue Mailbox greeting.

7. Enter a Personalized greeting number of 1, 2 or 3 and
presgk.

Greet.ing:

8. PresgHHG or {1 ].

9. Enter the telephone number (maximum 10 digits) to
which you are assigning the Personalized ACD Queue
Mailbox greeting. Pressk or [# ] to accept the
telephone number.

{
[
o N
=

[Remm aresting: ] 10. At the tone, record the greeting. Pr@s®r [# ] to
RETRY end the recording.

|l:l
e

[ Accert dreeting? ] 11. Presglk or [#] to accept the greeting. Pr&sit or
RETRY FPLAY ok to listen to the greeting. PreR&TEY or 2] to
erase and re-record the greeting. Repeat steps 4 to 11
to record other Personalized ACD Queue Mailbox
greetings.

[I“Iailbo:{ admin 12. PresqRis | to end the session.

GREET PSWD  GUIT ]
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Opening an ACD Queue Mailbox
An ACD Queue Mailbox can be opened from:
e your own extension
* another extension

* an outside telephone (as showrOpening an ACD Queue Mailbox remotely
on page 44)

Opening an ACD Queue Mailbox after it has been initialized

After an ACD Queue Mailbox is initialized, follow these steps to open it from your
own extension or from another extension:

1. Press Feature JO][BJ(1].

[ng: ] 2. Enter the ACD Queue Mailbox number and password
BUIT RETRY  OK as a continuous number. Prégsor [# ].

Note: To determine the ACD Queue Mailbox
number, refer t®etermining the Control DN
(ACD Queue Mailbox numben page 36.
If the P=wd: prompt appears, pre83HE to
access theoga: display.

Opening an ACD Queue Mailbox remotely
To reach an ACD Queue Mailbox from an outside telephone:

e Call or get transferred to an ACD queue. Press zero during or after an ACD
greeting which has Transfer enabled. For more information, reféowo
incoming calls are sent to an ACD quearepage 25 and the taliigeeting
Parametersn page 83.

» If an ACD Queue Mailbox is set up as a leave message point in Custom Call
Routing (CCR), press the one-digit CCR menu option and you are automatically
transferred to the ACD Queue Mailbox.

« Call an Operator, receptionist or user and ask them to transfer you to the ACD

Queue Mailbox number by usifgreature ][9] 8] (6.

Once you have reached an ACD Queue Mailbox from an outside telephone, press
during the ACD Queue Mailbox greeting to open the ACD Queue Mailbox.
At the voice prompt, enter the ACD Queue Mailbox number and password and
pressf# . Follow the voice prompts.
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To access the ACD Queue Mailbox directly from an outside telephone:

» Call a telephone line that is answered by the Automated Attendant (AA) and
press(*] [*¥] during the AA Menu Prompt. Enter the ACD Queue Mailbox
number and password, then préss Follow the voice prompts.

» Call your own extension number and prggg* ] during your personal
greeting. Enter the ACD Queue Mailbox number and password, therf#ress
Follow the voice prompts.

ACD Queue Mailbox Password

It is recommended that you change the password every 30 days. By changing the
password regularly, you decrease the chance that someone discovers the password
accesses the system.

Keep a written copy of the ACD Queue Mailbox password in the D2 Queue
Mailbox Administrationon page 122. Give it only to the agents who retrieve
messages at your call center. For security reasons, it is a good idea to choose an
uncommon password (not a predictable password like 1234 or 1111). If someone
knows the ACD Queue Mailbox password, they can access the ACD Queue
Mailbox and listen to or delete messages. They may also be able to access
Enterprise Edge and use it fraudulently or disrupt service.

Changing the ACD Queue Mailbox password

You can change the ACD Queue Mailbox password at any time. Remember to
choose a password from four to eight digits long that does not start with zero.

To change the ACD Queue Mailbox password:
1. Presq Feature J[9][8] (.

[L-:ﬂ: ] 2. Enter the ACD Queue Mailbox number and password
GUIT RETRY Ok as a continuous number. Prégsor [# ].

Note: To determine the ACD Queue Mailbox
number, refer t@etermining the Control DN
(ACD Queue Mailbox numben page 36.
If the P=wd: prompt appears, pre83HE to
access theoa: display.

[*{Queue name> ] The ACD Queue Mailbox name appears briefly.

FLAY REC

B rhew B saved 3. PressiLMIM or [8].
ACHMIH
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[Mailbc-x admin 4. Pres&shD or (4].

GREET PSWD I]UIT}

[F‘Eud: ] 5. Choose a new password from four to eight digits long
RETRY oK that does not start with zero. Enter the new ACD
Queue Mailbox password and prégsor [# .
[Fl';lain: ] 6. Enter the new ACD Queue Mailbox password again
RETRY oK and presgik or [#].
[Pas,suard oK ] 7. This display appears briefly to indicate that the
password was changed.

[Mailbox admin 8. PresqRis ] to end the session.

GREET PSWD I]UIT}

Resetting the ACD Queue Mailbox password

If you forget the ACD Queue Mailbox, you must reset the password. Resetting a
mailbox password changes it to the default passyedrd | 0 ] [0 ]. After the ACD

Queue Mailbox password is reset, you must change the default password and enter
a new password. Ensure that you tell the agents responsible for listening to ACD
Queue Mailbox messages the new password.

Note: The ACD Queue Mailbox password must be reset only if it is forgotten. You
cannot listen to messages in the ACD Queue Mailbox until the default
password is changed.

To reset the ACD Queue Mailbox password:

1. Click theMailbox menu and then clickhange/Delete
The Mailbox Administration dialog box appears.

2. Click the ACD Queue Mailbox that requires the password reset.

3. Click theChangebutton.
The Mailbox Administration dialog box appears.

4. Click theReset Password to defaultheck box.
5. Click theOK button.

6. Click theClosebutton.
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Listening to messages in the ACD Queue Mailbox

Messages left in each ACD Queue Mailbox should be listened to daily. Only one
agent can retrieve messages from each ACD Queue Mailbox at a time.

If different agents are listening to and handling messages in the ACD Queue
Mailbox throughout the day, each agent should:

» Listen to the message.

* Write down what the message says.
» Erase the message.

* Return the caller’s telephone call.

If the caller is not available, the agent can try again later or pass the message on to
another agent.

The first agent to listen to the message must erase the message after writing down
what it says. The reasons for this are:

» the next agent does not waste time listening to the same message
» the next agent does not know if the callback was successful or not
* you do not want more than one agent contacting the same caller

If only one agent is responsible for retrieving messages at your call center, this
agent does not need to transcribe and delete each message before callback. This
agent handles messages and knows the status of the old messages.

To listen to ACD Queue Mailbox messages:

1. Presg Feature JO][8J(1].

[L-:ﬂ: ] 2. Enter the ACD Queue Mailbox number and password
GUIT RETRY Ok as a continuous number. Prégsor [# ].
Note: To determine the ACD Queue Mailbox
number, refer to the tablastening to ACD
Queue Mailbox messages page 48.
If the Pzwd: prompt appears, pre83HE to
access theoa: display.
[*{Queue name> ] The ACD Queue Mailbox name appears briefly.

E‘uew 8 zaved } 3. Pres&LAY to listen to the messages in the ACD
FLAY REC RADLMIN Queue Mailbox. For options, refer ltéstening to
messages in the ACD Queue Mailbmrx page 47.
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[

End of messade
REFLY ERRSE HEAT

]4.

Pres&EFLY to reply to an outside caller by dialing
them back if your company subscribes to Caller ID

service. PreERASE to erase the message. PSST
to hear the next message.

5. PresqRis | to end the session.

A number of options are available to you during and after listening to a message.
The tableListening to ACD Queue Mailbox messagespage 48 shows the options

for both single-line display telephones and two-line display telephones. This table
also shows when they are available.

Note: You may want to photocopy the talilestening to ACD Queue Mailbox
messageen page 48 for the agents who will be responsible for listening to
messages in the ACD Queue Mailbox.

Listening to ACD Queue Mailbox messages

Option Dial pad |Display |Available |Available |Description
Button Button | WHILE AFTER
listening to | listening to
a message |a message
Save SAVE X Saves the message being played. (If you
Message do not erase a message, it is automatically
saved).
Volume X Adjusts the volume of the message that is
Control playing. The volume increases each time
you press [¥]. After four consecutive
presses, the volume returns to the lowest
level. This option is not shown on the
display.
Notes

1. Because the ACD Queue Mailbox has limited message storage space, erase
any messages you no longer need. After a certain time period, the saved
messages is be erased automatically.

You can reply to an outside caller by dialing them back if your company
subscribes to Caller ID service. RefelReplying to an external message
senderon page 50.
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Replying to messages

You can reply to internal message senders and to external message senders. To
reply to a message from an external message sender, your company must subscribe
to a Caller ID service.

Replying to an internal message sender
You can reply to a message from an internal message sender by:

e Using theCALL option. If you seledlALL, you are immediately transferred to
the internal message sender’s directory number. You must have an initialized
mailbox and an operating extension to useCiié option.

* Using theMsi option. If you select thsG option, begin recording your reply
at the tone.

To reply to an internal message sender:

1. Press Feature JO][BJ(1].

Lng: ] 2. Enter the ACD Queue Mailbox number and password
BUIT RETRY as a continuous number. Prégsor [# ].

|l:l
e

Note: To determine the ACD Queue Mailbox
number, refer t®etermining the Control DN
(ACD Queue Mailbox numben page 36.
If the P=wd: prompt appears, pre83HE to
access theoga: display.

The ACD Queue Mailbox name appears briefly.

[ “Eueues hame

AY REC ADMIM

4. After you have listened to the message, [RERSY
orQ].

5. Pres€ALL or [2] to call the message sender
or
pres2sG or 1 ] to record and send a reply.

End of mes=age
REFLY ERRASE HEST

t'new 8 zaved ] 3. Pres§LAY or 2].
PL

Rerla to ms3
MSG CALL  auIT

6. PresqRis | to end the session.
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Replying to an external message sender

You can reply to a message from an external message sender if your company
subscribes to a Caller ID service. Before using the Reply option you must play the
message.

Note: Replying to an external message sender is available only if you have an
outdial route assigned to the ACD Queue Mailbox. For more information,
refer toAssigning an outdial routen page 52.

To reply to an external message sender:

1. Presg Feature JO][BJ(1].

[ng: } 2. Enter the ACD Queue Mailbox number and password
WUIT RETRY Ok as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox
number, refer t®@etermining the Control DN
(ACD Queue Mailbox numbenn page 36.
If the P=wd: prompt appears, pre83HE to
access theoga: display.

The ACD Queue Mailbox name appears briefly.

[ {Beue namer

1hew B saved 3. Pres&LAY or 2].
FLAY FEC  ADMIM

)
e ]
)
)

End of message 4. Pres&EFLY.
EEFLY ERASE HEXT
5551212 483 5. Pres$IAL.

DIAL  TRIM  GQUIT

When this display appears, you have the option of
adding or removing digits from the number to be
outdialed. This display does not appear if a dialing
translation table is established and enabled, or if the
Caller ID number does not require translation. In
these cases you sebase hold while the number is
dialed directly.

Note: Press TRIM to remove digits from the
beginning of the telephone number. This
automatically removes the area code from an
incoming long distance call. To return the call,
add more digits to the beginning of the
telephone number by typing the required
digits. For example, if you want to put 1-403
in front of the number, type 1-403 and the
number becomes 1-403-555-1212.

After you call the message sender, your session ends.
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Off-premise Message Notification

Off-premise Message Notification is a feature that notifies you, or a designated

agent when there are new or urgent messages in the ACD Queue Mailbox. You can
program Enterprise Edge Call Center to call you at any tone dial telephone number,
pager or extension and let you know there is a message in the ACD Queue Mailbox.

Since Off-premise Message Notification uses a Reserved or voice channel to notify
you when there is a message, set up Off-premise Message Notification for non-
business hours. Then Off-Premise Message Notification does not consume a
Reserved or voice channel during busy periods.

About Off-premise Message Notification

You can receive notification of a message at a maximum of five different
destination numbers. Enterprise Edge Call Center calls the first destination when a
new or urgent message is received in the ACD Queue Mailbox. If there is no
answer, Enterprise Edge Call Center waits five minutes and calls the first
destination again. If there is no answer, Enterprise Edge Call Center calls the first
destination a third time. If there is no answer after three calls, Enterprise Edge Call
Center calls the second destination. Enterprise Edge Call Center continues calling
at five minute intervals until the call is answered or all of the programmed
destinations are called three times.

You assign start and stop times that apply to all telephone number and extension
number destinations. The time range establishes how long Off-premise Message
Notification is in effect. Off-premise Message Notification begins when the start
time is reached. It is a good idea to set the start time for the time you will be at the
destination telephone number, so you will be there to receive calls.

Pager destination numbers are contacted whenever a designated type of message is
received by an ACD Queue Mailbox that has Off-premise Message Notification set
up. You can add special characters when you set up Off-premise Message
Notification to a pager destination number. Depending on the company supplying
your paging service, the programming sequence varies. For more information about
setting the destination telephone number parameters for your pager, contact your
pager company.

Setting up Off-premise Message Naotification involves:

e assigning an outdial route for the ACD Queue Mailbox

» establishing a destination telephone number

» selecting whether you are assigning a telephone, pager or extension number
» determining a notification time range

» selecting what type of messages you want to be notified about (all new
messages, or just messages marked urgent)

After you set the Off-premise Message Notification parameters, Off-premise
Message Notification is enabled automatically.
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Assigning an outdial route

The Outdial route determines which line, line pool or Route code the system uses
for Off-premise Message Notification.

The default for Outdial route is None. You must assign an Outdial route before you
can use an external telephone or a pager as an Off-premise Message Notification
destination.

For more information on line pools and Route codes, refer to the Enterprise Edge
system documentation.

Do not change the extension number assigned to the ACD Queue Mailbox.
& If this extension number is changed, callers in the ACD queue cannot access the

ACD Queue Mailbox and you cannot change the ACD Queue General

Parameters.

To correct a wrong extension number, change the extension number to the

Control DN of the ACD queue.

To assign an Outdial route:

1. Click theMailbox menu and then clickhange/Delete
The Mailbox Administration dialog box appears.

2. Click theOutdial tab.

3. Click the ACD Queue Mailbox number.

4. Click theChangebutton.

5. Click Line and type the outgoing line you want to assign to the ACD Queue
Mailbox for outdialing.
2Irick Pool and type the Line Pool number you want to assign to the ACD
Queue Mailbox for outdialing.
2Irick Route to assign a route code for outdialing.
Note: To delete the Outdial route for this ACD Queue Mailbox, diiche.

6. Click theOK button.
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Dialing restrictions

Dialing restrictions can be applied to the Enterprise Edge telephone, the outdialing
route, and the extensions assigned to Enterprise Edge Voice Messaging. If you wish
to restrict outdialing of certain telephone numbers, you must do one of the
following:

1. Through Enterprise Edge programming, assign the dialing restrictions to the
extension numbers assigned to Enterprise Edge Voice Messaging. This
restricts all outdialing calls including external transfers from CCR trees, Off-
premise Message Notification and Outbound Transfers. When assigning an
Outdial route, all dialing is done by the extension numbers assigned to
Enterprise Edge Voice Messaging, not by the Enterprise Edge telephone.
Refer to your Enterprise Edge system documentation for additional
information.

2. Through Enterprise Edge programming, assign the dialing restrictions to the
telephone of the agent. Refer to your Enterprise Edge system documentation
for additional information.

3. Through Enterprise Edge programming, assign the dialing restrictions to the
Enterprise Edge line(s) being used for outdialing. Refer to your Enterprise
Edge system documentation for additional information.

4. Through Mailbox Admin, ensure the Outdial route is SHOKE. This
restricts outdialing calls from the mailbox.

Setting up Off-premise Message Notification to an extension number
To set up Off-premise Message Notification for the first time to one extension:

1. Presg Feature J[O][8](1].

[L-:-g: ] 2. Enter the ACD Queue Mailbox number and password
OTHE RETRY  OK as a continuous number. Prégssor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numbeQn page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.

[{E!ueue name ] The ACD queue name appears briefly.

B rhew B saved 3. Pres$iCMIM or [8].
FLAY REC ADMIM
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Mailbox admin
GEEET FPSWD

QUIT

M=9 notify
ADMIN SELECT

Mot init

Destination:

RETEY

|l:l
e

Rocert x>
RETEY

|l:l
ey

Start hhmm:
RETEY

[
[
[ Ext.:
{
[

]
)
)
)
)
)

]

K

<start Limel
RETEY  AM

“s=tart Limel
RETEY

Stor ke

RETEY QK
“stor Limel

RETEY AM FM
“stor Limel

RETEY QK

More dest?
YES HO

[ CHHG

Startidstart Ltime>
HEXT

4. Presg6 ] to open the Off-premise Message Notification
menu.

o

PressibMIM or 1 ] to set up Off-premise Message
Notification.

This display appears when Off-premise Message
Notification has not been set up for this mailbox.

6. Pres&xT or to choose an extension destination.

7. Enter the destination extension number and juess
#].

8. Presglk or to accept the destination extension

number. The:: represents the extension number.

9. Enter the start time for Off-premise Message
Notification. This is a four-digit field. Any single-digit
hour and minute must be preceded by a zero.

10. Pressitior 1 ] orFM or 2.

11. PressK or [# ] to accept the start time.

12. Enter the time when Off-premise Message Notification
is to stop. This is a four digit field. Any single-digit
hour and minute must be preceded by a zero.

13. Pressitor 1 ] orFM or 2].

14. PressK or [# ] to accept the stop time.

15. Pressl0 if you are adding only one destination
number.
Press/ES to add additional destination numbers.

16. PresslEXT or [# ] to accept the start time that you
entered. PresHHG or 1 ] to change the start time.

Note: Steps 16 and 17 allow you to review the start
and stop times.
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[ Storidstor timer 17. Pres$lEXT or [#] to accept the stop time that you
CHNG HEAT entered. PressHHiG or I ] to change the stop time.

[ M= tuFe: new } 18. You can choose to be notified of all new messages or
EHHG Ok urgent messages only. Prégsor [# ] to accept the
default message type new. This means you are notified
whenever you receive a new message. RS or
to change the message type to urgent. Changing the
message type to urgent means you are notified only
when you receive an urgent message.

M=9 notifd 19. PresqRis | to end the session.
ADMIN SELECT

Setting up Off-premise Message Notification to a telephone number

You must assign an outdial route before you can assign a telephone number as a
destination for Off-premise Message Notification. For information about assigning
an outdial route, refer tA@ssigning an outdial routen page 52.

To set up Off-premise Message Notification to one telephone number for the first

time:
1. Presq Feature JO]B][1].
{L-:-Q: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY  OK as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numben page 36.

If the P=wd: prompt appears, pre83HE to
access theoga: display.

<Bueue name> The ACD queue name appears briefly.

3. PressiLHIM or 8.

A rnew @ saved
FLAY REC  ACDMIM

4. Presg6 ] to open the Off-premise Message Notification
GREET PSWD  QUIT menu.
=9 hotify PressilMIN or [1 ] to set up Off-premise Message
MIN SELECT Notification.

This display appears when Off-premise Message
Notification has not been set up for this mailbox.

Mot init

[ )
{ )
[I“Iallbox admin ]
o J*
[ )
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Destination:
FHOHE EXT PRGER
Fhi:

RETREY Ok
LR

ADD Ok
Start hhmm:

RETREY Ok

<start Limel
RETEY  AM

“s=tart Limel
RETEY

Stor ke

RETEY QK
“stor Limel

RETEY AM FM
“stor Limel

RETEY QK

More dest?
YES HO

{Start:{EtaPttime} ]

CHHG

HEXT

6. Pres®HOHE or [ ] to choose a telephone number
destination.

7. Enter the destination telephone number and press
[#]. The destination telephone number is a maximum
of 30 digits.

8. Presglk or [# ] to accept the destination telephone

number. The:: represents the telephone number. Press

ADD or 2 ] to add special characters. For information,
refer toAdding special characters to the destination
numberon page 59. After you add special characters,
presslk or [# ] to accept the destination number.

9. Enter the start time for Off-premise Message
Notification. This is a four-digit field. Any single-digit
hour and minute must be preceded by a zero.

10. Pressitior 1 ] orFM or 2.

11. PressK or [# ] to accept the start time.

12. Enter the stop time for Off-premise Message
Notification. This is a four digit field. Any single-digit
hour and minute must be preceded by a zero.

13. Pressitior 1 ] orFM or 2].

14. PressK or [# ] to accept the stop time.

15. Pressi0 if you are adding only one destination
number.
Press/ES to add additional destination numbers.

16. PresslEXT or [# ] to accept the start time that you
entered. PresHHG or 1 ] to change the start time.

Note: Steps 16 and 17 allow you to review the start
and stop times.

17. PresslEXT or [# ] to accept the stop time that you

[5top:<5t-:-p time> ]
EHHG HEST entered. PresHMG or [1 ] to change the stop time.
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CHHG

[ M=3 ture: new ] 18. You can choose to be notified of all new messages or
oK

urgent messages only. Prégsor [# ] to accept the

default message type new. This means you are notified
whenever you receive a new message. RS or

to change the message type to urgent. Changing the
message type to urgent means you are notified only
when you receive an urgent message.

[MSEI hotifa ] 19. PresqRis | to end the session.

ADMIM SELECT

Setting up Off-premise Message Notification to a pager number

When you set up Off-premise Message Notification, you can add special characters
to the destination pager number. For information about special characters, refer to:

» Adding special characters to the destination nurobhgrage 59

» Example of a destination pager numbarpage 59

Note: You must assign an outdial route before you can assign a Off-premise
Message Notification to a pager. For information about assigning an outdial

route, refer teAssigning an outdial routen page 52.

To set up Off-premise Message Notification to one pager number for the first time:

1.

Log: 2.
GUIT ERETEY K

[ <Aueue namer ]

A hew B saved 3.
FLAY REC RADMIH

Mailbox admin 4.
QUIT

GREET PSWD

MIM SELECT

o =
= n

3 hiotifa ] 5.

Press Feature J[9][8](1].

Enter the ACD Queue Mailbox number and password
as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numbeQn page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.

The ACD queue name appears briefly.

Pres$iDMIH or (8 ] .

Presd6 ] to open the Off-premise Message Notification
menu.

Pres$ibMIM or 1 ] to set up Off-premise Message
Notification.
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Mot init This display appears when Off-premise Message

Notification has not been set up for this mailbox.

PHOME EXT PAGER destination.

N

Pader: Enter the destination pager number and piess [# ).

RETEY K

LR
ADD 0k

. Presglk or [#] to accept the destination pager number.
The«:> represents the pager number. Priel& or
to add special characters. If the paging service requires
additional answer or setup time, add pause characters to
the beginning of the pager message. For information,
refer toAdding special characters to the destination
numberon page 59. After you add special characters,
presgik or [# ] to accept the destination number.

[Dest,ination: J 6. Pres§&RAGEER or [3 ] to choose a pager number
GER

-
o

[Sh-:-w: Sl ] The pager message appears briefly.

[ Show oo J 9. Pres$iEXT or [# ] to accept the default pager message
EHHG NEAT (represented by the:::). The default pager message
sent by Enterprise Edge Call Center is the Enterprise
Edge Voice Messaging extension number. This is the
sequence of digits sent after the pager service is dialed
(to notify you of who is paging you). PreS8HG or
to change the pager message.

Note: There is a combined limit of 29 characters for
the pager telephone number and the pager

message.
[Mor«e dest? ] 10. Pressl0 if you are adding only one destination
= HO number.
Press/ES to add additional destination numbers.
[I“‘I5'§l tarel new ] 11. You can choose to be notified of all new messages or
EHHG oK urgent messages only. Prégsor [# ] to accept the

default message type new. This means you are notified
whenever you receive a new message. RS or

to change the message type to urgent. Changing the
message type to urgent means you are only notified
when you receive an urgent message.

[I“I5El hotifa ] 12. Presg§ Feature ] to end the session.

ACMIM SELECT
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Adding special characters to the destination number

When you are adding special characters, do not press the dialpad butttns
enter a #, of¥] to enter a *. Press the button directly below the option on a two-line
display telephone, or listen for the voice prompts.

To add special characters on an Enterprise Edge one-line display telephone, refer to
the tableAdding special characters using an single-line display teleptiopage

59. To add special characters on a two-line display telephone, refer to the table
Adding special characters using an Enterprise Edge two-line display telepinone
page 59.

Adding special characters using an single-line display telephone

Press Description
to retry or add digits to the destination telephone number.
to enter a timed pause that appears as a F on the display. Pauses are four

seconds long.

to recognize dial tone (behind PBX). The Recognize Dial Tone special
character appears as a [* on the display.
to enter a #.
6] to enter a *.
to cancel and retry.
Adding special characters using an Enterprise Edge two-line display telephone
Press Description
to cancel and retry.
DIGS or to retry or add digits to the destination telephone number.
FALS or to enter a timed pause that appears as a “F” on the display.
Pauses are four seconds long.
OTHE to go to the next display to enter the following special characters:
TOME to recognize dial tone (behind PBX). The Recognize Dial Tone
special character appears as a “[** on the display.
# to enter a #.
* to enter a *.

Example of a destination pager number

If you are assigning a pager destination number from behind a PBX or Centrex+,

remember to insert @] (depending on your systefngfore thel# ] to access an
outside line.

There is a combined limit of 29 characters for the pager telephone number and the
pager message.

For example, to reach your pager, enter:
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where:

specifies the next digits are special characters
recognizes dial tone
specifies the next digits are numbers to be dialed

is the pager telephone number dialed

inserts a timed pause

Depending on the company supplying your paging service, the programming
sequence varies. For more information about setting the destination telephone
number parameters for your pager, contact your pager company.

Setting up Off-premise Message Notification to more than one destination

You can receive notification of a message at a maximum of five different
destinations. The following steps show you how to enter a telephone number
destination and then add a pager destination for the first time. To set up Off-premise
Message Notification to more than one destination number:

1. Press Feature JO][BJ(1].

[L-:ug: ] 2. Enter the ACD Queue Mailbox number and password
QUIT FRETEY Ok as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numben page 36.

If the P=wd: prompt appears, pre83HE to
access theoga: display.

The ACD Queue Mailbox name appears briefly.

[ “Eueues hame

B rew @ saved 3. PressiCMIM or [8].
ADMIM

FLAY  REC

[I“Iailbox admin } 4. Presg6 ] to open the Off-premise Message
GREET FSWD  EBUIT Notification menu.

[ M=2 notifd ] 5. Pres#iLMIM or [1 ] to set up Off-premise Message
ADMIN SELECT Notification.

[Hc-t init This display appears when Off-premise Message

Notification has not been set up for this mailbox.

Destination: 6. Pres®HOHE or [1 ] to choose a destination telephone
FHOHE EXT PAGER number.
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[F‘h' ] 7. Enter the destination telephone number and piess
RETRY ok [#]. The destination telephone number cannot be
longer than 30 digits.
[<x> ] 8. Presglk or [#] to accept the destination telephone
DD ok number. The:> represents the telephone number.
PressACD or 2] to add special characters. For
information, refer tAdding special characters to the
destination numbesn page 59. After you add special
characters, press: or [# ] to accept the destination
number.
[Start ke ] 9. Enter the start time for Off-premise Message
RETEY ok Notification. This is a four-digit field. Any single-digit

hour and minute must be preceded by a zero.

[<5tar~+, time> ] 10. Pressiti or 1 ] or PM or [2]].
PH

RETRY  AM
[ <start time> ] 11. PressIE or [#] to accept the start time.
RETRY oK
[SLDP b ] 12. Enter the time when Off-premise Message Notification
RETRY LS is to stop. This is a four digit field. Any single-digit
hour and minute must be preceded by a zero.
<stoF tlme} 13. Pressitior 1 J or FM or 2 ].
RETRY PH
{stor timed 14. PressK or [# ] to accept the stop time.
RETR oK

15. Pres$'ES to add an additional destination number.

More dest?
YES HO

16. PresSETUF or (1 .

Hotifg 21 none
SETUR HEXT

FHOME EXT PAG destination.

[Dest.inat,ion: J 17. Pres®AGEE or [3 ] to choose a pager number
ER

Fader: ] 18. Enter the destination pager number and [tess (# .
RETRY

|l:l
ey
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[<x> ] 19. PressIk or [#] to accept the destination pager number.

ALD ok The«:> represents the pager number. Pre&s or
to add special characters. If the paging service requires
additional answer or setup time, add pause characters
to the beginning of the pager message. For more
information, refer tAdding special characters to the
destination numbesn page 59. After you add special
characters, pregs. or [# ] to accept the destination
number.

[Shnu: S ] The pager message appears briefly.

[ghw:{mm} 20. Press$IEXT or [# ) to accept the default pager message

EHHG MEAT (represented by the:::). The default pager message is
the Enterprise Edge Voice Messaging extension
number. This is the sequence of digits sent after the
pager service is dialed (to notify you of who is paging
you). Pres§HHG or [1 ] to change the pager message.

Note: There is a combined limit of 29 characters for
the pager telephone number and the pager
message.

[H-:-tif‘u 3! none 21. Press$IEXT or [# ] to continue. PresgsETUF to add
SETUF NEAT another destination.

[SLart:{stam vimer | 22. Pres$lEXT or [# ] to accept the start time that you
CHNG HE~T entered. PressHHG or (i ] to change the start time.

Note: Steps 22 and 23 allow you to review the start
and stop times.

[5Lap:<smp timer } 23. Pres$lEXT or [# ] to accept the stop time that you
CHNG HEAT entered. PressHHiG or I ] to change the stop time.

[ M= tuFe: new ] 24. You can choose to be notified of all new messages or

EHHG oK urgent messages only. Preds or [# ] to accept the
default message type new. Choosing the new message
type means you are notified whenever you receive a
new message. PreddhG or 1 ] to change the message
type to urgent. Changing the message type to urgent
means you are notified only when you receive an
urgent message.

M=9 notif 25. PresqRis | to end the session.
ADMIN SELECT
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Changing Off-premise Message Notification
To change the parameters of Off-premise Message Notification refer to:
* Changing Off-premise Message Notification parameters

» Changing the destination type from a pager to a telephone or extengiage
66

» Changing the destination type from telephone or extension to aqragage 68

Changing Off-premise Message Notification parameters

To change the Off-premise Message Notification parameters (assuming that you
have entered a time range):

1. Presg Feature JO][BJ(1].

[L-:-El: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY Ok as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numben page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.

The ACD Queue Mailbox name appears briefly.

{ “Eueues hame

B rew @ saved ] Pres$iLMIN or [8 .

FLAY  REC
[Mailbox admin ] . Presdg6 ] to open the Off-premise Message Notification
GREET PSWD  QUIT menu.
[ M=2 notify ] 5. Pres#iLMIM or [1 ] to set up Off-premise Message
ADMIN SELECT Notification.
[Hntifu: S ] The type of destination appears on the display.
Note: The<x> represents the type of destination
(telephone, extension or pager).
[<x>: Loy J The destination number appears on the display.

Note: The<x> represents the type of destination.
The<4> represents the destination number.
For exampleE:t.:2223.
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[Hntim: S ] 6. Pres€HHG or i ] to change the destination.
CHHG MEXT

Note: The<x> represents the type of destination
(telephone, extension or pager).

OTHR appears if you have more than one destination
programmed. To change one of the other destinations,
presHEXT until the destination you want to change
appears.

[Destinatinn: ] 7. Pres&HOHE or {1 ] to choose a telephone number

PHONE EXT PRGER destination. Pre€®:T or 2] to choose an extension
number destination. PreB8GEE or 3 ] to choose a
pager number destination.

|l:l
e

[{:{}: ] 8. Enter the destination number and p@ssr [#]. The
RETEY destination telephone number cannot be longer than 30
digits.

Note: The<x> represents the type of destination
(phone, extension or pager).

9. Presslk or [#] to accept the destination number.
PressACD or 2] to add special characters if the
destination number is a telephone or pager. For
information, refer teAdding special characters to the
destination numbesn page 59. After you add special
characters, press: or [# ] to accept the destination
number.

[H-:-tif‘u: o> ] The type of destination appears on the display.

Note: The<x> represents the type of destination
(telephone, extension or pager).

[*i}:}: Lo ] The destination number appears on the display.

Note: The<x> represents the type of destination.
The<4> represents the destination number.
For exampleE:=t.:2223.
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[Hntim: S 10. PresgHHG or [1 ] to change the destination and repeat
CHHG HEAT steps 7 to 9. PresE«T or [#] to continue.

Note: The<x> represents the type of destination
(telephone, extension or pager).

OTHR appears if you have more than one destination
programmed. Pre$E=T until the display in step 11

appears.
[Mcme dest.? ] 11. Pressio if you are adding only one destination number.
vES tO Press/ES to add additional destination numbers.

[Star‘t:{star*t, timer | 12. Pres€HHG or 1 ] to change the start time. Pre&siT
CHHNG HEAT or [#] to accept the start time.

[5top:<5t-:-p timer 13. Pres€HHG or [1 ] to change the stop time. PrésT
CHHG NE<T or [#] to accept the stop time.

Note: Steps 13 and 14 allow you to review the start
and stop times.

[MSQ ture! new ] 14. Presg&HHG or [1 ] to change the message type to urgent.

EHHG ok Presgk or [#] to accept the new default message. You
can choose to be notified of all new messages or urgent
messages only. Choosing the new message type means
you are notified whenever you receive a new message.
Changing the message type to urgent means you are
notified only when you receive an urgent message.

M=9 notif 15. PressRis | to end the session.
ADMIN SELECT
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Changing the destination type from a pager to a telephone or extension

To change the Off-premise Message Notification destination from a pager to a
telephone or extension (assuming that you have never entered a time range):

1. Presg Feature JO][BJ(1].

[L-:-El: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY Ok as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numben page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.

The ACD Queue Mailbox name appears briefly.

{ “Eueues hame

FLAY REC

Presg6 ] to open the Off-premise Message Notification

[I“Iailbo:{ admin .
menu.

GREET PSWD

PressiMIM or [ ] to change Off-premise Message
Notification.

The type of destination appears on the display.

The destination telephone number appears on the

1
@ new B saved J Pres$ilMIM or [8 .
Ul ]
]
1
] display.

{ Hotifdl Fader

Note: The<x> represents the destination number.

[Sh-:-uxx} ] The pager message appears on the display.

Note: The<x> represents the pager message.

[H-:-tif‘u: Fader ] 6. Pres€HHG or (1 ] to change the destination type and
CHHG HEXT the destination number.

[Dest,ination: ] 7. Choose the type of destination number. FFE8HEE or
PHONE E~T PAGER to choose a telephone number destination. Press
ExT or to choose an extension number destination.
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L
RETRY

Jg] 8.

Start hhmm:
RETREY

o

“s=tart Limel 11.
RETEY  AM FM
Zztart timer 12.
RETEY oK
Stor ke 13.
RETEY 0k
{ztoF timer 14
RETEY  AM FM
“=tor Limel 15
RETEY QK

[H-:-tif‘u: o

[ S S

Motifal <
CHHG

10.

@ 16.

Enter the destination number and p@ssr [# . The
destination telephone number cannot be longer than 30
digits.

Note: The<x> represents the type of destination
(telephone or extension).

Presglk or [#] to accept the destination number.
PressACD or 2 ] to add special characters if the
destination number is a telephone. For information,
refer toAdding special characters to the destination
numberon page 59. After you add special characters,
presgik or [# ] to accept the destination number.

Enter the start time for Off-premise Message
Notification. This is a four-digit field. Any single-digit
hour and minute must be preceded by a zero.

Pressi or 1 ] orFM or 2.

Pressk or [# ] to accept the start time.

Enter the stop time for Off-premise Message
Notification. This is a four digit field. Any single-digit
hour and minute must be preceded by a zero.

.PressiMor 1 ] orFM or 2].

. Presglk or [#] to accept the stop time.

The type of destination appears on the display.

Note: The<x> represents the type of destination
(telephone or extension).

The destination number appears on the display.

Note: The<x> represents the type of destination.
The<4> represents the destination number.
For exampleE:t.:2223.

Pres$lEXT or [# ] to continue.

Note: The<x> represents the type of destination
(telephone or extension).
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[Mcme dest? ] 17. Pressi if you are adding only one destination
YES HO number.
Press'ES to add additional destination numbers.

[ Startidztart timer | 18. Pres$lExT or [# ] to accept the start time that you
CHHNG HEAT entered. PressHMG or i ] to change the start time.

Note: Steps 18 and 19 allow you to review the start
and stop times.

[5top:<5t-:-p Limer 19. Press$lEXT or [# ] to accept the stop time that you
CHHG HERT entered. PressHHG or (1] to change the stop time.

[Msg ture: new ] 20. You can choose to be notified of all new messages or

EHHG Ok urgent messages only. Prégsor [# ] to accept the
default message type new. Choosing the new message
type means you are notified whenever you receive a
new message. Preddhis or (1 ] to change the message
type to urgent. Changing the message type to urgent
means you are notified only when you receive an
urgent message.

M=9 notifd 21. PresqRis ] to end the session.
ADMIN SELECT

Changing the destination type from telephone or extension to a pager

To change the Off-premise Message Notification destination from a telephone or
extension to a pager:

1. Presg Feature JO][8](1].

[L-:-g: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY  OK as a continuous number. Prégssor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numbeQn page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.

[{E!ueue namer ] The ACD Queue Mailbox nhame appears briefly.

FPLAY REC

[ B rhew B saved 3. Pres$iCMIM or [8].
ACMIM
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[Mailbox admin } 4. Presd6 ] to open the Off-premise Message Notification
GREET FSWD  @UIT

menu.
[ M=3 notifg } 5. Pres$iDMIM or 1 ] to change Off-premise Message
ADMIN SELECT Notification.
[H-:-Lif‘u: S ] The type of destination appears on the display.
Note: The<x> represents the type of destination
(telephone or extension).
[{x}:'{*:l‘}- } The destination number appears on the display.

Note: The<x> represents the type of destination.
The<4> represents the destination number.
For exampleE:t.:2223.

[H-:-tif‘u: Car ] 6. Pres€HHG or 1 ] to change the destination type and
CHNG NEAT the destination number.

Note: The<x> represents the type of destination
(telephone or extension).

Destination: 7. Pres$&RAGER or [3 ] to choose a pager number
PHONE E~T FAGER destination.
[F‘ager*: ] 8. Enter the destination pager number and [ess [# .
RETRY oK
[<x> ] 9. PresglE or [#] to accept the destination pager number.
AL ok The«:> represents the pager number. P& or
to add special characters. If the paging service requires
additional answer or setup time, add pause characters to
the beginning of the pager message. For information,
refer toAdding special characters to the destination
numberon page 59. After you add special characters,
presslk or [# ] to accept the destination number.
[Sh-:-w: T ] The pager message appears briefly.
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[Shuw:{xxxx}- 10. Pres$IEXT or [#] to accept the default pager message

EHHG HEAT (represented by the:::). The default pager message is
the Enterprise Edge Voice Messaging extension
number. This is the sequence of digits sent after the
pager service is dialed (to notify you of who is paging
you). Pres§HHG or [1 ] to change the pager message.

Note: There is a combined limit of 29 characters for
the pager telephone number and the pager

message.
[rqm«e dest? ] 11. Press$l0 if you are adding only one destination
vES NO number.
Press/ES to add additional destination numbers.
[I“‘I5'El tarel new ] 12. You can choose to be notified of all new messages or
CHHG OK urgent messages only. Prégsor [# ] to accept the

default message type new. This means you are notified
whenever you receive a new message. RS or

to change the message type to urgent. Changing the
message type to urgent means you are only notified
when you receive an urgent message.

[I“I5El hotifa ] 13. Presgreature ] to end the session.

ACMIM SELECT

Inserting an Off-premise Message Notification destination number

You are given the option to insert destination number(s) if you have set up more
than one destination number.

Note: You must have at least two Off-premise Message Notification destinations
programmed before you can insert a destination.

To insert an Off-premise Message Notification destination:

1. Presg Feature JO][BJ(].

[L-:-Q: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY  OK as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numbeQn page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.
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[ “Eueues hame

A rnew @ saved
FLAY REC

]
o)

[ Mailbox admin

GREET PSlWD

GUIT

Hotifa 1

(ﬁ

[ L

Motifa 15 6.
CHHMG OTHR  MEXT
Hotifa 10 7.
DEL M5  QUIT

[ Inserting...

)

Hotifg 1ihone
SETUF

HEHT] >

B

-  w_J _J
ol

The ACD Queue Mailbox name appears briefly.

Pres$iLMIM or [8 .

Presg6 ] to open the Off-premise Message Notification
menu.

PressibMIM or (1 ] to set up Off-premise Message
Notification.

The type of destination appears on the display.

Note: The<x> represents the type of destination
(telephone, extension or pager).

The destination number appears on the display.

Note: The<x> represents the type of destination.
The<4> represents the destination number.
For exampleE:=t.:2223.

Pres€ITHE to insert a new destination number in the
first Off-premise Message Notification position
(Hotifw 1), or pres$iEXT to scroll through the
destinations until you find the destination position
where you want the new destination, and then press
OTHE.

Note: The<x> represents the type of destination
(phone, extension or pager).

PresdHs to insert a destination number.

Note: The<x> represents the type of destination
(phone, extension or pager).

This display appears briefly to confirm that the
destination was inserted.

Pres&ETUF to set up a new destination number, and
follow the steps irBetting up Off-premise Message
Notification to a telephone numben page 55 or
Setting up Off-premise Message Notification to an
extension numbeawn page 53 oBetting up Off-premise
Message Notification to a pager numberpage 57.

Note: When you are done inserting destination
numbers, presgls ] to end this session.
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Deleting an Off-premise Message Notification destination number

If you have set up more than one destination number in Off-premise Message
Notification, you are given the option to delete destinations.

Note: You must have at least two Off-premise Message Notification destinations
programmed before you can delete a destination.

To delete an Off-premise Message Notification destination:

1. Press Feature JO][BJ(1].

[L-:-Q: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY  OK as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numben page 36.

If the P=wd: prompt appears, pre83HE to
access theoga: display.

The ACD Queue Mailbox name appears briefly.

LEueue hame

3. PressiLMIM or 8] .

A rnew @ saved
FLAY REC  ACDMIM

Presdg6 ] to open the Off-premise Message Notification

GREET PSWD  QUIT menu.

o

PressibMIM or 1 ] to set up Off-premise Message
Notification.

=3 not.ifd
MIM SELECT

Motify 13 The type of destination appears on the display.

[
{
[rflaﬂbox admin
Esoh
[

~— — \_/;/\_J
N

Note: The<x> represents the type of destination
(telephone, extension or pager).

[<x>:e:u> ] The destination number appears on the display.

Note: The<x> represents the type of destination.
The<4> represents the destination number.
(for exampleExt.:2223)
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[Hntif‘u 125> ] 6. Pres®THE if you want to delete the first destination, or

CHNG OTHE = HEAT pressHEXT or [#] to scroll through the destinations
until you find the destination that you want to delete.
When you find the destination that you want to delete,
pressiTHE.

Note: The<x> represents the type of destination
(telephone, extension or pager).

Hotifa 1> } 7. Pres$EL to delete the destination number.
DEL NS QUIT

[Dest deleted ] This display appears briefly to confirm the destination
number was deleted.

[H-:-Lif‘u 114> } 8. The destination number is deleted. bt 2
CHNG  OTHR  HEAT destination changes to becometheif4 1 destination
number.

Note: To delete more destination numbers, pigsts:
and repeat steps 6 and 7. When you are done
deleting destination numbers, prémss ] to end
this session.

Turning Off-premise Message Noatification on and off

Off-premise Message Notification can be turned on or off at any time. When you
turn Off-premise Message Notification off, you do not affect any of the assigned
parameters (refer tAbout Off-premise Message Notificatiam page 51). When
Off-premise Message Notification is turned on, you are notified whenever you
receive a message during the time you specified.

To turn Off-premise Message Notification on and off:

1. Presg Feature JO][8J(1].

[L-:-El: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY Ok as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numben page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.

[{Queue name> ] The ACD Queue Mailbox name appears briefly.
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[a hew @ saved 3. PressiLHIM or 8.
FLAY  REC ADMIM
Mailbax admin 4. Presg6 ] to open the Off-premise Message Notification
GREET FSWD  QUIT menu.
[ =3 notify } 5. Pres€ELECT or 2].
ADMIM SELECT
[ tifd on ] 6. Pres€HHG or {1 ] to turn Off-premise Message
TIME Ok Notification off if it is on (as shown).
[Hatlfu of f ] 7. Press@k or [¥].
CHMG  TIME oK
Mailbox admin 8. PresgRis | to end the session.
GREET FSWD  @UIT

Changing the Off-premise Message Notification hours of operation

When you program Off-premise Message Notification, you assign the Start time
and Stop times for message notification. Off-premise Message Notification sends
notification messages to telephone numbers and extension during the time between
the Start time and Stop time only. If you want to change the time when Off-premise
Message Notification calls telephone numbers and extensions, you need to change
the Start and Stop times.

Note: Off-premise Message Notification sent to pagers is not affected by the Start
and Stop times. Message natification is always sent when Off-premise
Message Notification is on and a message is received.

To change the Start and Stop times:
1. Presq Feature J[9][8]01].

[L-:-El: ] 2. Enter the ACD Queue Mailbox number and password
QUIT RETRY Ok as a continuous number. Prégsor [#].

Note: To determine the ACD Queue Mailbox number,
refer toDetermining the Control DN (ACD
Queue Mailbox numben page 36.

If the P=wd: prompt appears, pre83HE to
access theoa: display.

[{Queue name> ] The ACD Queue Mailbox name appears briefly.

B hew B saved 3. PressiCMIM or [8].
LAY REC RADMIM
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[ Mailbox admin } 4. Presg6 ] to open the Off-premise Message Notification
GREET PSWD  QUIT menu.
[ =9 hotify } 5. PresEELECT or 2].
ADMIN SELECT

[HDLI'F':I ar } 6. Pres€HHG or 2].

CHMG  TIME oK

Startidstart tinel 7. PresgHHG or 1 .

CHMG MEXT
[ Start bk } 8. Enter the start time for Off-premise Message

RETEY Notification. This is a four-digit field. Any single-digit

hour and minute must be preceded by a zero.

[{start time> } 9. Pressior{i]orPMor2].
PH

RETRY AN
<start time> 10. PressIk or [#] to accept the start time.
RETRY oK

[gt.;.p Ry m— ] 11. Enter the stop time for Off-premise Message
RETRY Ok Notification. This is a four digit field. Any single-digit

hour and minute must be preceded by a zero.

<stor tlme} 12. Pressiti or 1 ] orFM or 2.

RETR PH

<stoF timer 13. PressIE or [#] to accept the stop time.
RETRY oK

Motify on 14. Presslk or .

CHMG  TIME oK

Mailbox admin 15. PressRis | to end the session.

GREET PSWD  QUIT
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Recording ACD Greetings 7

Introduction

The primary purpose of ACD greetings is to encourage callers to stay on the line
until an agent is available.

This chapter describes:
* ACD greetings
* Types of ACD greetings

Recording ACD greetings

Changing ACD greetings

ACD greetings

Greetings can provide information that is relevant to your call center. They can be
in different languages and they can be changed as often as required.

Greetings can be used to give callers any necessary information such as:

» your hours of service

* areminder to please have their account number ready
* how to leave a message in the ACD Queue Mailbox

* announcement of sales

* product lists

e upcoming special events

You can record up to 10 different ACD greetings.

Note: For more information about ACD greetings, refeAteD Greeting step
(GRTG)on page 83.

Types of ACD greetings

You can record different types of greetings for your Enterprise Edge Call Center
call center. Before you record your greeting, you must determine what the greeting
will include. When preparing your greeting, be sure to include important times and
dates. Make the greeting as short and concise as possible. Use the following
examples of greetings as a reference:
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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 Munro and Johnson. 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 [jreéds 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 Munro and Johnson 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 Munro and Johnson. 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.”

Note: Remember to change your Information greeting when it no longer applies.

Non-business hours greeting

Your non-business hours greeting will be played after your business is closed. An
example of a non-business hours greeting is:

“You have reached Munro and Johnson. 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 as soon as possible. Thank you for célling.

Note: For more information about ACD greetings, refeflios about recording
ACD greetingson page 110.

How to record an ACD greeting

Before you record a greeting, write the greeting out so that you include everything
that you want to say.

We recommend that you record greetings that are a maximum of 20 seconds long.
If your greetings are longer than 20 seconds, then callers will have to wait in the
ACD queue a longer time before they hear a greeting.
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Recording ACD greetings

Before you proceed, make a photocopyoteting Administratioron page 123.
Fill in the appropriate columns for future reference.

To record an ACD greeting:

1.

Click theACD menu and then clickCD Greetings.
The ACD Greetings dialog box appears.

Click the greeting number you want to record.
Click theVoice button.

Click theRecord button to record a greeting

or

click theUpload From button and type the location of the greeting in the
Upload From box to upload a previously recorded greeting

or

click theBrowsebuttonto locate a previously recorded greeting.

Click theClosebutton.
Repeat steps 2 to 5 for each greeting you want to record.

Changing ACD greetings

You can change your ACD greetings at any time.

To change an ACD greeting:

1.

Click theACD menu and then clickCD Greetings.
The ACD Greetings dialog box appears.

Click the greeting number you want to change.
Click theVoice button.

Click theRecord button to record a greeting

or

click theUpload From button and type the location of the greeting in the
Upload From box to upload a previously recorded greeting

or

click theBrowsebuttonto locate a previously recorded greeting.

Click theClosebutton.
Repeat steps 2 to 5 for each greeting you want to record.
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Routing Table Administration g

Introduction

The Routing Table determines how the system answers, holds and routes incoming
calls to agents in your call center.

This chapter describes:

» The Routing Table

» Setting up a Routing Table

» About Routing Table steps

* Planning the Routing Table steps

» Adding Routing Table steps

» Assigning ACD queue hours of operation

» Examples of setting up the Day and Night Routing Tables
* Reviewing the Routing Table steps

» Changing the existing steps in the Routing Table

* ACD Service Modes

Routing Table

You set up the Routing Tables in Enterprise Edge Call Center to handle incoming
calls for each ACD queue.

For each ACD queue, there is one Routing Table for Day service and another
Routing Table for Night service. Set up the Day Routing Table for the hours when
your service is available. Set up the Night Routing Table for the hours when your
service is not available.

The maximum number of steps in the Day Routing Table is six. The maximum
number of steps in the Night Routing Table is two.

A call in an ACD queue receives the treatment specified by the current Routing
Table. This treatment is a combination of ACD greetings and being on hold. If an
agent becomes available, the call is sent to the available agent.
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Setting up a Routing Table

A Routing Table is made of several routing steps. These steps define what is done
with a caller that is waiting in the ACD queue. To set up a Routing Table, use the
steps below.

» Learn about the types of Routing Table steps.
* Plan which steps you are going to use.
* Add the steps to the Routing Table.

» Assign the hours of operation for the queue.

About Routing Table steps
There are three types of steps that you can set up in the Routing Table:

« distribution time
* (Goto steps

* greetings

Distribution time (DIST)

During the distribution time step, calls wait to be distributed to agents. 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 set up in the Routing Table, the call is
terminated. The minimum distribution time is zero and the maximum distribution
time is 59:59, fifty-nine minutes and fifty-nine seconds. The default distribution
time is 30 seconds.

Goto steps (GOTO)

The Goto step is the last step in the Routing Table. The Goto step specifies a target
step number. For example, if the Goto step specifies step 1, the call goes back to
step 1 and repeats the steps. The steps are repeated until an agent becomes available
or until the caller leaves a message in the ACD Queue Mailbox. The Goto step is

not an option for the first Routing step because there are no possible target steps yet.
The Goto target step cannot be itself. For example, if step 6 is a Goto step, you
cannot assign 6 as the target step.
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ACD Greeting step (GRTG)

When you set up the Routing Table, you assign when and which ACD greetings are
played to callers. You also assign greeting parameters to each greeting. After the
greeting plays, the call goes to the next routing step. If there is no next step, the call
is terminated.

To set up a greeting step in the Routing Table, you have to choose the number of
the greeting. To ensure that you have the correct greeting number, refer to your
completed copies of the tabl€areeting Administration Queuedh page 123 and
Greeting Administration Queuedh page 123.

About Greeting parameters
There are two greeting parameters:

* Forced Play
* Transfer Allowed
These greeting parameters are described in the table Greeting Parameters:

Greeting Parameters

Greeting Description

Parameter

Forced Play Enables Forced Play on a greeting that contains important information that
enabled you want callers to hear. If a caller is listening to a Forced greeting and an

agent becomes available, the greeting is NOT interrupted. The caller is
forced to listen to the entire greeting. See the note below this table.

Forced Play When a caller is listening to a greeting that is not forced and an agent
disabled becomes available, the greeting is interrupted and the call goes to the
available agent.

Transfer Allowed | While the greeting is playing, the caller can press zero to leave a message
enabled in the ACD Queue Mailbox. Ensure that the Non-business hours greetings
have Transfer Allowed enabled so that the caller can press zero to leave a
message in the ACD Queue Mailbox.

Transfer Allowed | While the greeting is playing, the caller CANNOT press zero to leave a
disabled message in the ACD Queue Mailbox. Pressing zero during the greeting
will be ignored by Enterprise Edge Call Center.

Note: Try to limit the number of Forced greetings that you set up in the Routing
Table and keep Forced greetings as short as possible. Many long Forced
greetings increase the transfer time of calls to agents and cause
unpredictable increases in distribution times. For more information, refer to
Tips about Routing Table administration page 111.
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Planning the Routing Table steps

To have a clear record of the Routing Table steps you intend to create, photocopy
and complet&®outing Table Administratioon page 124.

Adding Routing Table steps

You can add greeting steps, distribution steps, and Goto steps to the Routing Table.

Adding greeting steps
Greeting steps play a message to the waiting caller.

To add a greeting step:

1.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click the queue you want to add a greeting step to.
To create a new queue that starts with a greeting step, click one of the queues
named Unused.

Click theConfigure button.
The queue’s dialog box appears.

Click theDay Routing tab to add the greeting step to a Day Routing Table
or
click theNight Routing tab to add the greeting step to a Night Routing Table.

Click a step in the routing table. The greeting step is added before this step.
To add the greeting step to the end of the Routing Table, clidknttiestep.

Note: When the Routing Table is full, thend step disappears.

Click thelnsert Step button.
The Insert Routing Step dialog box appears.

Click theGreeting option.
In theGreeting box type the number of the greeting that plays in this step.

If you want the caller to listen to the entire message before they can be routed
to an agent, select thf®rced Playcheck box.

10. If you want to allow the caller to be able to transfer to the ACD Queue

Mailbox, select th@ransfer Allowed check box.

11. Click theOK button.

The queue’s dialog box appears.
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12. Click theApply button and then click th@K button.

13. Click theClosebutton to return to the Enterprise Edge Voice Applications

Manager main menu.

Adding distribution steps

Distribution steps put the caller on hold while the Enterprise Edge Call Center
system searches for an available agent.

To add a distribution step:

1.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click the queue you want to add a distribution step to.

Click theConfigure button.
The queue’s dialog box appears.

Click theDay Routing tab to add the distribution step to a Day Routing Table
or

click theNight Routing tab to add the distribution step to a Night Routing
Table.

Click a step in the routing table. The distribution step is added before this step.
To add the distribution step to the end of the Routing Table, clidkritie

step.

Note: When the Routing Table is full, the End step disappears.

Click thelnsert Step button.
The Insert Routing Step dialog box appears.

Click theDistribute for option.

Use the arrow buttons in tilestribute for box to change the longest time in
minutes and seconds that the caller can wait on hold in this step.

Click theOK button.
The queue’s dialog box appears.

10. Click theApply button and then click th@K button.

11. Click theClosebutton to return to the Enterprise Edge Voice Applications

Manager main menu.
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Adding Goto steps

Goto steps send the caller to another step in the Routing Table. These steps can be
added only at the end of the Routing Table.

To add a Goto step:

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue you want to add a goto step to.

3. Click theConfigure button.
The queue’s dialog box appears.

4. Click theDay Routing tab to add the Goto step to a Day Routing Table
2Irick theNight Routing tab to add the Goto step to a Night Routing Table.
5. Click theEnd step.
Note: When the Routing Table is full, the End step disappears.

6. Click thelnsert Step button.
The Insert Routing Step dialog box appears.

7. Click theGoto Stepoption.

8. From theGoto Stepdrop list select the number of the Routing Table step the
caller is sent to.

9. Click theOK button.
The Queue Properties dialog box appears.

10. Click theOK button.

11. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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Assigning ACD queue hours of operation

To assign the ACD queue hours of operation, you need to set the start times for the
Day and Night Routing Tables. The start times determine which Routing Table is

used for the ACD queue when the ACD Service Mode is set to Automatic.

The ACD queue starts using the Day Routing Table at the Day Routing Table Start

Time. The ACD queue switches to the Night Routing Table at the Night Routing
Table Start Time.

You can also assign the Day Routing Table to 24 hour operation. When the Day

Routing Table is assigned for 24 hour operation, the ACD queue uses the Day

Routing Table only. You can still use the Night Routing Table when you switch the

ACD Service Mode to Manual.

Assigning the Day start time for an ACD queue

1.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click the queue you want to set up.

Click theConfigure button.
The queue’s dialog box appears.

Click theDay Routing tab.

Use the arrow buttons in tisart Time field to change the time that the Day
Routing table will start.

Click theOK button.

Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Assigning the Night start time for an ACD queue

1.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click the queue you want to set up.

Click theConfigure button.
The queue’s dialog box appears.

Click theNight Routing tab.

Use the arrow buttons in tisart Time box to change the time that the Night
Routing table starts.
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6. Click theOK button.

7. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Assigning an ACD queue for 24 hour operation

1. Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

2. Click the queue you want to set up.

3. Click theConfigure button.
The queue’s dialog box appears.

4. Click theDay Routing tab.
5. Select th&4 Hour Operation check box.
6. Click theOK button.

7. Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Examples of setting up the Day and Night Routing Tables

The following two examples show how to set up Routing Table steps.

Examples of Routing Tables

Each type of Routing Table step appears in the following Example Queue 1 Day
Routing Table steps.

Example Queue 1 Day Routing Table steps

Step Type of step Step parameters

Number | (DIST, GRTG or GOTO)

1 GRTG Greeting 1 - Information greeting, Forced
with No Transfer enabled

2 DIST 01:00 (one minute)

3 GRTG Greeting 2 - General Company greeting -
Normal with Transfer enabled

4 DIST accept default DIST of 00:30

5 GRTG Greeting 3 - Please Wait greeting - Normal

with Transfer enabled

6 GOTO Routing Table step number 2
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Example Queue 1 Night Routing Table steps

Step Type of step Step parameters
number | (DIST, GRTG or GOTO)

1

GRTG Greeting 6 - Non-business hours greeting,
Normal with Transfer enabled

Example of setting up the Queue 1 Day Routing Table
To set up the Routing Table steps in the Queue 1 Day Routing Table:

1.

10.

11.

12.

13.

14.

15.

16.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click Queue 1

Click theConfigure button.
The Queue 1 dialog box appears.

Click theDay Routing tab.
Click End.

Click thelnsert Step button to add step 1.
The Insert Routing Step dialog box appears.

Click theGreeting option.

In theGreeting box typel.

Select thé-orced Playcheck box and clear tAgansfer Allowed check box.
Click theOK button.

Click End.

Click thelnsert Step button to add step 2.
The Insert Routing Step dialog box appears.

Click theDistribute for option.
Use the arrow button in ti¥stribute for box to change the time to 01:00.
Click theOK button.

Click End.
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17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

37.

38.

Click thelnsert Step button to add step 3.
The Insert Routing Step dialog box appears.

Click theGreeting option.

In theGreeting box type2.

Select thdransfer Allowed check box and clear therced Playcheck box.
Click theOK button.

Click End.

Click thelnsert Step button to add step 4.
The Insert Routing Step dialog box appears.

Click theDistribute for option.

Use the arrow button in ti¥stribute for field to change the time to 00:30.
Click theOK button.

Click End.

Click thelnsert Step button to add step 5.
The Insert Routing Step dialog box appears.

Click theGreeting option.

In theGreeting box type3.

Select thdransfer Allowed check box and clear therced Playcheck box.
Click theOK button.

Click End.

Click thelnsert Step button to add step 6.
The Insert Routing Step dialog box appears.

Click theGoto Stepoption.
Click theGoto Stepdrop list.
Click2.

Click theOK button.
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39. Click theApply button and then click theK button.

40. Click theClosebutton to return to the Enterprise Edge Voice Applications

Manager main menu.

Example of setting up the Queue 1 Night Routing Table
To set up the Routing Table steps in the Queue 1 Night Routing Table:

1.

10.

11.

12.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click Queue 1

Click theConfigure button.
TheQueue ldialog box appears.

Click theNight Routing tab.
Click End.

Click thelnsert Step button to add step 1.
The Insert Routing Step dialog box appears.

Click theGreeting option.

In theGreeting box type6.

Select th@ransfer Allowed check box and clear therced Playcheck box.
Click theOK button.

Click theApply button and then click theK button.

Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.
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Reviewing the Routing Table steps

Once you have set up the Routing Tables, you can review them any time.

To review a Routing Table:

1.

Click theACD menu and then clicQueues
The ACD Queues dialog box appears.

Click the queue you want to review.

Click theConfigure button.
The queue’s dialog box appears.

Click theDay Routing Tabletab to check the Day Routing Table.
Click theNight Routing Table tab to check the Night Routing Table.
The steps and the step parameters for the Routing Table appear.
Click theOK button.

Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Changing the existing steps in the Routing Table

After you set up the Routing Tables you can:

view the Routing Table

insert and delete steps

change values of existing steps in the Routing Table
erase the Routing Table

To change values of existing steps in the Routing Table, view the Routing Table and
change the values of the steps you want to change.
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ACD Service Modes

You use both the Automatic and Manual Service Modes unless your call center has
the same hours of operation seven days a week. If your call center has the same
hours of operation seven days a week, you can use the Automatic Service Mode and
you do not need to use the Manual Service Mode. The default Service Mode is
Automatic. Routing Table hours are in effect seven days a week.

Automatic Service Mode

When you assign the Automatic Service Mode to an ACD queue, the Routing
Tables automatically switch from Day to Night and from Night to Day. The Routing
Tables switch according to the times you set up in the Routing Tables, seven days
a week. If the Service Mode is Automatic, the default start time for Day mode is
8:00 am and the default start time for Night mode is 5:00 pm. You can change these
times when you set up the Routing Tables. The Automatic Service Mode uses the
times and the steps that you set up in the Day and Night Routing Tables.

Manual Routing Table Method

When you assign the Manual Service Mode to an ACD queue, you (or the Operator/
company receptionist) must manually choose the Day Routing Table or the Night
Routing Table. For example, when you choose Queue 1 Night, the steps set up in
the Night Routing Table for Queue 1 are used until you manually change the mode
to Queue 1 Day. When the Service Mode is Manual, the times are still set up in the
Routing Tables, but they are ignored by Enterprise Edge Call Center. Although the
Manual Service Mode does not use the Routing Table times, the Routing Table
steps are used.

Choose the Manual Service Mode and the Night Routing Tables when your ACD
queue:

+ closes at a certain hour for the weekend
* has irregular hours
» closes for special holidays

Note: Remember to manually choose the Day Routing Table or choose the
Automatic Service Mode when your business returns to regular hours.
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Changing the ACD Service Mode

The default ACD Service Mode is Automatic. The default day start time is 8:00 am
and the default night start time 5:00 pm.

There are five possible ACD Service Modes:

auto The ACD Queue 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 ACD Queue.

dad The ACD Queue 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 ACD Queue uses the Manual Service mode and the Night Routing Table.
You must configure the Day Routing Table before you can assign the Manual
Service Mode and the Day Routing Table.

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

uninit The ACD Queue is not configured.
You must configure the ACD Queue before you can assign the Service Mode.

Note: The displayusines= oFeny does not affect the ACD Service Mode or the
times you set up for the Routing Table.

You can change the ACD Service Mode using the Operator feature code

([ Feature ][@]8][2]) or Enterprise Edge Operator Manager.

To change the ACD Service Mode using the Operator feature code:

1. Presg Feature JO][8J[2].

[Pawm ] 2. Enter the default password. The default password for
RETRY OK this Operator/Service Control Feature Code is

OPERATOR or | 6] 7] and press
QK.

Note: If you changed the Operator/Service Control
Feature Code default password, enter the new
password.

[Fltdt availiM 3. Pres$EXT until you see the display in step 4.
CHHG MEXT

@D Seruice } 4. Pres$ET to assign or determine the current ACD
2ET Ok Service Mode.

Note: If you presglk, you exit the system.
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[Mnde 1: Auto ] 5. Pres€HHG to change the ACD Service Mode for
CHHG  UIEW HMEXT Queue 1.

Note: PressingHHG cycles between Day, Night and
Auto.

Mode 13 Day 6. Pres$iEXT to move to the next queue.
CHMG  UIEW HEMT

Note: Pressing!iew displays the start times for the
Day Routing Table and Night Routing Table.

Mode 2 Auto 7. Repeat steps 5 and 6 for each queue.
CHHG  UIEW oK,

Note: If Ok appears, you are changing the last queue.
To exit the system, press.

To change the ACD Service Mode using Enterprise Edge Operator Manager:

1. Click theStart menu, point td°’rograms, point toEnterprise Edge
Operator Manager and then clickEnterprise Edge Operator Manager

2. Type the Operator password and click@€ button.

3. Click theACD tab.
The Enterprise Edge Operator Manag@rdow changes to show the Service
Mode being used.

In theServicefield, there are five possible service modes:

Day(Auto) - The queue is in Day mode and is using the Automatic Service
Mode.

Night(Auto) - The queue is in Night mode and is using the Automatic Service
Mode.

Day - The queue is in Day mode and is using the Manual Service Mode.
Night - The queue is in Night mode and is using the Manual Service Mode.
24 Hour - The queue is in 24 hour service mode.

Automatic - Appears for a short time after you change the Service Mode. It is
automatically replaced by Day(Auto) or Night(Auto).

4. Click the queue you want to change.

5. Click theChange Servicebutton.
The Change Service Mode dialog box appears.
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6. Click the option of the Service Mode you want to use.
Note: You must configure the Night Routing Table and the Day Routing
Table to enable the Automatic option.
You must configure the Night Routing Table to enableNtuit
option.
7. Click theOK button to close the Change Service Mode dialog box.

8. Click theOK button to close the Enterprise Edge Operator Manapeiow.
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Administration

Introduction

Enterprise Edge Call Center can answer a maximum of 15 of your incoming lines,
or just those lines you specify. Before Enterprise Edge Call Center answers an
incoming line, you must assign the line and set the Answer status to AA (Automated
Attendant) or ACD (Enterprise Edge Call Center). Each line added and assigned to
AA is answered by a Greeting Table. Each line added and assigned to ACD is
answered by an ACD queue.

Note: For information about Automated Attendant and Greeting Tables, refer to
the Enterprise Edge Voice Messaging Setup and Operation Guide

For information about the incoming line numbers used in your company, refer to
the tablelLine answeringon page 126. The maximum number of lines that
Enterprise Edge Call Center can answer is 15. The line numbers can be any line
number from 1 to 500.

This chapter includes:

* Adding lines and assigning an ACD queue
* Adding and assigning several lines
e Setting the Answer Lines status

Adding lines and assigning an ACD queue

You need to disable a queue and wait until there are no calls in the ACD queue
before you can add lines and assign an ACD queue. You cannot add lines or assign
an ACD queue while the ACD queue is in use.

Note: Each target line that you assign to a queue must have its prime extension
programmed as the Control DN of the queue. For information on how to
program the prime extension, refer to Ergerprise Edge System
Administrator Guide

Lines that are programmed to be answered by Enterprise Edge Call Center must not
be programmed to be answered by another Enterprise Edge peripheral or
application.

You can assign Enterprise Edge Call Center to answer incoming calls after a
specified number of rings. The number of rings ranges from zero to 12. If the
number of rings is left at zero, Enterprise Edge Call Center answers immediately.
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For lines equipped with Caller ID, you must assign the number of rings to two or
more. Caller ID information is not provided until just prior to the second ring, so
assigning the number of rings to zero or one prevents Caller ID information being
relayed. Without Caller ID information, features related to Caller ID will not
operate.

To add a line and assign an ACD queue:

1.

Click theACD menu and then clickines.
The Lines Administration dialog box appears.

Click the line you want to assign to an ACD queue.

Click theChangebutton.
The Line Administratiordialog box appears.

Click theACD option.

In theQueuebox type the number of the ACD queue you want to answer this
line.

In theNumber of rings box type the number of rings before Enterprise Edge
Call Center answers. You must enter a number from 0 to 12.

Click theOK button.

Click theClosebutton to return to the Enterprise Edge Voice Applications
Manager main menu.

Adding and assigning several lines

To add and assign several lines:

1.

Click theACD menu and then clickines.
The Line Administration dialog box appears.

Click theChange Manybutton.
The Line Administration dialog box appears.

In theFrom box type the line number of the first line to add.
In theTo box type the line number of the last line to add.
Click theACD option.

In theQueuebox type the number of the ACD queue you want to answer
these lines.
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7. In the# of rings box type the number of rings before Enterprise Edge Call
Center answers. You must enter a number from 0 to 12.

8. Click theOK button.

Enterprise Edge Call Center adds the lines with line numbers between the
number in the From box and the number in the To box. All of these lines are
assigned to the same queue and answer after the same number of rings.

9. Click theClosebutton to return to the Enterprise Edge Voice Applications

Manager main menu.

Setting the Answer Lines status

The Answer Lines status determines if Enterprise Edge Call Center will answer the
assigned lines. If the Answer Line status is set to Yes, Enterprise Edge Call Center
answers the lines assigned as ACD and Enterprise Edge Voice Messaging answers
the lines assigned as AA. If the Answer Line status is set to No, neither Enterprise
Edge Call Center nor Enterprise Edge Voice Messaging answers lines.

To set the Answer Lines status:

1.
Pz 2
RETRY 0k
Atdt availiid 3
CHHG HEXT
Business aoreni M 4
CHHG HEXT
Answer lines? M 5.
CHHG HEXT

Press Feature J[9][8][2].

Enter the Operator password and pi#ss

Press$iEXT.

PressiExT.

Pres€HHG.

When Answer Lines is set kbthe display shows:
Dizablingd... When Answer Lines is set tothe
display shows:Enabling...

PresqRis ] to end this session.
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Setting up ACD general parameters 10

Introduction

Setting up Enterprise Edge Call Center involves assigning the language and setting
up general ACD parameters.

This chapter describes:

» Assigning the language of Enterprise Edge Call Center

* General ACD parameters

» Setting up general ACD parameters

» the Enterprise Edge Call Center System Configuration Report

Assigning the language of Enterprise Edge Call Center

The languages available for Enterprise Edge Call Center are the same as the
languages used by Enterprise Edge Voice Messaging. To change the language of
Enterprise Edge Call Center, you must change the language of Enterprise Edge
Voice Messaging. For information about changing the Enterprise Edge Voice
Messaging, refer to thenterprise Edge Voice Messaging Set Up and Operation
Guide

General ACD parameters

Setting up Enterprise Edge Call Center requires you to assign values for the general
parameters. The general ACD parameters include the following:

Reserved channels

Reserved channels are voice channels that are reserved exclusively for use by
Enterprise Edge Call Center. You must define the number of Reserved channels that
are used by Enterprise Edge Call Center. A Reserved channel is used when:

* an ACD greeting is played to a caller
» Off-premise Message Notification notifies you that there is a message

Keep the following in mind when you assign the number of Reserved channels:

* Enterprise Edge Call Center can use all available channels

» Enterprise Edge Voice Messaging cannot use available Enterprise Edge Call
Center Reserved channels

» voice channels must be available for Enterprise Edge Voice Messaging

» assigning Reserved channels ensures that Enterprise Edge Voice Messaging
does not consume all of the voice channels

P0908538 Issue 01 Enterprise Edge Call Center Set Up and Operation Guide



102 Setting up general ACD parameters

Primary alert

The Primary alert time is a time-limit for calls waiting in the ACD queues. When a
call exceeds the Primary alert time-limit, the memory button indicators
programmed with the Queue Status Feature Cpdeafure ][9] (0] @ )) start

flashing slowly. This feature warns you that a call has exceeded the Primary alert
time. For information on programming memory buttons with indicators, refer to
Programming a memory button with a Feature Cmulpage 14. The warning
indicators stop automatically when the situation returns to normal. You assign the
Primary alert time in minutes and seconds. The default value is 00:00 which means
there is no Primary alert time.

Note: Agents do not need to be logged in before they see the Queue Status memory
button flashing. A memory button must be programmed with the Queue
Status Feature Code and the Primary alert time must be set up before the
memory button will indicate the ACD queue status.

Secondary alert

The Secondary alert time must be a higher time-limit for calls waiting in the ACD
gueues than the Primary alert time-limit. When a call exceeds the Secondary alert
time-limit, this triggers the memory button indicators programmed with the Queue
Status Feature Codeg feature ][9] (0] [9]) to start flashing quickly. This feature
warns you that a call has been waiting an unacceptable amount of time. For
information on programming memory buttons with indicators, refer to
Programming a memory button with a Feature Cmulpage 14. The warning
indicators stop automatically when the situation returns to normal. You assign the
Secondary alert time in minutes and seconds. The default value is 00:00 which
means there is no Secondary alert time.

Note: Agents do not need to be logged in before they see the Queue Status memory
button flashing. A memory button must be programmed with the Queue
Status Feature Code and the Secondary alert time must be set up before the
memory button indicates the ACD queue status.

Setting up general ACD parameters
To set up the general ACD parameters:

1. Click theACD menu and then clictéeneral Parameters
The ACD General Parameters dialog box appears.

2. To enable the Primary Alert, select themary Alert check box.

3. Use the arrow buttons in tigimary Alert box to change the Primary Alert
time.

4. To enable the Secondary Alert, select3kreondary Alertcheck box.
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5. Use the arrow buttons in tis&condary Alertbox to change the Secondary
Alert time. The Secondary Alert time must be greater than the Primary Alert
time.

6. If you are using Enterprise Edge Call Center Reportinigll$§1Address box
type the host name or IP address of the computer running this application.

Note: The MIS Address box is available only when you have Enterprise
Edge Call Center Reporting enabled.

7. From theReserved Channeldist box select the number of channels reserved
for Enterprise Edge Call Center.

8. Click theOK button.

Enterprise Edge Call Center System Configuration Report

Information about the Enterprise Edge Call Center configuration is included in
Enterprise Edge Voice Messaging Configuration Report. For information about
how to generate this report, refer to Eh@erprise Edge Voice Messaging Set Up
and Operation Guide

The following paragraphs describe the Enterprise Edge Call Center information
included in the System Configuration Report.

ACD Parameters

This section of the System Configuration Report lists the current settings for the
ACD general parameters.

For information about ACD general parameters, ref&@etiting up ACD general
parametersn page 101.

Agents

This section of the System Configuration Report lists the following information for
each agent in the Enterprise Edge Call Center system:

* AgentiID

* Agent name

* Priority

* Queues assigned

Any Agent ID that is not assigned has the name Unused.

For information about the Agent parameters, reféx@® Agent Administration
on page 19.

Queues

This section of the System Configuration Report lists the following information for
each queue:
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e Queue ID

* Queue Name

» Control DN

» Message Waiting Indicator extension
* Method of Call Distribution

* Post call wrap up time

* Delay answer

* Overflow After Time Limit

For information about the queue parameters, refAtD Queue Administration
on page 25.

Routing Tables

This section of the System Configuration Report lists the following information for
each Queue:

e Queue number

» Day Routing Table start time
* Night Routing Table start time
» Day Routing Table steps

* Night Routing Steps

For information about the Routing Table parameters, ref@ptding Table
Administrationon page 81.

ACD Greetings

This section of the System Configuration Report lists the following information for
each ACD greeting:

Greeting number
Status (whether the greeting is recorded)
the queues that use the greeting

For information about the ACD Greeting parameters, refBetmrding ACD
Greetingson page 77.
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activity

Introduction
This chapter describes:

* Monitoring call activity
» an Example of monitoring call activity

Monitoring call activity

You and the agents at your call center can monitor call activity by watching the
memory button indicators programmed with the Queue Status Feature Code. For
more information on this method of monitoring, refeGeneral ACD parameters

on page 101.

The agents and the System Administrator can get a detailed real-time (current)
status of call activity using the Queue Status Feature Code. As your call center
receives calls, use the Queue Status Feature Code on your telephone display to view
the:

* Queue number and queue status (Enabled or Disabled)
* number of agents logged in to the ACD queue

* number of calls waiting in the ACD queue

» the longest time a call has waited in the ACD queue

When agents use the Queue Status Feature Code on a single-line display telephone,
the display automatically changes every five seconds until all of this information is
shown for the selected ACD queue. After the ACD queue information is displayed,
the feature exits.

The Queue Status information lets you know when an ACD queue in your call
center gets very busy. You can then ask qualified agents to log in to the busy ACD
queue.

Press| Feature J[9](0] @] to use the Queue status Feature Code. There is no
password required to use this Feature Code.

Note: If you have Enterprise Edge Call Center Reporting, you can monitor and
record call activity from the computer running this application.
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Example of monitoring call activity
To monitor call activity in Queue 1 and then Queue 2:

1. Presg Feature J@][0]J[].

Gueue 1:Enabled 2. Pres$iEXT to monitor Queue 1.
AUELE MEXT

Note: In this example, Queue 1 is enabled and
appears on the display first. If Queue 1 is
disabled, predEXT to go to the first Queue
Status display of Queue 2. To monitor the
other ACD queue, presslELIE at any time
during these steps.

[ 1: 7 agents 3. This display shows that there are seven agents logged
HUELE HEST in to Queue 1. Pre$EXT to continue monitoring
Queue 1.
[ 1:Zcalls 4. This display shows that there are two calls currently
UELE HEAT waiting to be answered by agents in Queue 1. Press

HEXT to continue monitoring Queue 1.

[ 1: wait 4:6@ 5. This display shows that the call waiting the longest in
UELE HEAT Queue 1 has been waiting four minutes. PHERS to
monitor Queue 2.

[I]ueue ZiEnabled 6. This display shows that Queue 2 is enabled. Press
QUELE HEAT MEXT to monitor Queue 2.

Note: If Queue 2 is disabled, preldBAT to go to the
first Queue Status display of Queue 1.

[2= & adents 7. This display shows that there are six agents logged in
BUELE HE<T to Queue 2. Pres$iEXT to continue monitoring Queue
2.
[2: @calls 8. This display shows that there are no calls waiting in
LUEUE HEXT Queue 2. Pre#ExT to continue monitoring Queue 2.
[2: wait @18 ] 9. This display shows that the longest wait time for a
GUELE HEXT call is zero. Pres4EXT to monitor Queue 1 again.

Busue 1:Enabled 10. PresgRis | to end this monitoring session.
[E!UEUE HEKT] 9

After monitoring Queue 1 and Queue 2, you can ask any qualified and available
agents from Queue 2 to log in to Queue 1 until all the calls in Queue 1 are handled.
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Enterprise Edge Voice Messaging

Introduction

Enterprise Edge Voice Messaging contains two powerful call routing features:
Automated Attendant (AA) and Custom Call Routing (CCR). These features route
incoming calls to telephones and voice mailboxes. These feature can also route calls
to ACD queues.

Automated Attendant

The Automated Attendant answers incoming calls and presents callers with a
greeting. After the greeting, the Automated Attendant Menu offers callers a range
of options that they can select using the dialpad of their telephone. Using these
options, callers can transfer themselves from the Automated Attendant to an ACD
gueue by entering the Control DN of the queue.

Note: Remember to include the number of the Control DN in your Automated
Attendant Greeting.

For information about how to configure the Automated Attendant, refer to the
Enterprise Edge Voice Messaging Set Up and Operation Guide

Custom Call Routing

Custom Call Routing allows you to replace the Automated Attendant menu with a
more sophisticated menu that can include several sub-menus to offer callers a wider
range of options. To allow a caller to access an ACD queue, add a internal transfer
point that transfers the caller to the Control DN of the queue.

For more information about transfer points and Custom Call Routing, refer to the
Enterprise Edge Voice Messaging Set Up and Operation Guide
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Introduction

This chapter provides tips to improve the operation of Enterprise Edge Call Center.

This chapter describes:

Tips about ACD agent administration

Tips about ACD queue administration

Tips about recording ACD greetings

Tips about Routing Table administration

Tips about ACD general parameters

Tips to calculate longest wait time a caller could be on hold
Tips to improve the efficiency of the call center

Tips about ACD agent administration

You can have a maximum of 20 agents in your call center. You can have a
maximum of 10 agents logged in to Enterprise Edge Call Center at any one time.

Agents can log in to any telephone on Enterprise Edge.

There is an Auto Busy Mode feature to Enterprise Edge Call Center that ensures
that Enterprise Edge Call Center calls do not ring forever at an abandoned agent
set. If the agent does not answer a call within a specified number of rings, the
call returns to the ACD queue to be presented to another agent, and the
telephone is placed into Auto Busy Mode by Enterprise Edge Call Center. The
agent must manually cancel Auto Busy Mode to resume accepting calls.
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Tips about ACD queue administration

You cannot change the ACD queue parameters or add, change or delete lines
assigned an ACD queue while an ACD queue is in use. You can access
Enterprise Edge Call Center administration and make other changes to your
system while an ACD queue is in use. To change the ACD gueue parameters or
add, change, or delete lines assigned an ACD queue, you must first disable the
ACD queue.

The method of call distribution is used to determine which of several available
agents to route the call to. There are two methods of call distribution: Longest
idle and Preferred. Longest idle routes the call to the agent who is available the
longest. Preferred routes the call to the agent with the highest priority (best
gualified agent). If there are several agents with the highest priority, the longest
available agent is selected. The default method of call distribution is Longest
idle.

The Overflow After time is the maximum time a caller waits before the call
transfers to another ACD queue. Ensure that if you set up the Overflow After
time, the agents assigned to the ACD queues are qualified to answer calls for the
assigned ACD queues.

If a call comes in on a line belonging to an ACD queue that does not have any
free agents, the call is not answered until either the Delay Answer Time is
elapsed or an agent becomes available for the call.

During the Delay Answer period when the caller hears ringback, the line the call
comes in on still rings on the sets configured to answer this line.

If your call center has long Delay Answer Times (longer than about 10 seconds)
specify to callers that their call is being tracked by Enterprise Edge Call Center.
Otherwise, callers may not understand the long ringback delay and hang up.
Callers must be informed by the call center at the time the call center number is
given to the caller.

Tips about recording ACD greetings

The maximum number of ACD greetings is 10.

We recommend that you record greetings that are a maximum of 20 seconds
long. If your greetings are longer than 20 seconds, waiting callers must wait
longer before they hear a greeting. The longest recorded greeting for an ACD
gueue affects the frequency with which callers will hear greetings. If your
greeting length times vary a lot, there is a very large variance in how often
callers hear greetings. Therefore it is best to keep greetings similar lengths if
possible, about 20 seconds each.

Ensure that when you record ACD greetings that have Transfer enabled you
include: ‘To leave a message in the Queue Mailbox press’zero
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Tips about Routing Table administration

Use Forced greetings sparingly. If you use Forced greetings, keep them as short
as possible. Many long Forced greetings slows transfering calls to agents and
causes unpredictable increases in distribution times. Note that calls in other
ACD queues are not affected.

When Forced greetings are played for the highest priority call in the ACD
gqueue, the other lower priority calls in the ACD queue have to wait even if
agents become available during this time. For example, the longest waiting call,
which is the highest priority call, may get routed to a Forced greeting. Then
agents may become available during the time that the highest priority caller is
listening to a Forced greeting. The result is that no calls in this ACD queue are
routed to an agent until this highest priority call is finished hearing the Forced
greeting. This guarantees that the highest priority call is answered before lower
priority calls in the same ACD queue.

Ensure that Transfer is enabled for greetings whenever you want callers to be
able to press zero to leave a message in the ACD Queue Mailbox. If Transfer is
enabled, remember to explain in your greeting that the caller can press zero to
leave a message in the ACD Queue Mailbox. Ensure that Transfer is enabled for
Non-business hours greetings so that you do not miss any messages.

When a Goto Routing Table step follows a greeting, the target Goto step should
be a Distribution time step. If the Goto target step after a greeting is another
greeting, the caller hears two greetings in a row.

Tips about ACD general parameters

Do not assign all the available voice channels as Reserved channels. Enterprise
Edge Call Center can use any voice channel, but Reserved channels are never
used by Enterprise Edge Voice Messaging.

A Reserved or voice channel is used when:
- an ACD greeting is played to a caller
- Off-premise Message Notification notifies you that there is a message
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Tips to calculate longest wait time a caller could be on hold

The formula used to calculate the longest wait time a caller can be on hold without
hearing a greeting is:

rmaximum calls]
Lvoice channels

Wait Time = [ 1} X maximum greeting length

where:
wait time is the longest wait time (in seconds) that a caller can be on hold
without hearing a greeting.

maximum callsis the maximum number of calls that Enterprise Edge Call
Center and normally handle.

*|n a call center where external calls are NOT transferred or forwarded to
Enterprise Edge Call Center, the maximum number of calls is the same as
the number of lines programmed to be answered by Enterprise Edge Call
Center.

«In a call center where external calls ARE frequently transferred or forwarded
to Enterprise Edge Call Center, the maximum number of calls is the total
number of lines on Enterprise Edge.

Note: For information on how calls are transferred to an ACD queue, refer to
How incoming calls are sent to an ACD queuepage 25.

voice channelds the estimated number of voice channels available to
Enterprise Edge Call Center.

*The minimum number of voice channels available is equal to the number of
Reserved channels you set up in General ACD parameters. Additional
channels not being used by Enterprise Edge Voice Messaging can also be
used. For example, even though you assign two Reserved channels when
you set up the General ACD parameters, Enterprise Edge Call Center can
use additional voice channels if and when they are available.

maximum greeting lengthis the duration of the longest greeting of the ACD
gueue in seconds.
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Tips to improve the efficiency of the call center

Plan for busy times. When you assign agents to the ACD queues, assign as many
gualified agents as possible to answer calls for the ACD queues. Then have
agents log in to the busy ACD queue when it gets busy.

Plan for slow times. For example, if agents are logged in only to Queue 1, ensure
that incoming calls to Queue 2 overflow to Queue 1. When you are setting up
gueue parameters for Queue 2, assign a time to the Overflow parameter. Then
callers can still speak to an agent.

When no agents are logged into any queue, ensure that the ACD greetings set
up in the Routing Table have the Transfer parameter enabled. If an ACD
greeting has Transfer enabled, callers can press zero to leave a message in an
ACD Queue Mailbox. Also, ensure that the ACD greeting includes the
information that a caller can press zero to leave a message in the ACD Queue
Mailbox.
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Introduction

This chapter provides diagnostic and recovery procedures for problems that can
occur while setting up and operating Enterprise Edge Call Center.

This chapter describes:

* Problems and Solutions

Problems and Solutions

The following common problems can occur while using Enterprise Edge Call
Center. The solutions are provided after a description of the problem.

Resetting Passwords

The Operator/Service Control Feature Codedature ][9] (8] [2]) password can

be reset if it is lost or forgotten. This is the Feature Code and password used by the
company receptionist, Operator, or System Administrator. To reset the Operator/
Service Control Feature Code password:

1. Presg Feature JO][8J(6].

[CDH 1 o ] 2. Presd7].
MEXT
Note: The:x:xxx represents the Control DN for
Queue 1.
[ Pauwd: ] 3. To reset the Operator/Service Control Feature Code
RETRY ok password, enter the password RESETOPERPSWD

which is entered by pressing:

B]7JBIBIEITIBIFIZI[7]R]B] and
presgk.

Rezet pawd? 4. Pres&ES to reset the password.
YES MO

[ Exit ] 5. The system exits once you have reset the password.
The Operator/Service Control Feature Code

password is now reset to the default password

OPERATOR, which is entered by pressing

617)BIFIRIB]EITI.
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The System Administrator password can be reset if it is lost or forgotten. To reset
the System Administrator password:

1. Presg Feature JO][8](6].

[CDH 1 S ] 2. Presd9].
MEXT
Note: Thexxxx represents the Control DN for
Queue 1.
[ Pswd: } 3. Toreset the System Administrator password, enter
RETRY Ok the password RESETSMPSWD which is entered by

pressing(7 JBJ7JBJBJ[7JE]7]7])0]B] and
presqik.

Reset Fawd? 4. Pres&ES to reset the password.
VES MO

[E:{it ] 5. The system exits once you have reset the password.
The System Administrator password is now reset to
the default password of four zerdes(0 ][0 ][0 .

If the ACD Queue Mailbox password is forgotten, refeResetting the ACD
Queue Mailbox passwomh page 46.

If an agent forgets their password, you can reset the agent’s password. To reset the
agent’s password, refer €hanging agent informatioon page 22.

Agent log in problems
If an agent cannot log in at their telephone, check the following:
* ensure the Agent ID and password match
* check to see if the agent is already logged into a different telephone

* check to see if a different agent is logged into this telephone

Problems enabling the ACD queue

The ACD queue must be assigned a valid Control DN before you can enable it. If
you cannot enable an ACD queue, ensure that you assigned a valid Control DN.
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Cannot change the ACD Queue General Parameters

There are two possible reasons why you cannot change the ACD Queue General
Parameters.

* The ACD queue is enabled.
You must disable the ACD queue before you can change the ACD Queue
General parameters.

* The ACD Queue Mailbox has the wrong extension number.
The extension number of the ACD Queue Mailbox must be the same as the
Control DN of the ACD queue. If the ACD Queue Mailbox has the wrong
extension, a error message appears when you attempt to change the ACD queue
parameters. This error message states that Enterprise Edge Call Center could
not access the ACD Queue Mailbox.

To correct this problem:

1.

2
3.
4

o

Click theMailbox menu and then clickhange/Delete
Click the ACD Queue Mailbox.
Click theChangebutton.

Select the text in thEextensionbox and type the Control DN of the ACD
queue.

Click theOK button.
Click theClosebutton.
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Appendix A: Enterprise Edge Call Center

Programming Record

Before you begin

* Make copies of the pages in this chapter you will need for recording more

program settings.

Programming overview

This overview provides a recommended approach to programming Enterprise Edge

Call Center. To use this overview:

» Start at the top and progress down through the programming options. Determine

which options require your attention. The defaults are shownlth

» Refer to the page number to find where the option is in this Programming

Record.
Description of programming Title Page
Record the Features Codes used by Enterprise Edge Call Feature Code page 120
Center. checklist
Record Agent ID, agent name, Priority value and ACD queue Agent page 121
for each agent. Administration
Record Queue name, Control DN, MWI ext, Method, Overflow | ACD Queue page 122
time limit, Post call wrap up time limit and Delay Answer time | Mailbox
limit. Administration
Record agents assigned to the queues. Agent-Queue page 122
Assignment
Record the ACD Queue Mailbox name, ACD Queue Mailbox | ACD Queue page 122
number, MWI ext and ACD Queue Mailbox password. Mailbox
Administration
Record a description of greeting and greeting parameters. Greeting page 123
Administration
Record the type of step and step parameters for Day Routing Routing Table page 124
Tables and Night Routing Tables. Administration
Record the number of Reserved Channels, the Primary Alert Setting up general page 125
time, and the Secondary Alert time. ACD parameters
Record the line information for lines that are answered by Line answering page 126
Enterprise Edge Call Center.
Record the Operator and Business Status settings. Operator/Business page 127

Status

P0908538 Issue 01 Enterprise Edge Call Center Set Up and Operation Guide



120 Feature Code checklist

Feature Code checklist

Feature name

Feature Code

Feature name

Feature Code

Open Mailbox 981or9 Service extension 9850r9
Operator Status 9820r9 Busy Mode 908o0r9
Log in/out 9040r9 Queue Status 909o0r9
ACD Queue Parameter Administration
ACD Queue Rules Default Queue 1 Queue 2
Parameter
Queue name | maximum 16 characters QUEUEN
Control DN Extension cannot be used | None
(CDN) by another telephone or
peripheral
MWI ext None
Method either Long or Prefer Long
Overflow Enter as mm:ss 00:00
minimum: 00 min 00 sec
maximum: 59 min 59 sec
Note: 00:00 means do
not overflow
Post callwrap | Enter as mm:ss 00:30
up time minimum: 00 min 00 sec
maximum: 59 min, 59 sec
Note: 00:00 means no
Post call wrap up time
Delay answer | Enter as mm:ss 00:00
minimum: 00 min 01 sec
maximum: 10 min 00 sec
Note: 00:00 means Delay
Answer is not activated
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Agent Administration Copy page before using.

Agent ID Agent name Priority Queue number and Queue
number (maximum 13 characters) (Agent name that the agent is

1-20 DEFAULT: AGENTXX (xx is the Qualification | assigned to

(assigned by | Agent ID number) value)
Enterprise 1 = highest

Edge Call 5 = lowest
Center) DEFAULT: 3

Ol Nl bd~ W|IDN]| P

=
o

11

12

13

14

15

16

17

18

19

20
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Agent-Queue Assignment

Copy page before using.

Agents assigned to Queue 1 Agents assigned to Queue 2
(Agent ID number and Agent name) (Agent ID number and Agent name)

ACD Queue Mailbox Administration

Queue ACD Queue Mailbox name | ACD Queue MWI ext ACD Queue

Number Mailbox number Mailbox
(same as the password
Control DN)

1

2
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Greeting Administration 123

Greeting Administration Copy page before using.
Greeting Administration Queue 1
Greeting | Description of greeting Greeting Greeting
Number parameters parameters
(Normal or (Transfer or Not
Forced) Transfer)
1
2
3
4
5
6
7
8
9
10

Greeting Administration Queue 2

Greeting | Description of greeting Greeting Greeting

Number parameters parameters
(Normal or (Transfer or Not
Forced) Transfer)

1

2

3

4

5

6

7

8

9

10
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ROUting Table Administration Copy page before using.

Routing Tables (Queue 1)

Day Routing Table steps - Queue 1

Step Type of step Step parameters
Number | (DIST, GRTG or GOTO)

1

Night Routing Table steps - Queue 1

Step Type of step Step parameters
number | (DIST, GRTG or GOTO)

1
2
3
4
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Routing Tables (Queue 2) Copy page before using.

Day Routing Table steps - Queue 2

Step Type of step Step parameters
Number | (DIST, GRTG or GOTO)

1

Night Routing Table steps - Queue 2

Step Type of step Step parameters
number | (DIST, GRTG or GOTO)

1
2
3
4

Setting up general ACD parameters

Number of Reserved channels

Primary alert time limit in mm:ss

Secondary alert time limit in mm:ss

MIS Address
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Line answering

Copy page before using.

Line Telephone number
number

Answered by
Enterprise Edge

Call Center

Queue
Number
(Lor2

Greeting | Number
Table of Rings
number (0to 12)
(1or2

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD

No

AA

ACD
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Operator/Business Status

Copy page before using.

Password OPERATOR (67372867)

Receptionist or Operator available*

Business open*

Answer trunks

Receptionist or Operator extension

Enterprise Edge
Call Center
Service*

|
Y N
Y N
Y N
Y B |
Auto

Queuel -
Manual Day Night
Auto

Queue2 -
Manual Day Night

* These settings are usually changed by the receptionist or Operator on a daily basis.
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Glossary

AA
See Automated Attendant.

ACD queue
See queue.

ACD Queue Mailbox

The ACD Queue Mailbox stores messages left by callers that can be retrieved by
designated agents.

agent

An agent is a person who is assigned to answer calls for one or more ACD queues
in your call center.

Agent ID number

When you add an agent, Enterprise Edge Call Center assigns an Agent ID number
you use to identify the agent. The agent uses their Agent ID number to log in when
they are ready to receive calls.

attendant

The attendant is the person that you assign to answer an extension number. The
attendant can be the receptionist, operator or target attendant.

Automated Attendant (AA)

The Automated Attendant is similar to an automatic answering service. AA answers
incoming calls with a Company Greeting and a menu of options. AA routes calls in
response to a caller’s dialpad selections. For a greater range of options and services
for incoming calls, a Custom Call Routing (CCR) menu can be assigned to play
instead of the Automated Attendant (AA) Menu.

CCR
See Custom Call Routing.

CDN
See Control Directory Number.

call center

A call center is a department or a business which handles numerous incoming calls.
A call center typically employs several agents to answer incoming calls.
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Call Forward All Calls

This feature forwards all calls from a telephone to another extension number. For
example, all calls from your telephone can be forwarded to the Control DN of a
queue.

Call Forward No Answer

This feature forwards all unanswered calls from a telephone to another extension
number. A call is considered unanswered if no one answers the call before a
specified number of rings.

Call Forward On Busy

This feature forwards all calls from a telephone to another extension if all the lines
assigned to the telephone are busy.

channel

A channel is the voice path that Enterprise Edge Call Center uses to give greetings
to callers. A voice channel is also the voice path used when anyone uses a Feature
Code to access Enterprise Edge Call Center.

Class of Service

The Class of Service defines the values for the special features of the ACD Queue
Mailbox or other Mailboxes.

Control Directory Number (CDN)

The Control Directory Number (CDN) is the extension number of an ACD queue.
The CDN is the number used to transfer calls to an ACD queue. The Enterprise
Edge installer is responsible for assigning the CDN to each ACD queue before the
ACD queue can be enabled.

Custom Call Routing (CCR)

Custom Call Routing (CCR) is a routing feature that you can program to present a
customized menu of single-digit choices to callers. CCR automatically answers
lines with customized menus for incoming callers. With CCR, callers can: listen to
pre-recorded messages, leave a message in the ACD Queue Mailbox or transfer to
an extension. CCR allows you to replace the Automated Attendant menus with a
more sophisticated menu that can offer callers a wider range of options.

DN
DN is a Directory Number or an extension number.

Enterprise Edge Call Center

The Enterprise Edge Call Center system receives, holds and routes calls to agents
in your call center.

Greeting Table

The Greeting Table determines which recorded greeting is played and which line is
answered according to the time of day.
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indicator
See memory button indicator.

Long

Long refers to the “Longest idle” method of call distribution which routes the call
to the agent who has been available the longest. The other method of call
distribution is Preferred.

MWI
See Message Waiting Indication.

memory button indicator

Memory button indicators are the triangles that appear on the Enterprise Edge
telephone next to memory buttons. These indicators are useful for several
Enterprise Edge Call Center purposes: monitoring call activity, showing the Login/
Logout status of agents, and showing the Make Busy status of agents. For
information about how the status appears, refer t&iterprise Edge Call Center
Agent Card

Message Waiting Indication (MWI)
The Message Waiting Indication appears on the telephone displileasdge for

you’ when there are new messages. You assign a telephone as the designated MWI
extension for each ACD Queue Mailbox.

Off-premise Message Notification

Off-premise Message Notification is a feature that notifies you (at a destination
number that you set up) when there are new or urgent messages left in the ACD
Queue Mailbox.

peripheral

A peripheral is equipment that is added to Enterprise Edge to provide additional
functionality.

Prefer

Prefer refers to the “Preferred” method of call distribution which routes the call to
the agent with the highest priority (best qualified agent). The other method of call
distribution is Long.

Primary alert time

The Primary alert time is the first time limit that you assign for calls waiting in the
ACD queues. When a caller has waited the Primary alert time limit, you are given
a visual warning on programmed memory button indicators. The other alert time is
Secondary alert time.
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priority value

You assign the priority value to ACD agents according to their qualifications. If the
Method of call distribution is Prefer, the priority value is used to determine which
agent receives an incoming call.

queue

Each ACD queue collects and distributes calls for a particular call center
department such as “sales” or “technical support”. When several calls arrive at the
same time, the calls are held in an ACD queue where callers hear greetings and are
put on hold until an agent is available.

Queue Mailbox
See ACD Queue Mailbox.

Real time

Real time is where there is no delay between the occurrence and knowledge of each
call event. The real time or current situation of the agents and call activity can be
monitored by using the Queue Status Feature Code.

Reserved channel

Reserved channels are voice channels reserved exclusively for Enterprise Edge Call
Center. Reserved channels are used to send greetings to callers waiting in an ACD
gueue. These channels ensure that Enterprise Edge Voice Messaging does not
consume all the voice channels.

Routing Table

The Routing Table handles incoming calls for each ACD queue. The Routing Table
determines the order of greetings and hold times for callers while they wait to be
routed to an available agent.

Secondary alert time

The Secondary alert time is the second time limit that you assign for calls waiting
in the ACD queues. When a caller has waited the Secondary alert time limit, you
are given a visual warning on programmed memory button indicators. This alerts
you that the caller has been waiting in an ACD queue for an unacceptable amount
of time. The other alert time is Primary alert time.

System Administrator

The System Administrator is responsible for setting up, managing and handling the
day-to-day operation of Enterprise Edge Call Center. The System Administrator
monitors the overall performance of the call center and balances the staffing
according to call traffic demands.

voice channel

A voice channel is the voice path that Enterprise Edge Call Center uses to give
greetings to callers.
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A
Accessing Enterprise Edge Call Center 12
ACD queue
See Queue
ACD Queue Mailbox
See Queue Mailbox
Adding
agent 20, 21
agents to a queue 32
Adding special characters
pause characters 58, 62, 69
to a destination number 59
Administration accessing 12
Agent
adding 20, 21
Agent ID number 19
agent name 19
assigning agents to a queue 32
Autobusy mode 109
Busy Timeout 27
changing agent information 22
deleting an agent 23
deleting from a queue 32
document for agents 10, 11
Feature Codes 17
force agent logout 23
information 19
listening to Queue Mailbox messages 47
Login/Logout Feature Code 18
Make Busy Feature Code 18
number of 109
Open Mailbox Feature Code 17
priority 20
gualification 20
Queue Status Feature Code 18, 105
resetting agent password 22
viewing in a queue 33
Assigning
agents to a queue 32
Enterprise Edge Call Center language
option 101
Automatic Routing Table Method 93
Automatic timeout 18

B

Busy Timeout 27
about 27

Button
definition of memory button indicator 131
memory button indicators 102
programming memory button 14

C

Call activity, monitoring 106
Call centers
preventing call congestion 27, 105
tips to improve efficiency 113
type 11
Call Distribution Method 27
Call overflow 27
Caller ID 48
Changing
ACD greetings 79
agent information 22
language 101
Off-premise Message Notification
parameters 63
Queue Mailbox password 45
Routing Table Method 94
values of steps in the Routing Table 92
Channels
Refresher 101
voice 101
Character limit
for Off-premise Message Notification
destination number 58, 62, 70
for Off-premise Message Notification
destination pager number and message
59
Company Directory 37
Configuring the lines 97, 101
Control DN 26, 35, 36
Conventions
button options 10
buttons 10
guide 10
Custom Call Routing (CCR), Overview 107
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D
Day Routing Table, setting up 88
Default pager message 58, 62, 70
Default password
Operator/Service Control 16
Queue Mailbox 46
Delay Answer feature 27, 110
Deleting
agents from a queue 32
an agent 23
Destination number
character limit 58, 62, 70
for pagers 59
special characters in 59
when Enterprise Edge is behind PBX or
Centrex 59
Destination pager number
character limit 59
Destination, Off-premise Message Notification
numbers 51
Determining
Control DN 36
Message Waiting Indication extension 36
Queue Mailbox number 36
Directory, Company Directory 37
Disabling, queues 30
Display
button option 10
prompt 10
Single-line 11
Two-line 11
Distribution time step in Routing Table
Documents
about Enterprise Edge Call Center 10
for agents 10, 11

E

Enabling, queues 29, 116
Entering a destination number 59
Enterprise Edge
Feature Codes 13
telephone 11
two-line display telephone 11
types of telephones 11
Enterprise Edge Call Center
about 11
Accessing 12
Call answering 98, 99
changing ACD greetings 79
Feature Codes 13
language availability 101
other documents 10

recording greetings 79
setting up general parameters 102
telephone display 11
using 11
Evening, assigning the Night start time to a
queue 87
Extension number sent as default pager
message 58, 62, 70

F

Feature Codes
about 13
agent 17

Custom Feature Codes 15, 17
descriptions 15, 17
Login/Logout 18
Make Busy 18, 27
Open Mailbox 15, 17
Operator/Service Control 16
programming memory buttons 14
Queue Status 16, 18, 102, 105, 106
System Administrator 15
used for 15

Force agent logout 23

Forced Play
disabled 83
enabled 83

Formula for waiting calls 112

French language option 101

G

General ACD parameters 102
Goto steps in Routing Table 82
Greetings, ACD
changing 79
examples of 77
Forced greetings in Routing Table 83
Greeting parameters in Routing Table 83
Greeting step in Routing Table 83
recording 78, 79
Routing Table parameters 111
tips 110
types of 77
Greetings, Queue Mailbox
example 39, 40, 42
recording 36, 39, 40, 42
Guide
organization 9
other documents 10
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H
Hold time
See Distribution time
Hours
operation for a queue 87
Routing Tables 81, 93

I
ID
Agent ID number 19
Caller ID 48
Indicators
Primary alert for monitoring 102
Secondary alert for monitoring 102
Initializing Queue Mailbox 36, 37
Internal messages, replying to 49

L
Language
changing availability 101
French 101
Spanish 101
Lines
assigned to be answered by queue 25
configuring 97, 101
Listening to messages in Queue Mailbox 48
Login/Logout Feature Code 18
Long method of call distribution 27

M
Mailbox
opening Queue Mailbox 44
outdial route 52
Queue Mailbox 35
Make Busy Feature Code 18
Manual Routing Table method 93
Memory button
indicator 14, 17, 102, 105
programming 14, 17
Message Waiting Indication
about extension 26
determining the extension 36
Messages
external 49, 50
internal 49
listening to messages in Queue Mailbox 17
Off-premise Message Notification 51
playing, volume control 48
Queue Mailbox 35
replying to 49
saving 48

Method
about Routing Table Methods 93
Automatic Routing Table Method 93
Call Distribution 27
changing the Routing Table Method 94
Manual Routing Table method 93
Monitoring
about 105
example of monitoring 106
memory button indicators 17
Primary alert 102
Queue Status Feature Code 16
Secondary alert 102
MW!I extension 26

N

Name
agent 19
queue 26
Queue Mailbox 37
Night Routing Table, setting up 88
Notification, Off-premise Message Notification
51
Number
agents 109
Control DN 16
queue 26
Queue Mailbox 16

O

Off-premise Message Notification
about 51
changing parameters 63
destination number
character limit 58, 62, 70
destination pager number and message
character limit 59
setting up
to a pager number 57
to a telephone number 55
to an extension number 53
Open Mailbox Feature Code 15, 17
Opening the Queue Mailbox 44
remotely 44
Operator/Service Control
default password 16
Feature Code 16
resetting passwords 115
Options while listening to Queue Mailbox
messages 48
Organization of guide 9
Other documents 10, 11
Outdial route, mailbox 52
Overflow After 27
Overflow After time 110
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P
Parameters
general ACD 102, 111
queue 26
Routing Table Greetings 83
Password
changing Queue Mailbox 45

Operator/Service Control default password

16
Queue Mailbox password 26, 37, 45
resetting agent password 22
resetting Operator/Service Control 115
resetting Queue Mailbox 26, 46
resetting system administrator 116
Pause characters, adding 58, 62, 69
Post call wrap up time
automatic timeout 18
extending and canceling 18
Prefer method of call distribution 27
Programming memory button 14

Q

Qualification agent 20

Queue
about 25
about queue parameters 26
assigning agents to 32
assigning hours of operation 87
call overflow 27
deleting agents from 32
disabling 30
enabling 29, 116
how calls are received 25
how lines are answered 25
name 26
number 26
problems changing general parameters

117

problems enabling 116
Queue Status Feature Code 16
viewing agents in 33

Queue Mailbox
about 35
changing password 45
determining MWI extension 16
determining number 16
example of greeting 39, 40, 42
greetings 36, 39, 40, 42
initializing 36, 37
leaving a message in 83, 111, 113, 116,

130, 131

listening to messages 17, 47, 48
Message Waiting Indication extension 36

messages 47
messages waiting 26
number 26, 35, 36
opening 17, 44
opening remotely 44
password 37, 45
resetting password 46
tips 111, 113, 116, 130, 131
Queue parameters
Busy Timeout 27
changing 30
Control Directory Number (CDN) 26
Delay answer 27
Message Waiting Indication extension 26
Method of Call Distribution 27
Overflow After 27
Queue name 26
Queue number 26
resetting Queue Mailbox password 26
setting up 28
Queue Status
Feature Code 18, 105
on single-line display telephones 18

R

Real time status of call activity 105
Recording
ACD greetings 79
Queue Mailbox greetings 39, 40, 42
Refresher channels 101
Remote opening of Queue Mailbox 44
Replying
to an external message sender
using the DIAL option 50
to an internal message sender 49
using the CALL option 49
using the MSG option 49
Resetting
agent password 22
Queue Mailbox password 26, 46
system administrator password 116
Retrieving messages from Queue Mailbox 47
Reviewing
agents 33
Routing Table steps 92
Rings assigning 98, 99
Routing Table
assigning queue hours 87
changing values of steps 92
Distribution time step
examples of 88
Goto steps 82
Greeting parameters 83
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Greeting step 83
hours 81, 93
maximum number of steps 81
parameters of Greeting step 83
reviewing the steps 92
setting up 88
steps 82
tips 111
Routing Table Method
about 93
Automatic 93
changing 94
Manual 93
Routing Table, about 81

S

Saving messages 48
Secondary alert 102
Setting up
general ACD parameters 102
Off-premise Message Notification
to a pager number 57
to a telephone number 55
to an extension number 53
queue parameters 28
Single-line display telephone 11
Spanish language option 101
Special characters in destination number 59
Steps, Routing Table 82
Symbols 10
System Administrator
Feature Codes 15
System administrator
resetting password 116
role 12

T
Table, Routing Table 81
Telephone
two-line 11
Time
Primary alert time-limit 102
Secondary alert 102
tips about overflow 110
Tips
ACD general parameters 111
agent administration 109
gueue administration 110
Queue Mailbox 111, 113, 116, 130, 131
recording ACD greetings 110
Routing Table administration 111

Transfer Allowed
disabled 83
enabled 83
Troubleshooting
agent log in problems 116
cannot change the ACD Queue Parameters
117
problems enabling the queue 116
Two-line display, using 11

U
Using, Enterprise Edge Call Center 11

V

Viewing agents in a queue 33
Voice channels 101

Volume control 48

P0O908538 Issue 01

Enterprise Edge Call Center Set Up and Operation Guide



138

Enterprise Edge Call Center Set Up and Operation Guide P0908538 Issue 01



	Contents
	How to use this guide
	Introduction
	How this guide is organized
	Symbols and conventions
	Other documents

	Using Enterprise Edge Call Center
	Introduction
	Using your telephone with Enterprise Edge Call Center
	About the two-line display telephone

	Using Enterprise Edge Call Center
	Accessing Enterprise Edge Call Center administration
	Your role as Enterprise Edge Call Center System Administrator

	Using Enterprise Edge Call Center Feature Codes
	Introduction
	Enterprise Edge Feature Codes
	Programming a memory button with a Feature Code

	Feature Codes used by the System Administrator
	System Administrator Feature Code descriptions

	Feature Codes used by ACD agents
	Agent Feature Code descriptions


	ACD Agent Administration
	Introduction
	Agent information
	Adding an agent
	Adding more than one agent
	Changing agent information
	Resetting the agent password
	Deleting an agent
	Forcing agent log out

	ACD Queue Administration
	Introduction
	ACD queues
	How incoming calls are sent to an ACD queue

	ACD queue parameters
	Setting up ACD queue parameters
	Enabling the ACD queues
	Disabling the ACD queues
	Changing ACD queue parameters
	Deleting the ACD queue parameters
	Assigning an agent to an ACD queue
	Deleting agents from an ACD Queue
	Viewing agents in an ACD queue

	ACD Queue Mailbox Administration
	Introduction
	ACD Queue Mailbox
	Determining the Control DN (ACD Queue Mailbox number)
	Initializing the ACD Queue Mailbox
	Recording the ACD Queue Mailbox greetings
	Recording a Primary greeting for the ACD Queue Mailbox
	Recording an Alternate greeting for the ACD Queue Mailbox
	Choosing the Primary or Alternate ACD Queue Mailbox greeting
	Recording a Personalized greeting for the ACD Queue Mailbox

	Opening an ACD Queue Mailbox
	Opening an ACD Queue Mailbox after it has been initialized
	Opening an ACD Queue Mailbox remotely

	ACD Queue Mailbox Password
	Changing the ACD Queue Mailbox password
	Resetting the ACD Queue Mailbox password

	Listening to messages in the ACD Queue Mailbox
	Replying to messages
	Replying to an internal message sender
	Replying to an external message sender

	Off-premise Message Notification
	About Off-premise Message Notification
	Assigning an outdial route
	Setting up Off-premise Message Notification to an extension number
	Setting up Off-premise Message Notification to a telephone number
	Setting up Off-premise Message Notification to a pager number
	Setting up Off-premise Message Notification to more than one destination
	Changing Off-premise Message Notification
	Changing Off-premise Message Notification parameters
	Changing the destination type from a pager to a telephone or extension
	Changing the destination type from telephone or extension to a pager
	Inserting an Off-premise Message Notification destination number
	Deleting an Off-premise Message Notification destination number
	Turning Off-premise Message Notification on and off
	Changing the Off-premise Message Notification hours of operation


	Recording ACD Greetings
	Introduction
	ACD greetings
	Types of ACD greetings
	How to record an ACD greeting

	Recording ACD greetings
	Changing ACD greetings

	Routing Table Administration
	Introduction
	Routing Table
	Setting up a Routing Table
	About Routing Table steps
	Distribution time (DIST)
	Goto steps (GOTO)
	ACD Greeting step (GRTG)

	Planning the Routing Table steps
	Adding Routing Table steps
	Adding greeting steps
	Adding distribution steps
	Adding Goto steps

	Assigning ACD queue hours of operation
	Assigning the Day start time for an ACD queue
	Assigning the Night start time for an ACD queue
	Assigning an ACD queue for 24 hour operation

	Examples of setting up the Day and Night Routing Tables
	Examples of Routing Tables
	Example of setting up the Queue 1 Day Routing Table
	Example of setting up the Queue 1 Night Routing Table

	Reviewing the Routing Table steps
	Changing the existing steps in the Routing Table
	ACD Service Modes
	Changing the ACD Service Mode


	Enterprise Edge Call Center Lines Administration
	Introduction
	Adding lines and assigning an ACD queue
	Adding and assigning several lines
	Setting the Answer Lines status

	Setting up ACD general parameters
	Introduction
	Assigning the language of Enterprise Edge Call Center
	General ACD parameters
	Setting up general ACD parameters
	Enterprise Edge Call Center System Configuration Report

	Monitoring Enterprise Edge Call Center call activity
	Introduction
	Monitoring call activity
	Example of monitoring call activity

	Using Enterprise Edge Call Center with Enterprise Edge Voice Messaging
	Introduction
	Automated Attendant
	Custom Call Routing

	Enterprise Edge Call Center Operation Tips
	Introduction
	Tips about ACD agent administration
	Tips about ACD queue administration
	Tips about recording ACD greetings
	Tips about Routing Table administration
	Tips about ACD general parameters
	Tips to calculate longest wait time a caller could be on hold
	Tips to improve the efficiency of the call center

	Troubleshooting Enterprise Edge Call Center
	Introduction
	Problems and Solutions
	Resetting Passwords
	Agent log in problems
	Problems enabling the ACD queue
	Cannot change the ACD Queue General Parameters



	Appendix A: Enterprise Edge Call Center Programming Record
	Before you begin
	Programming overview
	Feature Code checklist
	ACD Queue Parameter Administration
	Agent Administration
	Agent-Queue Assignment
	ACD Queue Mailbox Administration
	Greeting Administration
	Routing Table Administration
	Routing Tables (Queue 1)
	Routing Tables (Queue 2)

	Setting up general ACD parameters
	Line answering
	Operator/Business Status

	Glossary
	Index

